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Introduction

This guide outlines best practice recommendations to help electricity retailers
effectively promote GreenPower renewable electricity.

By making GreenPower easy to find, understand and purchase, electricity retailers can
increase customer uptake and strengthen their reputation as sustainability leaders.

The guidelines are structured around the customer journey; from awareness to
purchase and ongoing trust.

Best practice guidelines overview

$
>

Easy to discover Easy to purchase

Existing and potential customers should be able Existing and potential customers should be able
to find information about GreenPower renewable to purchase GreenPower renewable electricity
electricity easily on your website, app and other as easily as any other electricity plan.

customer contact channels.

v

Provide quality information Easy to distinguish

Information about GreenPower renewable Customers should be able to clearly differentiate
electricity should be accurate, comprehensive GreenPower renewable electricity from other
and consistent across all customer touchpoints. electricity options.
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Easy to discover

Existing and potential customers should be able to find information about
GreenPower renewable electricity easily on your website, app and other
customer contact channels.

BEST PRACTICE CHECKLIST

Promote GreenPower on key website pages Highlight GreenPower on

‘compare plans’ pages
v Feature GreenPower on your homepage parep pag

and residential and business plan pages v Create a visible 100% GreenPower plan.
with links to dedicated GreenPower v

. ) Show GreenPower availability as an
information pages.

add-on option.
v Add links to GreenPower information in v

o Provide cost estimates based on
navigation menus for easy access.

actual consumption.

Promote GreenPower across all your communication channels

v Showcase GreenPower options in customer apps and logged-in areas.

v Regularly feature GreenPower in emails, newsletters, and bill inserts.

METRICS

These actions should increase awareness of GreenPower renewable electricity, leading to higher
demand and more sales.

Key measures include:
- Increased traffic to GreenPower dedicated website pages.

- Higher percentage of GreenPower customers for each retailer.
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Easy to discover - examples

EXAMPLE 1

Many GreenPower providers feature
GreenPower renewable electricity on
their website homepage or on residential
and business pages.

Image from Ovo Energy website homepage.

EXAMPLE 2

Some GreenPower providers feature
GreenPower renewable electricity
products on their ‘compare plans’ page.

Image from Engie’s ‘compare plans’ page.

EXAMPLE 3

Many GreenPower providers
prominently promote GreenPower
renewable electricity and feature
it in their website navigation.

Image from Powershop.

Invest in
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renewable

energy future.

GreenPower
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Groie  Residentisl v Business - About v Sustainabilty
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Power your way with Powershop's innovative energy plans. Powershop helps you
avoid bill shock and see what you pay for with our powerful app.

Powershop Gr C
app L n You can decide @ Support

Track your energy eachmonthto Our friendly call
use&solar at the bonus credits addanextra centresare
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the app. Manage power bill through option toyour Australia & New
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andgeta sense of Available inthe matcha portion of usifyouneed any
future energy bills. 'Shop' section of your electricity use help.

your online with certified

account, orinthe renewable energy.

app.

Screenshots are provided for layout and user journey examples only. Retailers should refer to the GreenPower Key Messages Guide for recommended wording.
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Easy to purchase 0=

Existing and potential customers should be able to purchase GreenPower
renewable electricity as easily as any other electricity plan.

BEST PRACTICE CHECKLIST

Enable online sign-up Provide simple sign-up for existing customers
v Offer GreenPower sign-up across all sales v Letcustomers add or adjust their
channels, especially online. GreenPower percentage directly in

v Avoid restricting customers to their account or app.

phone-only options. v/ Make it easy to stop or switch, and highlight
this flexibility at the point of sale.

Communicate pricing clearly
v Use fixed-price add-ons where possible.
Vv Present costs as weekly, monthly, or annual estimates, or based on past consumption.

v Avoid quoting only in technical units (for example, SO.OXXX per kWh).

METRICS

These actions should increase the number of customers who are able to complete a
GreenPower purchase.

Key measures include:

- Increased percentage of GreenPower renewable electricity customers for each retailer.
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Easy to purchase — examples =

EXAMPLE 1
Electricity rates

Some GreenPower providers offer the

option to choose a percentage of

GreenPower renewable electricity @ 100% Greenpower
on their ‘compare plans’ pages.

Image from Coval Energy.

EXAMPLE 2

Add our
GreenPower

Some GreenPower providers offer
GreenPower renewable electricity

at a fixed price to residential customers. Extra
to any other plan

Additional

31

per week

Image from Engie. Engie currently offers 100% GreenPower
as a standalone product or as an add-on to any plan
for an additional $1 per week.

EXAMPLE 3

Some GreenPower providers prominently
feature that GreenPower renewable
electricity plans are easy to join

and cancel at anytime. 100

GreenPower
add-on

0 Green for less than 5¢/kWh

Image from Ovo Energy. Ovo Energy promotes its 100%
GreenPower plan with an estimated price through the quote tool.

Screenshots are provided for layout and user journey examples only. Retailers should refer to the GreenPower Key Messages Guide for recommended wording.
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Provide quality information &

Information about GreenPower renewable electricity should be accurate,
comprehensive and consistent across all customer touchpoints.

BEST PRACTICE CHECKLIST

Create dedicated GreenPower information pages

v Build at least one page per key audience (for example, residential and business).

v Usethe GreenPower Key Messages Guide to explain what GreenPower is, how it works,
and why it matters.

v Include a link to the official GreenPower site and a clear sign-up button.

v Ensure you let the GreenPower team know of any changes to your website so we can
ensure we have the correct URL for our “Find a provider” tool.

Make it clear and simple Train customer support

v Use plain language and visuals to explain v Provide scripts and FAQs so your
costs and benefits. team can give accurate and

v Show real-life cost examples (per week, consistent information.

per month, per household).

METRICS

These actions should improve customer understanding of GreenPower renewable electricity
and confidence in the information provided.

Key measures include:

- Increased engagement with GreenPower pages on your website, such as page views,
time on page, or click-throughs to sign-up.

- Fewer customer support queries about GreenPower, showing that information is clear
and easy to understand.

How we can help

GreenPower provides resources to help providers develop product information pages, scripts and other
customer information. To discuss how we can assist, contact: greenpoweradmin@planning.nsw.gov.au
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Provide quality information - &
examples

EXAMPLE 1

Covall Energy is committed to sustainability. We are dedicated to protect our

environment against climate change. If U feel the same way, one of the easiest

WHAT IS ways to make a difference is to support renewable energy with us. When U
. . 2 choose to go green, we source more electricity from renewable sources. By
Some GreenPower providers provide GREENPOWER?Y: s Orean Enargy seochct o your i e tog e e

reduce our impact on the environment.

detailed information about GreenPower
renewable electricity.

WHAT DOES GREENPOWER MEAN TO
You?

If you want to do your bit to help prevent climate change and to support a
sustainable future, using energy from renewable sources is one way you can
make a difference. But you don't need to have solar panels on your roof to go
green. By adding a Covau Green Energy product to your standard plan, U can
access renewable energy sources as part or all of your electricity supply. And if
you do have a solar system, switching to GreenPower for the remainder of your
electricity supply will ensure that everything you use is matched by 100%
accredited renewable energy.

Image from CovaU Energy.

EXAMPLE 2

Some GreenPower providers have
developed videos to explain what is
GreenPower and how it works.

What is GreenPower?

How does GreenPower work?

Image from Momentum Energy website.

EXAMPLE 3
AT7 O
Carbon neutral GreenPower
energy Accredited
GreenPower has developed a guide to help i ;

Australian businesses make informed decisions
about achieving their sustainability goals with @
renewable energy. It includes useful copy and

imagery about GreenPower renewable electricity.

Visit: www.greenpower.gov.au/documents/
greenpower-business-guide e M et

X Doesn’t support /' Supports Australian
Australian renewable energy. renewable energy generation.

Image from GreenPower website.

Screenshots are provided for layout and user journey examples only. Retailers should refer to the GreenPower Key Messages Guide for recommended wording.
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Easy to distinguish Y

Customers should be able to clearly differentiate GreenPower renewable
electricity from other electricity options.

BEST PRACTICE CHECKLIST

Differentiate GreenPower from other Use the GreenPower logo

non-accredited options v Display the GreenPower logo consistently

v Explain that GreenPower is a government- on websites, bills, apps, and marketing.

accredited product that guarantees
renewable electricity is added to the grid on

your behalf to match your energy use. Name products clearly

v Clearly show how it differs from carbon
offsets and non-accredited renewable
electricity plans.

v Always include “GreenPower” in the
product name.

v Avoid vague terms like “Green electricity”.

METRICS

These actions should lead to more customers choosing GreenPower renewable electricity over other
non-accredited renewable electricity options.

Key measures include:
- Increased awareness of GreenPower renewable electricity.

- Higher percentage of GreenPower renewable electricity customers for each retailer.
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Easy to distinguish — examples Y

EXAMPLE 1

Some GreenPower providers use the
GreenPower Accredited mark to
identify GreenPower plans.

Image from GloBird Energy. GloBird Energy
prominently displays the GreenPower Accredited
logo alongside plan information.

EXAMPLE 2

Some GreenPower providers include
“GreenPower” in the name of their
GreenPower renewable electricity plans.

Image from Engie.

EXAMPLE 3

Some GreenPower providers also
display the GreenPower Accredited
mark on bills and in apps.

Image from Momentum Energy’s app.

| Green
Max”

When you jon us at GloBird on our GreenMax plan - you get

% Value - GloBird is an award winning energy retailer

@ Friendly Service - with Melboumne based customer care
# Green - 100% Renewable Electricity Plan

m GreenPower
Accredited

200
@ \%«flw_me
Credit*

ENGIE Business
GreenPower

Get 100% of your electricity usage
matched with approved renewable
energy sources

“IMPORTANT INFORMATION

Latest bill date:

06 Jan 2025

Amount balance:

_

Payment Options

m GreenPower' @ Direct debit
Accredited

Screenshots are provided for layout and user journey examples only. Retailers should refer to the GreenPower Key Messages Guide for recommended wording.
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Summary of key considerations

Easy to discover

Existing and potential customers should be able
to find information about GreenPower renewable
electricity easily on your website, app and other
customer contact channels.

Checklist

Promote GreenPower on key website pages.

Highlight GreenPower on
‘compare plans’ pages.

Promote GreenPower across all your
communication channels.

Provide quality information

Information about GreenPower renewable
electricity should be accurate, comprehensive
and consistent across all customer touchpoints.

Checklist

Create dedicated GreenPower
information pages.
Make it clear and simple.

Train customer support.
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Easy to purchase

Existing and potential customers should be able
to purchase GreenPower renewable electricity
as easily as any other electricity plan.

Checklist

Enable online sign-up.

Provide simple sign-up for
existing customers.

Communicate pricing clearly.

Easy to distinguish

Customers should be able to clearly differentiate
GreenPower renewable electricity from other
electricity options.

Checklist
Differentiate GreenPower from other
non-accredited options.
Use the GreenPower logo.

Name products clearly.




Contact us

02 9995 5468
greenpoweradmin@planning.nsw.gov.au
www.greenpowergov.au

National GreenPower Accreditation Program

NSW Department of Climate Change, Energy, the Environment and Water
Locked Bag 5022

Parramatta NSW 2124
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