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Development Vision
With the goal of serving as Taiwan's provider of services for smart living, Taipower is 
working to make power services smarter and immediately accessible by introducing new 
5G and AIoT technologies and equipment to meet user needs. At present, Taipower is 
pursuing both demand response and energy conservation as key elements of demand 
side management. Demand response analyzes power supply data through smart meter 
deployment, so the electricity consumption of users can be better understood. This makes 
the match between power supply and demand more immediate, and effectively guides 
customers to use electricity through the time-of-use rates. Energy conservation efforts 
are principally aimed at avoiding the unnecessary waste of electricity. Taipower has 
implemented power-saving incentive measures and built multiple information transmission 
channels so that the public can participate in the work of energy conservation and carbon 
reduction. By creating an atmosphere of power saving, we hope to drive the collective 
effect of power saving for all people, so that the suppression of peak load, energy saving 
and power saving will become a national movement and achieve a win-win situation for the 
power industry, customers and the environment. 

Every year,  Taipower continues to promote and refine its various demand response 
measures. In line with its deployment of smart meters, the Company will develop diverse 
demand response solutions to help reduce net nighttime loads and combine the automatic 
demand response solutions of smart home appliances and energy management systems 
with real-time prices that dynamically reflect the power supply situation and encourage 
users to manage electricity consumption more flexibly. Demand response uses monthly 
operation planning, day-ahead economic scheduling, same-day economic dispatch, and 
less than 15 minutes and other diversified ways of providing flexibility to adjust power 
system dispatching. As efforts continue, the demand response participation target is 
expected to reach 3.0GW by 2030.

Performance Highlights
Implemented Time-of-Use (TOU) rates to stimulate the management of public power 
consumption, and cumulatively suppressing the peak load by 4.16 GW in 2022

Promoted demand bidding and bolstered user participation to suppress peak loads and 
implemented demand-response load management measures on the highest load days 
throughout 2022 and effectively reducing peak loads by 1.15 GW

Provided communities and associations with power-saving advocacy services. A total of 1,502 
sessions were held in 2022, attracting 200,000 participants

Taipower's Power-Saving Service Team visited 4,456 customers in 2022, with an estimated 
power saving of 103.24 GWh

In 2022, Taipower's 1911 customer service hotline received more than 1.705 million calls. The 
proportion of calls that were answered within 20 seconds was 97.88%

In 2022, a total of 5,434 cases were received through the user suggestion box and 4,981 
dedicated services were provided for corporate customers 

05CHAPTER Provider of 
Services for 
Smart Living
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5.1.1 �Demand Side 
Management Measures

5.1 Smart Electricity Services

Demand-Based Bidding
"Demand-Based bidding" refers to the practice of allowing users to sell back 
the electricity they save to Taipower during periods of high system load. Users 
bid their desired price, and Taipower determines the winning bidder based 
on the lowest bid. If the winning bidder successfully reduces their electricity 
consumption during the designated period, they are eligible for a reduction 
in their electricity bill. This measure empowers users by allowing them to 
set their own price, stimulating their potential for reducing electricity usage. 
It helps improve the system load profile, thereby delaying the need for new 
power generation facilities and reducing the risk of potential power shortages. 
In the future, Taipower plans to provide more real-time power consumption 
information through smart meters, and to refine demand response scheme 
designs. For example, the Company will coordinate the increasing number of 
renewable energy grid-connections to adjust periods for users to suppress 
power consumption. This will provide more flexible resources for the power 
system. Taipower will also be reviewing and piloting a variety of demand 
response plans.

Time-of-Use Rates
T h e  T i m e - o f - U s e  ( T O U )  r a t e s  s e t  d i f f e r e n t 
electricity prices for peak and off-peak periods. 
This reflects the power supply costs in different 
periods and guides users to reduce or shift peak 
power consumption to off-peak periods. Taipower 
has now used TOU rates for more than 40 years 
since they were first employed in 1979. At present, 
there are a total of 14 TOU rates for all kinds of 
customers. Among them, TOU rates have been 
fully applied to high-voltage users since 1989, 
while low-voltage users are free to choose to 
participate or not.

203-23-3

In recent years, demand for electricity in Taiwan has been growing. Coupled 
with the difficulty of setting up new power generation units and climatic 
anomalies, this has led to an increasingly tight supply of electricity. According to 
Article 47, paragraph 4 of the Electricity Act, the Electricity Retailing Enterprise 
shall draft an annual incentive program that encourages and assists users to 
save electricity. The plan will be submitted to the electricity industry regulatory 
authority for review.

In line with the deployment and application of smart meters, Taipower introduced Residential and Commercial 
Simple Time-of-Use (TOU) Pricing in 2016. In May 2021, the Company further launched Standard Three-Tiered 
TOU Pricing for Lighting and Three-Tiered TOU Pricing for Low-Voltage Electricity to provide users with multiple 
options. In May 2022, Taipower introduced Electric Vehicle Charging and Swapping Facility Pricing to cater to the 
growing demand for electric vehicles. Together, these pricing plans offer users a diverse range of choices.

Additionally, with the increasing generation of renewable energy, there have been changes in peak and off-peak 
hours within the power system. To accommodate this, Taipower has adjusted the peak and off-peak periods for 
time-of-use pricing. These were officially implemented in 2023.

Description of Electricity Type
Note: �With the exception of contracted light and contracted power (which are billed 

on a capacity basis without seasonality), the rest of the electricity tariff is 
applied seasonally. The proportion of users is 99%
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Taipower focuses on demand-
side management, with demand 
response and energy conservation 
as its two main driving directions. 
The goal is to create an energy-
saving atmosphere, promote 
demand response, and encourage 
energy-saving practices among 
t h e  g e n e r a l  p o p u l a t i o n .  B y 
generating a collective drive for 
energy conservation, the aim is to 
reduce peak loads and promote 
energy efficiency as a nationwide 
m o v e m e n t .  T h i s  w i l l  d r i v e 
changes in societal behavior, and 
encourage the active participation 
of the entire population in energy 
conservation and in  carbon 
reduction efforts.

Demand Side 
Management 
Measures



76

Taipower's Value Chain and 
Operational Elements

Taipower Sustainable 
Development Plan

ESG Special 
Report

Taipower and
Sustainability

Corporate
Governance

Provider of  
Sustainable Power

Leader of Smart 
Grid Development

Provider of Services 
for Smart Living

Agent of Environmental 
Friendliness

Practitioner of Corporate 
Social Responsibilities

5.1.2 Power Saving Performance 5.1.3 Digital Transformation
Taipower has formulated a clear development blueprint for digital transformation, focusing 
on four key areas: platform construction, data governance, talent cultivation, and innovative 
applications. By the end of 2021, two major infrastructure projects – the island-wide fiber-
optic communication system and the big data platform – had been completed, establishing 
a solid foundation for Taipower's future digital transformation. Taipower will continue to 
dedicate effort to driving digital transformation. Through top-down strategic planning and 
bottom-up innovation inspirations, it aims to stimulate innovative reforms within different 
units. A consensus among Taipower employees on promoting digital transformation has been 
consolidated. Taipower aspires to become a driving force in the energy technology industry as 
Taiwan's power sector moves towards liberalization.

Power Savings Reward Performance in 2022

The Construction of a Smart Grid
After the proportional increase in renewable energy generation, there has been a significant 
system load discrepancy due to the integration of intermittent renewable energy into the grid. 
The success of this integration requires a more flexible grid and the ability to stabilize the 
power supply quality through flexible scheduling. Taipower utilizes advanced technologies 
such as 5G, AI, IoT, and blockchain to integrate distributed energy resources while pursuing 
power system optimization. Through the digital integration of power resources, Taipower 
aims to create a digital energy internet with a smart grid at its core.

Taipower's smart grid is developing in three stages. The first is Smart Grid 1.0 and focused on 
infrastructure development. The second, Smart Grid 2.0, emphasizes practical operational 
models, and will ultimately lead the third stage, or Smart Grid 3.0, when the energy market 
opens up and the efficient integration of energy is achieved thereby enabling widespread 
applications. Currently, Taiwan is in the second stage of smart grid implementation, which 
emphasizes ensuring the stable operation of the power system, enhancing power supply 
quality, and encouraging user participation in energy conservation.

Taipower also utilizes AI and big data analytics to perform predictive maintenance and 
renewable energy generation forecasting. For thermal power units, preventive maintenance 
applications have already been implemented to achieve operational optimization and 
cost savings. For wind and solar photovoltaic energy, correlation predictive models can 

3-3

In order to encourage energy conservation in practice, Taipower has employed power-saving 
incentives since July 2008. The Company continues to introduce new measures to maintain 
customer motivation and prompt additional power-saving over the long term. In order to 
increase user interaction and the effectiveness of voluntary power saving, a registration 
mechanism was introduced in 2018. Customers who sign up through the website, customer 
service hotline, or at a service counter will receive a reward of $0.6 per kWh of electricity 
saved, with a minimum bonus of $84 per period (2 months). The same year, a Power-Saving 
Reward Points mobile application was launched. This allows users to collect points by 
participating in various energy-saving puzzle 
activities on the app. Points may be redeemed 
for prizes or used to participate in sweepstakes. 
The goal is to promote power-saving among the 
public and to create a power-saving culture and 
habits. Taipower will continue to organize power-
saving promotional activities that convey power-
saving concepts through innovative and amusing 
approaches.

be established between power generation and 
sunlight data, providing a forecast for wind and 
solar power generation over the next 48 hours. 
This information assists with system dispatching 
and unit generation scheduling.
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An Introduction to 5G Service 
Applications
Taipower has identified a number of projects that can utilize 5G 
technology to offer application services. In collaboration with the 
Kaohsiung Asian New Bay Area 5G AIoT Innovation Park project, the a 
5G AIoT Promotion Office was established at the Southern Power Plant 
in 2021 to conduct verification of power applications related to 5G AIoT. 
In January 2022, a 5G AIoT Promotion Team was formed internally, and 
through brainstorming and identifying actual needs within various units 
a Real-time Collaboration System for Switchyards in Southern Power 
Plants was proposed. The system aims to enhance operational safety 
and logistics collaboration using 5G AIoT technology.

On June 28,  2022,  a  matchmaking br ief ing was held,  with  the 
participation and guidance of the Ministry of Economic Affairs' Asia 
Silicon Valley 5G AIoT Project Office and the Kaohsiung City Government. 
The Real-time Collaboration System for Switchyards in Southern Power 
Plants project was launched. It subsequently underwent public review 
in January 2023 and was opened to bidding from February 2 to 13, 
2023. The initiative aims to facilitate the implementation of 5G AIoT 
technology and establish its vertical application in the power industry.

Strengthening Communication Infrastructure
To support Taipower's digital transformation and leverage digital innovation technologies that drive smart operations, 
Taipower is actively enhancing its communication infrastructure by constructing an Ultra-High-Speed IP Fiber-optic 
Communication System to meet the communication and transmission bandwidth requirements for future applications 
such as the smart grid, 5G, AI, and IoT. The system will also enhance the reliability of the communication system. The core 
network construction for Phase 1 was completed on November 20, 2020, and the construction of Phase 2 for the relay 
backbone network was completed on December 10, 2021. The construction of Phase 3 for the access network was reported 
for inspection on December 5, 2022, and the Company is currently working diligently on the inspection and acceptance of 
the Phase 3 access network. Work has also begun on the construction of the Phase 4 synchronous clock source system.

To ensure a stable power grid and a reliable power supply, Taipower actively strengthened the communication systems 
at power plants, ultra-high-voltage substations, primary substations, secondary substations, distribution substations, 
and service centers in 2022. This includes laying 100 kilometers of optical cables, setting up 42 sets of fiber-optic 
communication systems, providing 720 communication circuits, installing 590 access routers for protection relay, 
dispatching line and feeder automation systems, and facilitating the operation, monitoring, protection, load balancing, 
and other related operations of the entire power grid.

In response to the waves of 5G, AI, and IoT technology development, Taipower will continue to establish relevant 
5G application services. These include implementing vertical applications in the power field and deploying wireless 
communication for power terminal devices. Taipower will continuously review and plan for the optimal deployment to 
improve operational efficiency and effectively utilize power usage.

Mobile App Development
Taipower has combined mobile digital technology with AMI smart meter big data applications 
to launch the Taiwan Power App, which provides functions such as electricity bill inquiry and 
payment, service applications, electricity management, visualized electricity consumption 
charts, power outage reporting, and more. This app aims to make electricity usage more 
convenient for the public. Taipower has also introduced a Power Instant App that allows users 
to earn points by participating in energy-saving and educational activities. These points can 
be redeemed for prizes or entry into lucky draws. The app serves to promote key concepts in 
energy conservation among the public and to foster a culture of habitually saving electricity.

Furthermore, to promote intelligent occupational safety and health, Taipower has developed 
a Smart Occupational Safety Management App. The main features of the app include reporting 
work starts/finishes, clocking in/location tracking, and message notifications. It enables 
the more effective management of contractors by allowing for real-time monitoring of their 
personnel, activities, timing, locations, and products. This encourages contractors to be 
self-aware and comply with occupational safety regulations, leading to the more effective 
management of contractors.

To enhance the efficiency of employee work, communication, and data sharing, Taipower 
has also implemented a Taipower Cloud Drive (iCloud) App. The app provides a platform 
for employees and subcontractors to exchange data within and outside the network while 
ensuring security and convenience.
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5.2.1 �Diverse Channels for Engagement 
and Communication

5.2 Customer Service and Management

Taipower's Official Website
In order to increase public awareness of issues affecting the electricity industry, 
Taipower has disclosed 32 items of information on its official website under six 
categories. These include Management, Power Generation Information, Power 
Supply and Demand, Customer Information, Environmental Information, and 
Engineering Information. These disclosures allow the public to browse online 
and gain a greater understanding of the actual operation of the company.

Taipower TV - YouTube Channel

The Taipower Fan Page on Facebook
The Taipower Fan Page on Facebook currently has over 250,000 followers 
and has had more than 40 million views as of 2022. The themes of the posts 
include electricity knowledge, power saving, power safety, convenience 
measures, activities, etc. In addition, Taipower hopes that through this visual 
approach the public will recognize its efforts in stabilizing the power supply 
and reducing coal and emissions at the Taichung Thermal Power Plant even 
as power consumption hit new highs in 2021. Taipower wishes to improve 
the effectiveness of its communications through social network sharing. The 
content of posts has been actively quoted by major media platforms. In 2022, it 
generated 88,557 online responses, including 4,000 press citations and 18,641 
Facebook shares.

3-3

Taipower places great emphasis on issues of concern to the general public. Through diverse 
channels, the Company maintains bilateral communication with its customers and improves 
service quality by following customer suggestions. In addition, Taipower facilitates customer 
inclusion by attempting to resolve all service hindrances caused by language, culture, and 
literacy-related issues. Taipower's customer services are now available in Mandarin Chinese, 
Taiwanese, Hakka, and English to cater to customers' power service needs in the language of 
their preference.

Taipower's 
Official Website

Taipower TV 
- YouTube 
Channel

TheTaipowerFan 
Page on Facebook

Taipower TV was established on May 1, 2013. 
The channel's planning, filming, editing post-
p r o d u c t i o n ,  u p l o a d i n g  a n d  m a r k e t i n g  a r e 
conducted entirely in-house to create internet 
videos tailored for different target audiences. As 
of 2022, the channel had accumulated 2.4 million 
views on YouTube. The main focus of the content 
is to promote Taipower's stable supply of power 
and net-zero initiatives. Other topics include the 
causes of regional blackouts, projects to enhance 
grid resilience, energy storage at the Tainan 
Salt fields, the Songhu Substation, the Taiwan-
Penghu Submarine Cable, the offshore wind power, power trading platform, green energy 
development, and various convenience and energy-saving measures. The content is presented 
in diverse styles to allow for greater communication effectiveness. Additionally, important 
meetings, forums, and press conferences organized by Taipower are released to the public in 
real-time through this platform.

https://www.youtube.com/taipowertv
https://www.facebook.com/TaiwanPowerCompany/
https://www.taipower.com.tw/tc/index.aspx
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User Communication and Management 
Taipower has formulated Guidelines for Handling Customer Petitions that safeguard the rights 
and interests of its customers by ensuring that their suggestions or appeals receive fair and 
reasonable resolutions and remedies in a timely manner. The Company's commitment to this 
enhances the quality of services provided by the company and builds a positive image. Users are 
encouraged to express their opinions on various business measures, service attitudes, public 
interests, or the protection of rights and interests through diverse communication channels 
provided by the Company.

District Service Offices
Taipower has established a closely-linked service network across Taiwan that offers over-the-counter 
applications for various power and consultation services. These offices are responsible for the 
construction and maintenance of power supply lines within their service areas and for accommodating 
customer needs with speedy and convenient responses. They are also responsible for the establishment 
of direct communication and the maintenance of good interactions with customers. 

Each year, Taipower holds a seminar with the Taiwan Electrical Engineering and Industrial 
Association to facilitate two-way communication and consensus-building with contractors in the 
electrical engineering industry. The seminar helps address electricity application issues for the public 
and businesses while also promoting Taipower's important business initiatives. The seminar for the 
year 2022 was successfully held on November 10, 2022, at the Taipower Hualien District Office.

Feedback Channels
Taipower has established the 1911 customer service hotline, an online service counter, and the 
Taipower e-Counter app to meet various user service needs through multiple channels.

Customer Satisfaction
In 2022, Taipower conducted an opinion survey of its general, medium and large customers. The scope 
of the survey included quality of service, Taipower's corporate image, customer feedback, and overall 
customer satisfaction. The survey for the year 2022 was conducted from October 6 to December 9 of that 
year. Over the past few years, customer satisfaction has consistently remained above 90%, indicating 
that Taipower's various service efforts have been recognized and appreciated by users.

Electricity supply is critical to the national economy and security, and as such, Taipower has 
continuously worked to improve power supply and capacity by adding new power sources and 
enhancing maintenance. The Company has also actively promoted measures aimed at energy 
conservation and refined its demand response load management to suppress power consumption.

Every month, Taipower replies to dissatisfied customers that have expressed concerns through the 
comment box. This entails reviews and improvements along with supervisor assistance in providing 
suggestions and disseminating information across units within Taipower. In the future, Taipower will 
continue to handle customer service-related businesses in accordance with the Ministry of Economic 
Affairs' Implementation Plan for Improving Service Efficiency, and will strengthen its communication 
with customers to make service delivery even better.
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5.2.2 Guarding Information Security

Product Liability and 
Personal Information 
Protection
Taipower's various tariffs are set in accordance 
with relevant government laws and policies. 
The processing of customer billing information 
and the cutting off of electricity due to overdue 
bills are therefore managed in compliance with 
the Personal Information Protection Act and the 
Electricity Act. Taipower also conducts annual 
reviews of all necessary fields in its personal 
inform at io n  f i l e s  and  s ys tems ,  a nd  revis es 
relevant business rules. As for the confidentiality 
o f  c u s t o m e r - r e l a t e d  d a t a ,  T a i p o w e r  h a s 
formulated mechanisms and operational methods 
that accommodate different targets. Each unit of 
The Company follows the operating regulations 
in handling information to ensure the security of 
customers' personal information throughout the 
course of business execution. To prevent service 
personnel at local offices from inadvertently 
disclosing user's personal information in violation 
of relevant regulations, while also considering the 
need for convenient services, specific procedures 
have been established for verifying the identities 
of  appl icants  and inspecting identi f icat ion 
documents  when users  or  their  authorized 
representatives inquire (or print) electricity usage 
information through channels such as in-person 
visits, phone calls (or faxes), or online platforms. 
This ensures compliance with legal requirements 
and protects user privacy. For critical databases, 
Taipower has established a database activity 
monitoring system. The system inspects the 
database and protects  i t  through real-t ime 
monitoring and event analysis. Monthly reports of 
exception records are generated and sent to the 
maintenance department for review. In 2022, the 
results of the quarterly reviews were normal, and 
there were no violations of regulations due to the 
provision and use of products and services.

Information Security Plan
Information and Communication Infrastructure is one of the areas of concern as Taipower develops a smart grid. To enhance data quality, improve 
analysis and application, and ensure the security of information systems and program-controlled systems, Taipower has formulated a Cyber Security 
Policy and set up a Cyber Security Steering Committee for management.

In l ine with the government's  pol icy on dedicated manpower for 
cybersecurity, a plan has been developed to adjust the cybersecurity 
workforce to specialized positions. The principle of upward concentration 
has been adopted,  with special ized personnel  central ized in  the 
supervisory department. This aims to achieve the goals of having dedicated 
cybersecurity personnel and conducting training for field protection.

The company is strengthening its information 
and communication security responsibility 
management mechanisms and promoting key 
performance indicators (KPIs) for information 
and communication security to enhance the 
effectiveness of cybersecurity governance.

3-3 418-1

Cyber Security Policy Information Management Performance Indicators and Achievements


