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The New Energy Consumer: Who Are They and What Do 
They Want? 

An ambitious study looking at 

consumer attitudes and 
behaviours towards 52 innovative 
energy products & services 

across Europe:

◼ 52 innovative propositions

◼ across six key European 

countries 

◼ across six attitudinal groups

This study helps you answer questions including:

◼ Do you want data that challenges or validates or inspires your 
thinking regarding the best opportunities for innovative products and 

services in Europe?
◼ Do you want to know which countries will best suit your specific 

proposition?
◼ Do you want to know the customer types who are most likely to want 

your proposition?

◼ Do you want to know how to develop your proposition roadmap? 
◼ Are you looking to do your own in-house consumer research but 

want to be sure you focus on the right knowledge gaps and 
propositions i.e. you need a pre-feasibility study? 

◼ Do you want to know what propositions European consumers are 

most interested in?
◼ Do you want to benchmark your own market or consumer base 

against the leading markets in Europe? 
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About the study and questions answered 
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Report Scope

Research methodology

◼ 4 online/mobile quantitative surveys amongst a total 
of 1021 adults, across 6 EU countries

◼ Sample filtered on energy decision makers in the 
home

◼ Fieldwork was conducted in 4 different waves in the 
time frame 2018-2020

Research analysis

◼ Propositions appeal has been used as criteria of 
comparison

◼ Propositions have been compared between each 
other to identify customers needs and preferences.

◼ Statistical significance testing to 95% confidence has 
been conducted throughout. The written text passes 
this test, to differentiate it from the chart data which 
may not.
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204 participants

903  participants

1103 participants

1122 participants

930 participants

749 participants
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Customer propositions tested

◼ Time-of-use tariffs

◼ Cheap Saturdays

◼ Dynamic tariff with partial HEM 

control

◼ Dynamic tariff with full HEM control

◼ Auto-switching services

◼ Auto-switch

◼ Auto-switch+

◼ Switch&Bill

◼ Auto-switch+1

◼ Auto-switch+2

◼ Wholesale energy tariffs

◼ Wholesale tariff

◼ Wholesale tariff+ HEM app

◼ Wholesale tariff+ HEM from third 

party

◼ PV optimisation

◼ Solar export 

◼ Solar optimise 

◼ Solar optimise service
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◼ Energy insights information

◼ Software/SaaS

◼ Hardware solution

◼ Real-time

◼ Premium

◼ Energy insights services

◼ Disaggregation

◼ Historic comparison

◼ Alerts

◼ Upgrade/ Upgrade+

◼ Personalised advice

◼ Package of tools on app

◼ Smart home action option

◼ Self-generation info

◼ Challenges & games

◼ Smart speakers

◼ Smart speaker 

◼ Smart speaker & thermostat

◼ Smart speaker premium

◼ Smart thermostat

◼ Smart thermostat 

◼ Smart thermostat with remote 

diagnostic 

◼ Smart thermostat with controlled 

HEM

◼ Electric heating tariffs

◼ Dynamic energy tariff (manual) 

◼ Dynamic energy tariff (automated)

◼ Automated HEM with price signals

◼ Remote diagnostic

◼ Automatic alerts

◼ Automatic alerts & assistance

◼ High efficiency heating appliances

◼ Pay up front

◼ Finance package

◼ Appliance lease

◼ HaaS

◼ Comfort as a service

◼ Local energy tariffs

◼ Renewable energy 

◼ Energy community share

◼ Energy community trading scheme

◼ Renewable energy at higher cost

◼ Renewable energy from neighbour

◼ EVs smart charging

◼ SmartEV15 

◼ SmartEV10

◼ SmartEV5

Customer 

propositions tested 

have been given 

short names

◼ See the annex for 

full propositions

◼ They are 

presented in the 

following order 

52 propositions covering hot topics for the new energy sector
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Attitudinal sub-groups analysed

Introducing the attitudinal sub-groups

► Standard consumer descriptors – such as demographic, household or regional levels 

– are not usually very good predictors of energy consumer needs. Attitudes are often 

a more effective way of unlocking these differences or attitudinal grouping a 

population.

► Delta-EE has categorised the more engaged ‘new energy’ consumers into six 

attitudinal sub-groups, with the prevailing attitude in each group influencing decisions 

and behaviour:

Price sensitive – actively compare prices and seek out good deals

Financially constrained – very careful or concerned with their financial situation

Tech savvy – technology plays a key role in helping them manage their lives

Risk averse– manage risk through research and using well-known brands

Ethically motivated – consider the environmental impact of their decisions

Convenience driven – prioritise saving time and effort over price

► These groups are not intended to cover the entire population, and individuals can 

belong to different groups simultaneously. For example there is usually high 

correlation between the tech savvy and price sensitive groups, as it is easy to 

compare costs online.

► The attitudinal groups tend to be more engaged in energy propositions than the 

mainstream population.

► It is therefore important to appeal to these ‘new energy’ consumers, as they 

are the engaged consumers who are leading the consumer energy 

transformation.

Price sensitive 

Financially constrained

Ethically motivated

Tech savvy

Convenience driven

Risk averse

‘New energy’ consumers:

the attitudinal sub-groups

6 categories of new energy consumer
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Report sample charts & outputs 
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Example output – appeal by country

19

Auto-switch was very appealing to one in three UK, Italian and German 

respondents

We compared appeal of all auto-switching service 

propositions among respondents in different 

countries

◼ Similar rate of Italians, German and British 

respondents found “Auto-switch” very appealing. (see 

charts). A significant difference were observes for 

French and Dutch respondents, with 23% and 17% of 

the sample rating “Auto-switch” very appealing.

Additional analysis

◼ “Auto-switch” was among top propositions in UK, 

France, Germany and Netherlands.

◼ In the UK one in three respondents found “Auto 

Switch”, “Auto-switch+” and “Switch&Bill” very 

appealing.

◼ “Auto-switch+1” and “Auto-switch+2” score among 

worse propositions in all countries.

. 

UK NL FR IT DE

“Auto-switch” appeal in countries

Very appealing Quite appealing Neither

Quite unappealing Very unappealing

Source: Delta-EE European customer research  2018/2019

How appealing is the proposition? (n=542, Adults)

Top propositions:
are the ones that had  
the highest numbers 

of respondents finding 
them very appealing 

in the group  
considered 
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Example Proposition – overall appeal 

We proposed energy tariffs that vary at 

different time of consumption 

◼ Cheap Saturdays: A tariff offering free 

electricity on Saturdays between 9am 

and 5pm, with a fixed rate at other 

times.

◼ Dynamic tariff with partial HEM 

control: A variable tariff allowing the 

provider to switch off and on micro 

amounts of energy on customers’ 

boilers, electric heating and electric 

vehicle charging to reduce electricity 

bills, whilst retaining existing comfort 

levels

◼ Dynamic tariff with full HEM control: 

A variable tariff allowing the provider to 

turn down, or switch off or on, 

appliances to reduce electricity bills; 

this would be agreed in advance with 

the customer

0% 20% 40% 60% 80% 100%

Dynamic tariff with full HEM control

Dynamic tariff with partial HEM control

Cheap Saturdays

Appeal of ToU  propositions

Very appealing Quite appealing Neither Quite unappealing Very unappealing
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Cheap Saturdays is very appealing for 38% of respondents

Source: Delta-EE European customer research 2018/2019

How appealing is the proposition? (n=542, adults)

95% statistical 
significance testing 
versus category 
average
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Example output – appeal by attitudinal group

We compared the appeal of solar PV 

optimisation propositions among 

attitudinal groups.

◼ 53% and 55% of convenience driven 

and tech savvy found “Solar optimise ” 

very appealing as showed in the 

charts.

Additional analysis

◼ One in three financially constrained 

found “Solar export” and “Solar 

optimise” very appealing.

◼ “Solar optimise service” was very 

appealing to 47% of ethically motivated 

respondents and 52% of convenience 

driven.

26

0% 20% 40% 60% 80% 100%

Tech savvy

Convenience driven

Ethically motivated

Price sensitive

Financially constrained

Risk averse

Average

“Solar optimise ” appeal by attitudinal groups 

Very appealing Quite appealing Neither Quite unappealing Very unappealing

One in two convenience driven and tech savvy consumers find “Solar optimise” 

very appealing

Source: Delta-EE European customer research  2019/2020

How appealing is the proposition? (n= 680, homeowners)
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Column Survey Wave Proposition Topic Question Type Question Sub-Question

Wave All N/A N/A Survey number

ID All N/A N/A Unique respondent number

X_country All N/A Segment Country

X_income All N/A Segment Which of the following best reflects your annual household income? 

X_age All N/A Segment Please can you indicate which age band you are in? 

X_gender All N/A Segment Please record your gender below

X_household All N/A Segment Which of the following statements best represents you and your household situation? 

X_area All N/A Segment Would you describe the area you live in as…? 

X_property All N/A Segment What type of property do you live in? 

X_rooms All N/A Segment How many bedrooms does your property have? 

X_tenure All N/A Segment Do you own or rent the property that you live in? 

X_fuel All N/A Segment What is the main fuel source for heating in your home?

X_smart meter All N/A Segment Do you have an energy smart meter in your home? 

X_A1 W1, W2, W4 N/A Profile To what extent do you agree or disagree with these statements? I regularly look out for, or use tools to find the best deals

X_B1 W1, W2, W4 N/A Profile To what extent do you agree or disagree with these statements? I worry a lot about my current financial situation

X_C1 W1, W2, W4 N/A Profile To what extent do you agree or disagree with these statements? I rely on technology to help manage my life

X_D1 W1, W2, W4 N/A Profile To what extent do you agree or disagree with these statements? I research carefully or seek advice before making big decisions

X_E1 W1, W2, W4 N/A Profile To what extent do you agree or disagree with these statements? I put the needs of my community or the environment ahead of my own

X_F1 W1, W2, W4 N/A Profile To what extent do you agree or disagree with these statements? I tend to choose brands and services that help me manage my time better

X_G1 W1, W2, W4 N/A Profile To what extent do you agree or disagree with these statements? Reducing my household energy bill is just too far down my list of priorities to give it any time

X_A2 W1, W2, W4 N/A Profile And to what extent do you agree or disagree with these statements? I always look for a better price before buying something

X_B2 W1, W2, W4 N/A Profile And to what extent do you agree or disagree with these statements? I have to be very careful with my spending to make ends meet

X_C2 W1, W2, W4 N/A Profile And to what extent do you agree or disagree with these statements? I have all the latest gadgets

X_D2 W1, W2, W4 N/A Profile And to what extent do you agree or disagree with these statements? It’s usually safer to stick to brands and things I know

X_E2 W1, W2, W4 N/A Profile And to what extent do you agree or disagree with these statements? I usually consider my impact on the environment before making decisions

X_F2 W1, W2, W4 N/A Profile And to what extent do you agree or disagree with these statements? I don’t mind paying extra to save my time and effort

X_G2 W1, W2, W4 N/A Profile And to what extent do you agree or disagree with these statements? Nothing will make me interested in monitoring my energy use

Excel data and customer segmentation

Our customer data can be 
segmented by:

◼ Age 

◼ Gender
◼ Income
◼ Type of Household

◼ Attitudinal groups
◼ Urban and rural areas

◼ Property they live in
◼ Family status
◼ Number or rooms in the property

◼ Type of tenure
◼ Fuel they use for heating 

◼ If they own a smart meter or not

8

Screenshots of the Excel data 
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Definition of the propositions tested (1/6)

Proposition short 

format
Full topic or proposition wording used in the customer survey

Time-of-use propositions

Cheap Saturdays A tariff offering free electricity on Saturdays between 9am and 5pm, with a fixed rate at other times

Dynamic tariff with 
partial HEM control

A variable tariff allowing the provider to switch off and on micro amounts of energy on customers’ boilers, electric heating and
electric vehicle charging to reduce electricity bills, whilst retaining existing comfort levels in the case of boilers and heating

Dynamic tariff with full 
HEM control 

A variable tariff allowing the provider to turn down, or switch off or on, appliances to reduce electricity bills; this would be
agreed in advance with the bill payer

Auto-switching services

Auto-switch
Sign up to an energy auto-switching service from your existing energy supplier which monitors the company’s energy tariffs 
and automatically switches you to the company’s best tariff for you at no additional cost

Auto-switch+
Sign up to an energy auto-switching service from a switching service provider which monitors all energy tariffs in the market 
and automatically switches you to the best tariff for you at no additional cost

Auto-switch+1
Sign up to an energy auto-switching service from a switching service provider which monitors all energy tariffs in the market 
and automatically switches you to the best tariff for you for €1 per month

Auto- switch+2
Sign up to an energy auto-switching service from a switching service provider which monitors all energy tariffs in the market 
and automatically switches you to the best tariff for you for a cost of €2 every time you are switched to better a tariff

Switch&Bill
Sign up to an energy auto-switching service from a switching service provider which monitors all energy tariffs in the market 
and automatically switches you to the best tariff for you at no additional cost. The energy auto-switching service will manage 
everything including bills, so you would never need to contact your energy supplier again

9

Text labels used in charts is short form for fuller descriptions
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Definition of the propositions tested (2/6)

Proposition short 

format
Full topic or proposition wording used in the customer survey

Wholesale tariff propositions
Wholesale tariff An energy tariff which matches the hourly wholesale price of electricity for a small monthly subscription fee
Wholesale tariff + HEM 
app

An energy tariff which matches the hourly wholesale price of electricity for a small monthly subscription fee. You also receive a 
free app with insights and advice about how to reduce your energy bills and consumption

Wholesale tariff + HEM 
from third party

Energy tariff which matches the wholesale price of electricity for a small monthly subscription with a free app to help reduce 
energy bills. If you choose, your energy supplier can control equipment in your home to further reduce your energy

PV optimisation propositions

Solar
Your energy supplier will buy any excess solar generation for a fixed price per unit of energy when you buy a solar panel sys tem
for the full upfront cost.

Solar optimise 
Your energy supplier will optimise a solar panel and energy battery storage system for you in order to minimise your energy 
costs when you buy the solar panel and energy storage system for the full upfront cost.

Solar optimise service
Your energy supplier will install and manage an energy battery and solar panels to reduce your energy costs when you buy the 
solar panels at the full upfront cost and pay a monthly fee over 10 years for the battery and optimisation services

Energy insights information propositions

SaaS
An app or online tool to monitor household energy consumption and spend, that requires no hardware to be installed, and 
that the energy supplier provides at no cost to the customer

Hardware Solution
An app or online tool to monitor your household energy consumption and spend, that requires some hardware to be installed, 
but that your energy supplier provides at no cost to you

Real Time
An app or online tool to monitor your household energy consumption and spend in real time, that requires some hardware to 
be installed, but that your energy supplier provides at no cost to you

Premium
A premium app or online tool to monitor your household energy consumption and spend with additional functionality, that 
requires no hardware to be installed, and that your energy supplier provides at a cost of ~ €1 per month

10

Text labels used in charts is short form for fuller descriptions
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Definition of the propositions tested (3/6)

Proposition short 

format

Full topic or proposition wording used in the customer survey

Energy insights services propositions

Historic comparisons Comparisons of your home energy use to previous time periods
Disaggregation 
(category) Breakdown of your home energy use (such as heating, lighting, appliances)

Personalised advice Personalised advice based on your home energy use

Challenges & games Challenges, competitions or games based on your home energy use

Alerts Alerts about bill forecasts or performance issues with your home’s electrical appliances
Smart home action 
option

Energy use information for your home that then connects to smart technology with the option to act on that information, alert
or advice

Self-generation info Electricity generation information from your home’s solar panels or other generating equipment
Package of tools on 
app Package of information and tools to help manage your home energy use via a smartphone app

Upgrade
Service that breaks down your energy use (such as heating), and offers advice to reduce your bills by upgrading your appliances 
to high efficiency alternatives (such as a heat pump)

Upgrade+
Service that breaks down your energy use (such as heating), offers advice to reduce your bills by upgrading your appliances to 
high efficiency alternatives (such as a heat pump), and offers to connect you with appropriate retailers

Smart Speakers propositions

Smart speaker
A fixed 2-year gas & electricity contract which includes a free smart speaker worth ~€100, with no change to your electricity 
and gas prices

Smart speaker & 
thermostat

A fixed 2-year gas & electricity contract which includes a free smart speaker and smart heating controls worth ~€300 fully 
installed, with no change to your current electricity and gas prices

Smart speaker 
premium

A fixed 2-year gas & electricity contract which includes a free smart speaker worth ~€100, with a small increase in your 
electricity and gas bill

11

Text labels used in charts is short form for fuller descriptions
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Definition of the propositions tested (4/6)

Proposition short 

format

Full topic or proposition wording used in the customer survey

Smart Thermostat propositions

Smart thermostat 
A smart thermostat that allows you to remotely control and schedule your heating with an app for a total cost of €170-250 
including installation

Smart thermostat with 
remote diagnostic

A smart thermostat that allows you to remotely control and schedule your heating with an app for a total cost of €170-250 
including installation. It also allows a third party to monitor the operation of your heating system to alert you if a fault is 
detected for no additional cost

Smart thermostat with 
controlled HEM

A smart thermostat that allows you to remotely control and schedule your heating with an app for a total cost of €170-250 
including installation. Your heating can also be remotely controlled by a third party, who might turn down your heating for 
short periods of time to help avoid pecks on the energy system. In exchange they will offer you around €100 a year. This will
not noticeably impact the temperature of your home.

Electric heating tariff propositions

Automated HEM with 
price signals

Energy tariff for households with electric heating or hot water that automatically controls the heating of the home within your 
comfort levels

Dynamic energy tariff 
(manual)

Energy tariff for households with electric heating or hot water, where the price of electricity varies hour to hour. You receive
pricing information in advance, so that you can choose when to run your appliances

Dynamic energy tariff 
(automated)

Energy tariff for households with electric heating or hot water that automatically controls the heating of the home within your 
comfort levels. Your energy supplier can also operate your heating in return for reduced energy bills

Remote diagnostic propositions

Automatic alerts
A performance monitoring service for your heating or electrical appliances that automatically sends you alerts of any 
irregularity or maintenance needed

Automatic alerts & 
assistance

A performance monitoring service for your heating or electrical appliances that automatically sends you alerts of any 
irregularity or maintenance needed, with the option to send a message to a registered maintenance provider

12

Text labels used in charts is short form for fuller descriptions
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Definition of the propositions tested (5/6)

Proposition short 

format

Full topic or proposition wording used in the customer survey

Heat as a service propositions 

Pay up front Pay for the heating appliance upfront and buy it outright

Finance package Use a finance package (credit or a loan for example) to spread the cost of the heating appliance over a number of years.

Appliance lease
Not own the heating appliance, but all costs for the appliance (the appliance, maintenance and fixing any problems) are 
covered in a fixed monthly fee (like a lease or rental agreement)

HaaS
Not own the heating appliance, but you pay every month for the amount of heat that you use (this includes energy fuel 
required and the use of the appliance)

Comfort as a service
Pay for a certain level of comfort / temperature in your house. It is up to the service provider to install the right appliance and 
buy the fuel to deliver this

Local energy tariffs propositions 

Renewable energy
Energy tariff that automatically sources renewable energy (such as from solar panels) when available from any source, local or 
national

Renewable energy at 
higher cost

Energy tariff that automatically sources renewable energy (such as from solar panels) when available from any source, local or 
national at a slightly higher cost than a standard energy tariff

Renewable energy 
from neighbour

Energy tariff that automatically sources renewable energy from a neighbour when available at a slightly higher cost than a 
standard energy tariff

Energy community 
share

Part ownership of a community renewable energy generator (such as a wind turbine serving your local area). You receive 
energy at a standard tariff price, and receive an annual dividend if you buy shares in the community energy generator

Energy community 
trading scheme

Community energy trading scheme in which homes with renewable energy can sell excess energy to neighbours. Participants 
choose who and how much to sell excess energy for, but generally receive slightly less than from selling to an energy supplier

13

Text labels used in charts is short form for fuller descriptions
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Definition of the propositions tested (6/6)

Proposition short 

format
Full topic or proposition wording used in the customer survey

EVs smart charging propositions

SmartEV15

The smart charging provider will take full control of your electric vehicle charging at home, but they will guarantee 

your electric vehicle will be 100% charged for your next set scheduled departure time. You would receive €15 per 

month of compensation for this.

SmartEV10

The smart charging provider will control your electric vehicle charging at home, but the vehicle is guaranteed to be 

charged to at least 50% of battery (typical range of ~70-100 km / ~40-65 miles) as soon as possible. The provider 

will also guarantee that your vehicle will be 100% charged for your next scheduled departure time. You would 

receive €10 per month of compensation for this.

SmartEV5

The smart charging provider will control your electric vehicle charging at home. The vehicle is guaranteed to be 

charged to at least 75% of battery (typical range of ~100-140 km / ~65-85 miles) as soon as possible. The provider 

will also guarantee that your vehicle will be 100% charged for your next scheduled departure time. You would 

receive €5 per month of compensation for this
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Text labels used in charts is short form for fuller descriptions
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Disclaimer

Copyright 
Copyright © 2020 Delta Energy & Environment Ltd. All rights reserved.

No part of this publication may be reproduced, stored in a retrieval system or transmitted in any form or by any means electronic, 

mechanical, photocopying, recording or otherwise without the prior written permission of Delta Energy & Environment Ltd.

Unless otherwise credited all diagrams in this report belong to Delta Energy & Environment Ltd.

Important 
This document contains confidential and commercially sensitive information. Should any requests for disclosure of information contained in 

this document be received, we request that we be notified in writing of the details of such request and that we be consulted and our 

comments taken into account before any action is taken.

Disclaimer 
While Delta Energy & Environment Ltd (‘Delta-EE’) considers that the information and opinions given in this work are sound, all parties must 

rely upon their own skill and judgement when making use of it. Delta-EE does not make any representation or warranty, expressed or implied, 

as to the accuracy or completeness of the information contained in the report and assumes no responsibility for the accuracy or completeness 

of such information. Delta will not assume any liability to anyone for any loss or damage arising out of the provision of thi s report.

Where this report contains projections, these are based on assumptions that are subject to uncertainties and contingencies. Because of the 

subjective judgements and inherent uncertainties of projections, and because events frequently do not occur as expected, there can be no 

assurance that the projections contained herein will be realised and actual events may be difference from projected results. Hence the 

projections supplied are not to be regarded as firm predictions of the future, but rather as illustrations of what might happen. Parties are 

advised to base their actions of an awareness of the range of such projections, and to note that the range necessarily broadens in the latter 

years of the projections.
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