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1. Methodology 
 
 

1.1. Cognitive Testing Validation 

Face-to-face cognitive testing was carried on the Residential version of the AER Values of Customer Reliability 
(VCR) 2024 during the pilot phase of the study. The tests were conducted between Monday 4th and Thursday 
7th March 2024 using an online survey based on version 3 of the questionnaire. 
 
During the cognitive test, participants were asked about what they were thinking when they answered each 
question and quizzed about what they considered when forming their responses. Each question and block of 
text was also assessed on comprehension and ease of answering, with a score out of 10 given for each.  
 
This allowed us to ensure that the questions are measuring what they were intended to measure, and that 
there were no comprehension issues. 
 
Verbatim responses were provided on harder to comprehend questions or paragraphs, and minor wording 
changes were then suggested. 

 

1.2. Panel recruitment 

Data collection for both the Residential and Business components of the AER VCR was conducted via online 
surveys. Recruitment to the online surveys was conducted via a mixed methodological approach, using both 
online panels and CATI.  
 
The online panel agencies used for recruitment were Pureprofile, WALR, and Octopus Group, all of which are 
Australian based, while CATI recruitment was done by Lonergan Research.  
 
Panel members were recruited based on location parameters for the Residential survey, and within industry 
type for the Business survey. As standard practice with research panels, all participants recruited received an 
incentive for completion. 
 
Fieldwork for the Residential and Business surveys were conducted between 3 September and 9 October 
2024.  
 
Respondents who started the Residential survey but indicated they had responsibility for paying or managing 
their business’s electricity bill were redirected into the Business survey. 

 

1.3. Sample 

The sample for the Residential survey was a representative sample of all Australians aged 18+, including those 
who do and do not have responsibility for their household electricity bill. To achieve industry target for the 
Business survey, most residential respondents who work, were self-employed or business owners with 
responsibility for paying or managing their business’s electricity bill were diverted to the Business survey.  
 
The Residential sample was split into seven climate zone regions and the Northern Territory, encompassing 
CBD, suburban and regional areas, based on instructions from AER.  
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Residential Demographic Breakdown 

Gender (n) Age (n) 

Female 2,359 29 years or under 570 

Male 1,307 30-39 years 696 

Prefer to self-describe 2 40-49 years 619 

Prefer not to say 21 50-59 years 578 

  60-69 years 689 

  70 year or older 524 

  Prefer not to say 13 

 
Residential Recruitment Breakdown 

Recruitment (n) 

Online panel 3,621 

CATI 68 

 
 
The sample for the Business survey is defined as those working and living in Australia within the National 
Electricity Market (NEM) and the Northern Territory with responsibility for paying or managing their 
business’s electricity bill. Those working in the mining industry were not specifically targeted, however they 
were allowed to complete. Respondents were allowed to enter their industry as “Other (please specify)”, 
some of which were then back-coded based on their response to questions about their business.  
 
Business Industry Breakdown 

Industry (n) 

Agriculture, Forestry and Fishing 260 

Mining 50 

Manufacturing 260 

Electricity, Gas, Water and Waste Services 101 

Construction 120 

Wholesale trade 104 

Retail Trade 122 

Accommodation and Food Services 128 

Transport, Postal and Warehousing 117 

Information Media and Telecommunications 127 

Financial and Insurance Services 117 

Rental, Hiring and Real Estate Services 106 

Professional, Scientific and Technical Services 156 

Administrative and Support Services 126 

Public Administration and Safety 80 

Education and Training 126 

Health Care and Social Assistance 131 

Arts and Recreational Services 115 

Other 52 
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Business Recruitment Breakdown 

Recruitment (n) 

Online panel 2,248 

CATI 150 

 

 

1.4. Questionnaire changes  

The questionnaires were left largely unchanged from the pilot study, except for the choice model.  
 

Residential Changes from Pilot 

Intro 

Added text to introductory paragraph “If you’d like more information on the AER’s review 
of value of customer reliability, click on this link” 
https://www.aer.gov.au/industry/registers/resources/reviews/values-customer-
reliability-2024. 
Deletion of “Power reliability is important” from second paragraph. 

G2 Change from “household” to “home” to keep consistent with G2, G3 and G4 

AEMC1 Question text change 

AEMC2 Question text change 

Section E  
(Choice Model) 

New choice attribute combinations presented as per instructions from AER 

 

Business Changes from Pilot 

Intro 

Added text to introductory paragraph “If you’d like more information on the AER’s review 
of value of customer reliability, click on this link” 
https://www.aer.gov.au/industry/registers/resources/reviews/values-customer-
reliability-2024. 
Deletion of “Power reliability is important” from second paragraph. 

H5 Moved to after B2 

D3 Deletion, as per instructions from AER 

D7 Deletion, as per instructions from AER 

F4 Wording change, deletion of “addition to” 

AEMC1 Question text change 

AEMC2 Question text change 

Section E  
(Choice Model) 

New choice attribute combinations presented as per instructions from AER 

 

 

1.5. Choice Model 

Choice card sets in the choice model were structured as requested by the AER. The order of options within 
each choice set was also randomised to reduce biases such as order effects and response bias. 
 
Attribute labels were added to the individual cards to improve consistency between desktop and mobile 
versions. 
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Desktop  

 
Mobile  

  
 
 

1.6. Data validation process  

Panel providers were aware of each other, enabling them to exclude respondents who appear across multiple 
panels. Before entering the survey, respondents to both Residential and Business surveys were pre-validated 
by the panel providers. This validation process involved double-opt in email verification, as well as digital 
fingerprinting to identify fraudulent data based on location, language and device.  
 
Further to this, in-survey digital fingerprinting and cookie capture were used to ensure the validity of 
respondents. Data quality checks were performed after soft launch of the Residential and Business surveys to 
confirm correct programming and ensure validity and quality. 
 
Post-recruitment, data was cleaned as per instructions from the AER and in keeping with the 2024 pilot wave. 
These were: 

- Removal of incompletes 
- Removal of fast responders (three-minute threshold) 
- Removal of respondents identified as duplicate responses 
- The AER has informed us that those failing an internal quality assurance question were also removed 

for analysis 
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1.7. Quality assurance (QA)  

Lonergan used a comprehensive set of quality control procedures for each stage and milestone. These 
procedures were: 

- Regular reporting to the AER on each stage of questionnaire review and cognitive testing of the pilot, 
which remained unchanged in the main survey  

- Regular confirmation on programming and final signoff of survey programming 
- Regular progress meetings with AER  
- Data and respondent validation pre-survey, at soft launch and post-fieldwork as outlined in section 

1.6 
- Our standard project management tools to ensure compliance with ISO20252:2019 guidelines and 

company policies. 
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2.1. Questionnaire Screenshots 

2.1.1. Residential Survey 

 

Link to 
https://www.aer.gov.au/industry/registers/resources/reviews/
values-customer-reliability-2024"  
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Skip to B1 



3233 AER Customer Value – Main Phase: Methodological Report Page 13 

 
 
 
 
 
 

Divert to Business 
survey 



3233 AER Customer Value – Main Phase: Methodological Report Page 14 

 
 
 

Populates hidden 
variables 

B1 
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Variable billing frequency 
based on B1 
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Used in setting location definitions 
in choice model 
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Variable billing 
frequency based on 
B1 

Variable definition based 
on location 
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$ amount calculated based 
on electricity bill 

Variable definition based 
on location 

Variable billing 
frequency based on 
B1 
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Value set be random 
number 2 to 11 

Variable billing frequency 
based on B1 
 

Increase over 6 months 

Multiply original value by 2 

Divide original value by 2 
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Original value * 2 Variable billing frequency 
based on B1 
 

Increase over 6 months 
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Original value / 2 Variable billing frequency 
based on B1 
 

Increase over 6 months 
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Variable billing frequency 
based on B1 
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Skip to gender 

Asked of those responding with 
>$32/month to earlier maximum 

willingness to pay question 
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2.1.2. Business Survey 

 

 
 
 

Link to 
https://www.aer.gov.au/industry/registers/resources/revi
ews/values-customer-reliability-2024"  
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Terminate 
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Terminate 
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Link to 
https://www.dcceew.gov.au/sites
/default/files/documents/anzsic-
code-hierarchy.pdf 
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Populates hidden 
variables 

B1 
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Variable billing 
frequency based on 
B1 

Terminates if <= 0 
 
Used for % increase in choice 
model 
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Variable billing 
frequency based on 
B1 

Terminate if < = 0 
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Used in setting location definitions 
in choice model 
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Quality Control Flag 
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Variable 
billing 
frequency 
based on B1 

Variable definition based 
on location 
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Definition based on 
location 

Variable 
billing 
frequency 
based on B1 

$ amount calculated based 
on electricity bill 
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Variable billing 
frequency based on 
B1 

Increase over 6 
months 

Value set by random 
% from 1% - 10% 

Multiply original value by 2 

Divide original value by 2 
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Variable billing 
frequency based on 
B1 

Original value * 2 Original value * 2 
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Variable billing 
frequency based on 
B1 

Original value / 2 Original value / 2 
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Variable billing 
frequency based on 
B1 
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Ask follow-up (below) on 
same page 
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