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WHAT IS

resourcefulness?
It’s the wise and careful use of vital resources, particularly water and energy.

It’s about managing those resources efficiently and using them thoughtfully.

And it’s about delivering them reliably, safely and affordably.

Read on to learn how we’re all doing with resourcefulness today,  
and how all of us can do better tomorrow.
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CEO Perspective
Now is the Time to Take Action

It is my honor to share with you the 2018 Itron® Resourcefulness Report. Six years ago, we began commissioning independent 
research to gain clear and timely insights into what utility executives and consumers around the world think about resourcefulness 
and the issues related to it. This latest report builds on the findings in our previous reports and offers a snapshot into opinions 
and perspectives today. In some cases, the report highlights how those perceptions are changing, for better or worse.

We believe this research is essential because of the vital nature of resourcefulness itself. The wise and careful use of energy and 
water is critical to the quality of life the world over. All human societies rely on these resources to operate safely and effectively, 
and most of all, to thrive. Reliable access to energy is essential for modern commerce, education, public safety, government 
and so much more. And as for clean, safe and affordable water—it is essential to life itself. 

Around the world, those who provide electricity, gas and water are charged not only with safely and reliably delivering these 
resources, but also with acting as stewards for years to come. In the midst of change from technology, climate, consumer 
expectations and more, these providers have never done better in these dual roles.

And yet, we can do so much more. When people around the world struggle to provide drinking water for their families, how 
can we justify allowing a third of all pumped water to be lost to leaks?1 When families are unable to pay their heating and cooling 
bills in an age of record temperature extremes, how can we tell them that the world wastes twice as much energy as it uses 
every year?2  

The only worthy answers to these hard questions must be delivered not with words, but with action. By showing the world how 
modern, connected infrastructures can reduce waste and inefficiency. How consumers can become allies, and even advocates, 
in the building of a more resourceful world. How all of us have a stake in the outcome, at a time when the stakes may be higher 
than ever.

The 2018 Itron Resourcefulness Report examines issues like integrating renewable energy sources, reducing pollution, utilizing 
big data analytics to gain insights into consumption and to prevent problems before they arise, deploying smart city technologies 
to improve the way people live, and finding new ways to bring consumers along on the journey toward resourcefulness.

Resourcefulness is more than a set of technologies and practices. It is a mindset, a culture. And it appears increasingly clear 
that the sooner we adopt that mindset, the better our future will be.

This report offers some insights into how all of us—utilities and consumers alike—can answer the hard questions with action.

Sincerely, 

President and CEO, Itron

1  International Energy Agency.
2  Lawrence Livermore Laboratory.



Itron Resourcefulness Report  |  2018 Edition |   6

This report, the latest in a series of studies on resourcefulness that date back to 2013, consolidates insights from a survey 
of utility executives and informed consumers in 10 key countries on five continents.

The survey tracks perceptions of consumers and utility executives on an array of topics relating to how utilities deliver energy 
and water, and how consumers use them. It also peers into the resourcefulness priorities and aspirations of both groups. 
While previous reports tracked specific indices across 35 macro indicators, this year’s report concentrates more on the 
resourcefulness of utilities as measured by the perception of utility industry executives and the customers they serve. The 
report also examines consumers’ opinions of their own resourcefulness.

The 2018 survey captures responses from 1,013 informed consumers and 1,018 utility executives. The results of these 
surveys amount to a uniquely inclusive view of resourcefulness, and what it means to stakeholders on five continents.

Australia 
Brazil 
Canada 
France 
Germany 

10 Countries Surveyed

India 
Mexico
Singapore 
Sweden 
United States 

Countries

Utility 
Executives

Informed 
Consumers

Continents

10

1,018

1,013

5

The three pillars of 
resourcefulness

Thoughtful and careful use of resources cuts across many dimensions. The 2016 
edition of our research introduced the concept of three pillars of resourcefulness:

» Effectiveness in providing reliable and consistent water and energy services;

» Efficiency in providing energy and water services while minimizing waste; and

» Sustainability in minimizing the impact on the environment when providing 
 water and energy services. 

Many of the questions in the 2018 survey delve into issues relating to these 
three pillars.

about this study



executive summary



Itron Resourcefulness Report  |  2018 Edition |   8

Worried about inefficiency and waste, consumers think utilities can and must do a better job being resourceful. 
Half of consumer respondents believe their utilities are wasteful (don’t do a good job managing the delivery of energy 
and water) and these respondents are worried about the threats posed by waste and inefficiency. Only half of utility 
executives believe their utilities are running efficiently—a problem that risks damaging consumer satisfaction, threatens 
utilities’ ability to meet demand and can lead to higher business costs. Consumers point to antiquated systems and a 
lack of renewable energy sources as the main culprits.

Virtually everyone thinks resourcefulness is important, even if they disagree on who is best equipped to improve it. 
Consumers recognize their own role, with 58 percent seriously concerned about their personal impact on the environment. 
Yet consumers say utilities are most suited to improve resourcefulness; conversely, utilities point to consumers. That 
disconnect has existed for years, but the gap is narrowing as each group has begun to envision a larger role for itself. On  
a country-by-country basis, consumers and utilities in Germany, Mexico and Singapore are aligned in their opinion that 
consumers are best poised to enable improvements. In Sweden, both groups point to utilities.

Rates are too high and reducing pollution is a priority. Now more than ever, consumers and utilities want to do 
something about it. Price concerns abound. The number of utility executives who say affordable electricity prices are 
the most important element of resourcefulness jumped 56 percent from 2015. Most consumers and utilities say both 
electricity and gas prices are too high; water is too expensive for most consumers. Saving money is the number one 
reason consumers want to modernize electricity services, though reducing pollution is a priority not just for consumers 
but utilities as well, particularly among gas and water industry executives. To address these concerns, consumers in all 
polled countries are taking action on several fronts, from using programmable thermostats (half of U.S. respondents 
have them) to using solar panels—particularly attractive to consumers in India, Mexico and Brazil.

When they envision a resourceful future, consumers and utilities see more renewables, connected infrastructures, 
big data and smart cities. Integrating renewables is a shared goal. It’s the number one unmet need among utilities; for 
consumers, it’s the number one goal they have for utilities. Connected infrastructures—crucial to an array of next-generation 
services—represent another shared priority. Seven out of 10 consumers say connected energy systems are a high priority 
in their country, while eight out of every 10 utility executives see a lack of infrastructure investment as a growing or urgent 
concern. Big data—the growing volumes of information gathered by sensors, smart devices and more—is also becoming a 

executive summary
This report looks closely at some of the most important issues surrounding 
resourcefulness by extracting insights from the surveys of two key stakeholders: 
energy and water utilities, and the consumers they serve. While these two groups 
often have starkly different views about responsibilities and priorities as they relate 
to improving resourcefulness, there is often common ground to be found in their 
responses. Where differences or commonalities appear meaningful, this report 
highlights them. From the 2018 survey results, certain insights stand out.
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touchstone for the future. Over the past four years, utilities have increased their big data use by 42 percent, and nine out of 
10 consumers believe big data is important for improving efficiency (though many cite privacy concerns). Meanwhile, smart 
city deployments appear ready to take off. Consumers want them now, with 64 percent calling them a priority and four out 
of five believing they will be critical within five years. Among municipal utilities, smart city solutions represent a high priority 
for 70 percent of respondents. With automated meter reading (AMR), advanced metering infrastructure (AMI) and smart 
meter deployments no longer the priority they were three years ago, municipal utilities may well have already implemented 
some key building blocks of smart, citywide, multi-purpose networks.

Utilities are working to build a resourceful future, but challenges exist. Integrating renewables is a popular goal, but 
market and regulatory uncertainty is preventing many utilities from implementing the technology necessary to make it 
happen. At the same time, utilities find they’re having a harder time keeping up with the pace of innovation; their biggest 
unmet needs are integrating renewables and investing in innovative infrastructure technologies. When it comes to big data, 
utilities will need to reassure consumers their information will be kept safe, and they’ll have to do a better job managing the 
data they already have (63 percent of utilities aren’t managing their data effectively or at all). To overcome all these 
obstacles, utilities must do a better job of engaging consumers. Utilities already know this: 77 percent of executives 
describe educating consumers on energy and water consumption and conservation as a growing or even urgent 
concern.

Creating allies will be instrumental in building a more resourceful future. One way to overcome these challenges  
is to invest in initiatives that both consumers and utilities believe in. For most consumers, the primary motivation for 
resourcefulness is to save money. This presents an opportunity for utilities to demonstrate that resourceful habits and 
investments can cut energy and water bills—a message that consumers respond to. (Nearly one in four say they would 
be more resourceful for savings of 5 to 10 percent, and 40 percent would conserve for savings of 11 to 20 percent.) The 
mutual attraction both groups have for renewables and related conservation practices offers additional common ground. 
Smart city technologies also hold promise, with 75 percent of consumers saying they would be willing to pay more for 
smart city benefits. In addition, everyone seems to want utilities to use innovative technology for greater efficiency and 
better service. Data analytics may offer another way to encourage more resourceful behaviors, with nearly a third of 
consumers saying they’d like to track their daily consumption. As for concerns about big data security, utilities can help 
allay consumer fears by reinforcing that cybersecurity investments are among their top investment priorities. And to 
create lasting partnerships with consumers, modern, dynamic engagement techniques—that go beyond bill inserts—  
can help build closer, more committed relationships with consumers. These strengthened relationships can foster 
consumer advocacy for new infrastructure initiatives, resourcefulness programs and more. 

The time is now to act. Consumers and utilities both want to move in the same direction. They both want a resourceful 
world, to live in smart cities, and to make extensive use of renewable sources of energy. They want safer, less wasteful, 
more efficient and sustainable communities. For all the challenges outlined in this report, solutions already exist. Many 
utilities are implementing them based on their particular priorities. They’re turning customers into partners to create the 
future they both want. This is fortunate because transformation can’t wait. Above all, one thing is clear: Inaction is not an 
option.

executive summary
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Between

91% and 98% of consumers

100%  
of utility executives in 
India say their industries 
must be transformed

Across the 10 countries surveyed for the 2018 Resourcefulness Report, 
variations in results are common. Each country and culture has its own 
history with energy and water services, its own infrastructure to serve 
consumers, and its own societal expectations of individuals. In short, 
every country is different.

But in assessing the results of the 2018 survey, the responses of stakeholders in 
India, Mexico and Brazil stand out. Their desire for transformation is more universal, 
their hunger to use renewable energy sources is more acute and their perception 
of the systems that serve them is more concerning. Examples abound:

» Consumers in these countries believe their utilities are especially wasteful, 
 with antiquated systems appearing as the top reason for wastefulness.

» Consumers here are significantly more concerned about the impact of their 
 own resource use on the environment than consumers in other countries. In 
 India, 95 percent of consumers say they are very or extremely concerned, well 
 over twice the rate found in the U.S.

» Only these three countries show consumers prioritizing environmental concerns  
 over saving money—in most cases, by a wide margin compared to other   
 countries.

» India, Mexico and Brazil lead other surveyed countries in aspiring to use wind  
 turbines as well, and they name connected energy as a priority. 

» Most utilities in India, Mexico and Brazil acknowledge the need for transformation  
 of their resource industries. In India, a unanimous 100 percent of utility executives 
 say their industries must be transformed.

What does this data tell us? It may suggest that in countries where people more 
acutely experience the impact of resource scarcity (Mexico and India are among 
the world’s most water stressed countries3), the need for improved resourcefulness is 
more pressing. 

If that’s the case, perhaps utilities, consumers and government agencies in all 
countries should closely examine the risks they also face in a resource-constrained 
world. Because while Brazil, Mexico and India may just be outliers, they also may 
also be a sign of things to come for everyone else.

in these three countries believe 
personal actions are very or 
extremely important to solving 
global energy challenges

India, Mexico and Brazil: 
Statistical outliers, or a 

sign of things to come?

executive summary

are a higher priority for utility 
executives in these countries than 
in all other countries surveyed  

Smart city deployments 

More than half  
of consumers surveyed in  
India, Mexico and Brazil would use 
solar panels if the technology was 
available to them

3  World Resources Institute
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