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Acknowledgement
of Country
Endeavour Energy acknowledges the traditional owners of country
where we work - the people of the Dharug, Wiradjuri, Dharawal
and Gundungarra nations - and recognises their continuing connection
to the land, waters and community. We pay our respect to them
and their culture and to the elders both past, present and emerging.

According to the Alcheringa, the dreaming of the local Aboriginal peoples, Mount Keira is Geera, the daughter of Oola-boola-woo, the West Wind. The story of the creation of
Mount Keira is tied to the creation of the Five Islands, which sit just off the Wollongong coast. She is known today as Mount Keira. Ref: NSW Environment, Energy and Science.

Welcome
1. Introductions and apologies
2. Previous meeting summary

3. Agenda

Opening Comments

Guy Chalkley
Chief Executive Officer

Understanding our Customers
Journey Mapping

Danielle Manley
Manager Customer Service

Overview
• Endeavour Energy is focused on better understanding our customers to improve service delivery and trust in our brand.

• Our Customer Journey Mapping project is reviewing critical customer processes to identify both pain points and
opportunities for service improvement.
• We engaged the Customer Experience Company (CEC) to develop the Journey Maps and to help us create an
actionable plan to implement key improvement opportunities.
• Phase 1 of the project was to obtaining customer experience insights. This involved detailed research with residential,
business and industrial customers and service providers. In addition, we sought internal feedback from key Endeavour
Energy staff, and held a workshop with the Peak Customer & Stakeholder Committee.
• Phase 2 of the project is to develop key concepts that improve the current customer experience. These concepts are
currently being tested with both customers and staff.
• We want to know how these customer insights resonate with Committee Members.

Key Research Insights
The key research insights are derived from:
• Customers,
• Peak Customer & Stakeholder
Committee,
• Executive Leadership Team (ELT),
• Leaders within the business, subject
matter experts and front-line staff.
• Existing Endeavour Energy data.
Seven key insights have been identified.
Three of these key insights will deliver the
most impact for improving customer
experience, and these were selected to
ideate for Phase 2.

Discussion
How do these insights into customer experience with Endeavour Energy
resonate with you?

Next Steps
• Endeavour Energy is engaging with customers and partners to seek feedback on
possible initiatives to improve customer experience.
• Final Customer Journey Maps and recommendations for change are expected to be
delivered in March 2021.

• We will share the final outcomes of this customer experience project with Members at
the next meeting in May.

Knock Before You Disconnect
Trial Results – Penrith (Dec / Jan 21)

Danielle Manley
Manager Customer Service

Overview
• The AER Statement of Expectations of energy
businesses update (October 2020) extended
important protections for energy customers and
encouraged customers to stay in contact with their
retailers if worried about being able to pay their
bill.

• Retailers are currently not able to disconnect any
customer who is in financial stress and in contact
with them regarding the debt or accessing any
retailer support.
• Endeavour Energy’s ‘Knock Before you
Disconnect Trial’ is an initiative aimed at providing
further support to those customers who may not
have engaged with their retailer and are at risk of
disconnection.

Trial Scope
• Initial trial was limited to ‘Disconnection Non-Payment Service Orders’ within
the Penrith Area from 8 Dec 20 to 31 Jan 21

Service Order
Received from
Retailer

Field officer attends and
informs customer of
requested disconnection.
Provides letter with retailer
contact details & requests
customer to contact retailer to
avoid disconnection.

Customer contacts
Retailer and receives
appropriate support

Service Order is
cancelled and no
further visit required

Trial Results – January 2021
•

47% of potential disconnections were
avoided as a result of the pre-visit with
customers contacting their retailer.

•

Of the 52% that were reported as completed
(38), there were 10 cases unable to be
physically disconnected due to access
issues.

Trial Results – Insights & Next Steps
• More customers staying connected who would otherwise have been disconnected for nonpayment.
• More customers engaging with their Retailer who may have otherwise been avoiding and not receiving
appropriate support.
• Internal Endeavour Energy processes require substantial manual intervention to enable this pilot, and that has
resulted in two cases proceeding with disconnection when should they have been cancelled. Additional controls
have been implemented and ICT changes are also in progress to provide some automation to the process.
• Retailers have been engaged and consulted on the pilot.
• As January and December are typically lower volume periods for disconnections, the pilot was extended to the
Seven Hills area effective 1 February 2021, with continued positive results.
• It is expected that this process will continue to be rolled out to other areas as the supporting system changes are
implemented and we will keep the Committee updated on progress.

Guest Presentation
Customer Engagement to Support Future Plans

Mark Grenning, Director, Policy & Regulation
Energy Users Association of Australia

PRESENTATION TO ENDEAVOUR PEAK
CUSTOMER AND STAKEHOLDER
COMMITTEE – PERSPECTIVES ON
STAKEHOLDER ENGAGEMENT

23 February 2021

MY PERSPECTIVE IS BASED ON
• Membership of the AER Consumer Challenge Panel since 2016 involved in:
– regulatory resets for Energex, Ergon, SAPN, TasNetworks, Power and Water
Corporation, AGN SA and Evoenergy gas networks
– Panels reviewing expected inflation, taxation allowance and profitability
– Focus on two aspects:
• Is the proposal in the long term interests of consumers
• Evaluation of consumer engagement

• Member of the AER CRG on rate of return in 2018
• Member of the AEMO 2022 ISP Consumer Panel
• EUAA role:
– Andrew Richards is a member of the Energy Charter Independent Accountability
Panel and the Transgrid, AusNet, Jemena and Essential Committees
– me as a long term member of the Powerlink and Ausgrid Customer Committees
– participant in reset processes for AusNet Services and APA, previous submissions on
Endeavour 2019-24 reset
– long term participant in extensive array of AEMO and AEMC engagement activities

• I have seen first hand the very good, the good, the bad and the ugly
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THE CONTEXT IS QUITE DIFFERENT
THIS TIME
2016-7
• NSW DNSPs in the midst of ACT
LMR/Federal Court legal appeals on
2014-19 decision
– win some/lose some
– Remittals process

• Fractured relationship with consumers
– Consumer engagement not considered a
competitive advantage
– consumer advocates still learning

• CCP doing a lot of the negotiation
• Fractured relationship with AER

• AER benchmarking showing declining
performance on MTFP/capex/opex
• Starting trend away from augmentation
to repex

2021-22
• LMR appeals abolished, binding WACC
guideline, low WACCs – risk of rise?
• New ownership/management – keen to
create a transformed Endeavour
• Distributed energy driving network
planning – who pays? ringfencing?
• Repex not augmentation
• No ambit claims
• Productivity improvements in recent years
• Importance of early AER engagement
• Consumer engagement at the core of
network and AER activities
–
–
–
–

Competitive advantage to networks
Development of Table 7
‘capable of acceptance’ criteria
Consumers much better informed with
much higher expectations
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KEY THEMES - 1
• The best engagement approach is the one that works for Endeavour at its stage
of its consumer engagement journey and the experience of this Committee
• Best practice now – great business as usual (BAU) lays the basis for reset, but
remember best practice is getting better all the time
– Powerlink – Customer Panel and RPRG as reset sub-committee
– AGN – they deserved the ENA award – doing what I set out here
– Ausgrid – fundamental change in approach in 2018
• Customer Consultative Committee + sub-committees to help implement 2019-24 plan Pricing (tariffs); Network Innovation (community battery); Technical (IT, cyber security)

• Just because another network used a particular approach that seemed to be
successful for them, does not mean it is best for Endeavour
– eg New Reg partly worked (yes for residential – but failed for C&I) for AusNet given
AusNet had relatively poor engagement – instrument for culture change

• Remember what membership of the Energy Charter means
– core values of “Be invested, make a difference”, “Be open, learn and improve”, and
“Think big, be bold”
– # Better Together Innovation Framework
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KEY THEMES - 2
• Best practice begins with the process of developing the reset engagement plan,
not just what is in the plan
– co-design approach of Powerlink – the final was version 6

• A plan that provides a coherent business narrative with the Committee involved
in drafting
• A plan that has senior management committed – the pig, not the chicken
– the Ben Wilson model

• A plan that starts early and continues until submission of revised/final proposal
and integrates with BAU
– Draft plan – Powerlink went through four drafts (including formal Draft Plan with
submissions) before AER proposal submission in January
– has quality engagement over the full reset timetable that increases the consumer
advocates’ knowledge base – not a mad rush of deep dives near the end
– contrast with perception for 2019-24 of proposal as ambit claim then negotiation
after submission

• A plan that that has involvement of the AER Reset Co-Ordinator and SMEs from
early on
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A plan that focuses on what advocates can influence and
are material to the outcome
See p. 8 Powerlink Engagement Plan December 2020
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• A plan that clearly lays out
where each engagement sits
on the IAP2 spectrum so
advocates know what to
expect from Endeavour and
how they are expected to
respond
• Best practice engagement
varies along the spectrum
depending on the topic

See p. 9 Powerlink Engagement Plan December 2020
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• A plan that is very
clear about what
Endeavour is doing vs
factors outside your
control
• Are the benefits of
lower WACCs about
to be reversed?

Powerlink RPRG Presentation September 2020 https://www.powerlink.com.au/customer-panel
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SOME PRACTICAL STUFF

• Consider the varying level of knowledge of Committee members eg special
briefings to inform members of the reset process
• Be willing to support advocates financially eg sitting fees
• Draw on your Committee’s skills as much as possible
– resist employing expensive consultants to ask consumer groups what they think
– ask the advocates directly – they are a lot cheaper and the information you get will
not be filtered

• Clearly indicate what difference consumer contributions have made and if no
difference explain why
– shows I have been listened to, even if not agreed with

• Agree schedule of meetings early – and get Committee’s support for work
programme
• Circulate slides a few days ahead
• Well planned, it does not need to cost a lot (AusNet spent $1m on New Reg)
9

THE NOW FAMOUS TABLE 7

• Provides an excellent framework
to assess whether the consumer
engagement has met these key
themes
• Just a start with development
continuing in the AER with input
from the CCP

See p. 45 AER AusNet Services Draft Decision Overview
September 2020
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‘CAPABLE OF ACCEPTANCE’

• A plan that focuses on ‘capable of
acceptance’ from the beginning
• Fulfilling the requirements of Table 7 (as it
is developed and populated) is a necessary
but not sufficient condition to make a
proposal ‘capable of acceptance’.
• An assessment of ‘capable of acceptance’ is
a lot more than a ‘pub test’ of a revenue
proposal.
• Consumers do not have the resources or
ability to assess all the details of a network
proposal e.g. does it meet the rules, which
is the AER’s role.
• Consumers cannot make a call on ‘capable
of acceptance’ before the AER has applied
its analytical framework to the network
proposal and produced its Draft Decision
For the full statement see here
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Questions?

12

13

Break – 15 mins

Guest Presentation
Customer Engagement to Support Future Plans

Mark McLeish, Director Consumers & Markets
Kami Kaur, Acting General Manager, Distribution
Australian Energy Regulator

Endeavour Energy Peak Customer and
Stakeholder Committee –
Customer engagement to support future
plans
Kami Kaur and Mark McLeish
23 February 2021

aer.gov.au

Progress is being made in having consumer voices heard
•
•

•
•

•

Consumer voices in regulatory proposals have always been important.
In the beginning (late 1990s and early 2000’s) industry lobby groups
and peak consumer bodies tried to participate.
Regulatory determinations are technical and complex processes which
can make it difficult for ordinary consumers to participate
Step-up with CCP (first panel appointed 2013)
– The CCP assists the AER to make better regulatory determinations
by providing input on issues of importance to consumers.
– This year AER will be looking to appoint the 3rd CCP
AER 2.0 July 2017 - another step-up
– The opportunity is clear: we all need to engage earlier with each
other in a more proactive fashion. We need to identify issues in
dispute and work together to resolve them.
–

https://www.aer.gov.au/news/working-together-to-restore-confidence-in-energy-regulation

…but still a long way to go

aer.gov.au

Consumer engagement – what we have learned from the Victorian
distribution reset – so far.
•

All Victorian electricity distributors have demonstrated vastly improved
consumer engagement in the preparation of initial regulatory proposals.

– AusNet Services participated in the New Reg trial
– Jemena instituted an People’s Panel, with a stated desire to engage
at the collaborate end of the IAP2 spectrum

– CitiPower/Powercor and United Energy engaged at the grassroots
level, involving a large number of “touchpoints” with customers and
stakeholders.
•

In response to this we developed a consumer engagement assessment
framework to assess engagement approaches on their merits.

– draft decisions 30th Sept 2020.
aer.gov.au

Table 7 – our framework for the assessment of
consumer engagement

aer.gov.au

What stakeholders said about our consumer engagement
framework:
CCP17
•
Provided a comprehensive assessment of the framework against the context of the evolution of
consumer engagement by regulated businesses
–

Described the framework as: “a helpful next step in the development of robust and
responsive consumer influence on energy network expenditure planning and
development…”

EUAA
•
Support the framework but criticised our application of it in the draft decision – and provided some
suggestions for further development.
Energy Consumers Australia ( and ECA’s – consultant report)
•
Welcomed the framework for Customer Engagement.

–

However, consultation should take place outside the confines of a reset to ensure a broader
set of stakeholders is involved in a review.

–

Also welcome a review of the 2013 consumer engagement guideline

Victorian Community Organisations (VCO)
•

VCO support the framework, noted elements that are missing such as the diversity of consumers
and their preferences and want to ensure that we apply a high level of scrutiny over expenditure
proposals.

Stakeholders, including Victorian distributors, support further development of the framework –
and our Consumer Engagement Guideline – outside the reset process.

aer.gov.au

New Reg

1. Objectives of the New Reg process

2. Early engagement plan and AER support
3. AusNet Services’ trial of the New Reg process
4. Next steps for New Reg

aer.gov.au

Future Grid Subcommittee

Dan Sze
Head of Strategy

Objectives of this session
▪ To recap our November 2020 conversation and provide a progress
update on one of our Future Networks initiatives - community battery
▪ Future Grid subcommittee Terms of Reference
‒ Consult members of subcommittee Terms of Reference
‒ Inform members of progress in developing committee membership

Future Networks Roadmap initiatives
Recap of the Nov 2020 PCSC
(Future Networks Strategy)

▪ Our Future Networks strategy is driven by the
need to adapt to new technology and facilitate
DERs in our network. We provided a perspective
on what the network of the future could look like
by customer groups, and how the role of
electricity distribution could evolve going forward.
▪ In light of that, we have developed a Future
Networks roadmap to improve customer
experience through:
‒ Facilitating customer-centric innovation;
‒ Enhancing the sustainability and reliability of
our network; and
‒ Introducing new capability into our network.

Future Networks Roadmap
THEMES

Storage
DER
enablement
Western
Sydney
growth
Electric
vehicles

Other

PRIORITISED INITIATIVES
▪ Community Battery
▪ Smart Thermostat
▪ Dynamic Voltage Control
▪ DER register
▪ Embedded Networks
▪ Strategic Partnerships
▪ EV Charging Partnership
▪ Electric Bus Charging
▪ EV integration
▪ Emergent opportunities
▪ Ongoing opportunities
▪ Enablers / Support

Focus
for today

Community Batteries Concept Overview
There are several
applications for
community batteries on
the distribution network

Endeavour Energy is planning
to progress the shared asset
model for community
batteries.

We will build on the early success of other projects:
Technology
Options

Padmount

Polemount

Description

Larger ground mounted
Community Battery. Initial
sites targeting vacant land,
easements and nature strips
in locations with PV issues or
overloading.

Flexible smaller
overhead technology
solution focused on
solving network needs
on overloaded
feeders/substations.

System Size

100kWh – 500kWh

40kWh – 80kWh

Storage For

Up to 100 Homes

10 – 20 Homes

Australian
Examples?

Western Power

United Energy

The benefits of this solution
include:
Grid Support
Solution

Microgrids /
Thin-grids

▪

Low-cost network solution at
overloaded sites

▪

Batteries increase flexibility to
solve constraints

▪

Sharing the use of the assets to
reduce regulated investment
costs

▪

Unlocking new customer services
through offsite storage and
lowering customer energy bills

▪

Providing support for PV and
other emerging technology i.e.
EVs

Shared
c Asset

Ausgrid

Community Batteries - turbocharged execution
Project Status
▪ Endeavour Energy has commenced feasibility planning for 7
community batteries
▪ The trial will include:
‒ 2 x pad-mounted facilities that would each have the capacity to
service up to 100 homes
‒ 5 x pole mounted batteries that each have the capacity to
service a suburban street
‒ A demonstration of network benefits and shared asset services
accessible via community batteries

Vision and Roadmap

Now
Solve network
needs i.e. voltage
spikes, load
constraints

Next 5 years
Future proof network
against emerging
technologies

Next Steps
▪ Once initial technical assessments are complete, Endeavour Energy
will commence engaging with councils and retailers to further
develop the trial
▪ We welcome the early support for community batteries from
WSROC and individual councils

Beyond
Realise opportunities in
a clean energy future

• Trial of 7 batteries
with from FebDec‘21

• Stages 2 and 3 to
run through FY22 to
demonstrate shared
asset usage of the
batteries and
customer VPP trials,
in addition to
network support
• If successful,
potential for another
~130 installs in
locations of network
need in next 5 years

Future Grid subcommittee Terms of Reference
Purpose
The subcommittee acts in an advisory capacity to:
▪ Guide the development of Endeavour Energy’s Future Grid
strategy;
▪ Identify opportunities for Endeavour Energy to diversify
products and services for our customers, including adoption of
new technologies such as SAPS and energy storage;
▪ Identify possible partnerships that will benefit the successful
development and implementation of Endeavour Energy’s
Future grid strategy;
▪ Inform the design of a tariff strategy for emerging products and
services;
▪ Consider effective approaches to building network resilience to
ensure reliability of supply in worsening environment conditions;
▪ Promote education and research that identifies consumer
priorities and drives informed choices for our customers in a
changing energy landscape; and
▪ Assist our successful journey to a low carbon environment.

Membership
PCSC Representation
▪ Mark Byrne, Total Environment Centre
▪ Mark Grenning, Energy Users Association of
Australia
▪ Mijuru Ediriweera, Public interest Advocacy Centre
▪ Annie Kiefer, Country Women’s Association
▪ Melinda Liberato, Illawarra Shoalhaven Joint
Organisation
▪ Nic Pasternesky, Western Sydney Region of
Councils

+ Endeavour Energy Representation (minimum six
representatives per forum)
+ Guest subject matter experts associated with
UNSW’s Energy Institute (to be advised)

Cadence and forum
Endeavour Energy will host a min. of two half-day
forums per year. Agendas will be agreed in advance
in collaboration with subcommittee members.

General Business

Thank you

Peak Customer and Stakeholder Committee
Minutes
Tuesday, 23 February 2021
Microsoft teams meeting
10.30am – 1.30pm

Name
Attendees
Adam Young
Kami Kaur
Georgiana Copeland
Pradeep Fernando
Jesse Price
Andy Fahey
Mark McLeish
Kit Hale
Mark McKenzie
Annie Kiefer
Guy Chalkley
Leanne Pickering
Francoise Merit
Keith Hoskins
Andrew Pitman
Kate McCue
Colin Crisafulli
Danielle Manley
Jacqueline Crompton
Dan Sze
Shelley Ashe
Mark Grenning
Peter Petrovich
Iain Maitland
Cristina Talacko
Bruce McClelland
Miyuru Ediriweera
Mark Byrne
David White
Nic Pasternatsky
Apologies
Scott Ryan
Janine Young
Rory Campbell
Trevor Oldfield
Melinda Liberato

Organisation
AER
AER
AER
AER
AER
AER
AER
AER
Council of Small Business Organisations of Australia
Country Women’s Association & National Council of Women NSW
Endeavour Energy
Endeavour Energy
Endeavour Energy
Endeavour Energy
Endeavour Energy
Endeavour Energy
Endeavour Energy
Endeavour Energy
Endeavour Energy
Endeavour Energy
Energy Consumers Australia
Energy Users Association of Australia
Energy and Water Ombudsman NSW – observer role
Ethnic Communities Council
Multicultural NSW
NSW Business Chamber
Public Interest Advocacy Centre
Total Environment Centre
Urban Development Institute of Australia
Western Sydney Region Organisation of Councils
Endeavour Energy
Energy and Water Ombudsman of NSW
Energy and Water Ombudsman of NSW
Greater Blacktown Business Chamber
Illawarra Shoalhaven Joint Organisation

Actions arising from previous meeting
Leanne Pickering, Chief Customer & Strategy Officer, advised that the AER had made a determination on
Endeavour Energy’s cost pass through for the bushfires.
https://www.aer.gov.au/system/files/Endeavour%20Energy%20bushfire%20pass%20through%20AER%20deter
mination%20Final.pdf
Action

Status

Notes

Update on recovery

Completed

N/A

Opening remarks
Guy Chalkley, CEO reflected on his first 11 months as CEO of Endeavour Energy, which were dominated by
Endeavour Energy’s response to the two crises of the 2019/20 summer megafires and the coronavirus pandemic.
Mr Chalkley emphasised that the stakeholder and customer engagement was a key focus for 2021, building on
the uplift of our commitment to the Energy Charter. Mr Chalkley advised that Endeavour Energy was looking
forward to working proactively and collaboratively with other agencies including Sydney Water and Jemena to
achieve better outcomes for customers.
Mr Chalkley anticipated an exciting year ahead in which the customer will drive changes on the network, and the
NSW Government’s Electricity Infrastructure Roadmap will also create numerous opportunities for partnership in
the ongoing transformation of the network.

Understanding our customers – journey mapping
Danielle Manley, Manager Customer Services presented the preliminary findings of Endeavour Energy’s Customer
Journey Mapping.
Member

Feedback

Miyuru Ediriweera

•

Queried whether a key insight regarding customers seeking more than
affordability (expressing willingness to pay for elevated services) was about the
quality of supply, or service provision opportunities.
o Danielle Manley advised it was the latter – business and industrial
customers expressed an interest in paying for increased servicing.

Shelley Ashe

•

Iain Maitland

•

Insights from the Victorian experience suggest that improved efficiencies utilising
existing business systems can be found without increasing costs to distributors.
o Danielle Manley advised that EE was analysing insights from the journey
mapping against business processes, and Leanne Pickering advised that
the key insights received ring true to the data we receive directly from
customers.
Queried whether CALD customers were surveyed in a significant proportion of the
journey mapping.
Advised that outage communications channels tend not to favour CALD
customers, and that EE could receive better and more realistic feedback if
research is undertaken in language.

•

Member

Feedback
•

Advised that CALD customers are evenly balanced in prioritising affordability and
environmental concerns.
o Kate McCue thanked Iain for his assistance with translation services on
our Simple Steps for a Safer Summer campaign and for these insights
and requested contacts for research partners in language.

Cris Talacko

•

Queried whether the insights suggested residential customers were willing to pay
more for sustainable options.
o Danielle Manley advised the insight related to business and industrial
customers wanting higher levels of customer service. The Journey
mapping identified relatively lower trust in solar installers, and that EE and
the industry at large had a role to play in providing information / support to
customers in understanding renewable options.

Mark Byrne

•

Expressed an interest in Insight 3 (increased servicing / affordability) and wanted
to know what information EE providers to customers re DER and does EE
undertake export limiting of DER.
o Colin Crisafulli advised that EE does do export limiting in some parts of
the network.

Knock before you disconnect trial
Danielle Manley, Manager Customer Services presented on EE’s knock before you disconnect trial in Penrith and
Seven Hills.
Member
Miyuru Ediriweera

Feedback
•

It was great to hear of such good results from the pilot program. Advised that
Essential Energy also is providing references for additional support (Salvation
Army, St Vincent de Paul) to vulnerable customers as part of their knock before
you disconnect pilot and asked whether EE would consider doing the same.
o Leanne Pickering advised EE would be very interested in supporting this
initiative for vulnerable customers.

Customer engagement to support future plans - EUAA
Mark Grenning, Director Policy & Regulation, Energy Users Association of Australia (EUAA) made a guest
presentation on his experience as a CCP member on what constitutes meaningful and effective engagement to
support revenue proposals.

Member
Iain Maitland

Feedback
•

Senior management buy-in is critical to high quality customer and stakeholder
engagement
o Guy Chalkley confirmed this advice, advising EE senior leadership would
stay the journey, and not dip in and out of engagement.

Member

Feedback

David White

•

Noted that EE is also a customer / stakeholder of government, and that visibility of
issues within the broader operating environment affected EE in that role – EE not
acting in isolation.
o Guy Chalkley responded that utilities needed to do a better job of working
together, that the “blank canvas” before us could be a picture of wellcoordinated, long-term development done properly the first time.

Shelley Ashe

•

Encouraged to hear that EE is taking a proactive and considered approach to
quality engagement.

Customer engagement to support future plans - AER
Kami Kaur, Mark McLeish and Adam Young of the Australia Energy Regulator led presentations and discussions
about the AER’s vision to place customers at the centre of energy decisions. The AER highlighted that this is
essentially about driving cultural change. The presentation included the AER’s assessment framework for
considering consumer engagement following the Victorian determinations; the learnings of the trial of New Reg
led by AusNet Services; and feedback on the new Framework received to date, captured in the CCP17’s report.
Member
Kate McCue

Feedback
•
•
•

Thanked AER for providing a deeper understanding of Table 7, and queried the
basis on which this continued to evolve.
Raised tariff reform and the role it will play in the reset process.
Confirmed EE’s interest in working with the AER, the NSW Government and other
networks to streamline engagement, in response to requests from consumer
advocates.

Reg Engagement subcommittee
Leanne Pickering & Kate McCue introduced draft terms of reference and called for a new sub-committee inviting
Committee members to participate.
Member

Feedback

Mark Grenning

•
•

Volunteered for sub-committee
Recommended engagement dates be established early to secure availability in
members’ calendars

Iain Maitland

•

Volunteered for sub-committee (subject to resourcing)

Nic Pasternatsky

•

Volunteered for sub-committee

Shelley Ashe

•

Volunteered for sub-committee (subject to review of commitments – request taken
on notice)

Miyuru Ediriweera

•

Volunteered for sub-committee

Adam Young

•

Volunteered a representative of the AER as an observer to the subcommittee

Future Grid
Dan Sze, Head of Strategy, presented an update on Future Grid, introducing the draft terms of Reference for the
Future Grid sub-committee.
Member

Feedback

Cris Talacko

•

Volunteered for the subcommittee

Mark Byrne

•

Has convened an industry and stakeholder working group on community batteries
looking at regulatory reform and customer – invited EE to participate.
Queried whether the EE community batteries trial was a desktop trial or whether
customers would be participating.
o Colin Crisafulli advised that the initial trial was investigating the network
needs and that residential customers would not be participating at first.

•

Mark Grenning

•

•

Asked what role EE can play in the AEMO 2022 Integrated System plan (ISP)
Consumer Panel, and what impact it has on EE’s Future Grid strategy.
o Guy Chalkley advised that he had recently met with AEMO’s COO, Mike
Gatt and noted that the Electricity Infrastructure roadmap was very
transmission-focused, despite significant action happening in the
distribution space.
Suggested AEMO’s ISP Consumer Panel present to EE on the work it’s been
doing.
o Kate McCue welcomed this suggestion.

Nik Pasternatsky

•

Confirmed WSROC’s interest in a range of future grid initiatives such as virtual
powerplants and EV charging networks.
o Jacqueline Crompton thanked WSROC for making a thoughtful and
detailed submission on their Future Grid priorities.

Mark Byrne

•

Referenced AEMO forecast that DER will make up 50% grid capacity by 2030,
and suggested DER enablement should be the priority for the first subcommittee
forum.

Actions arising from meeting
Issue / Action
Dates for Reg Engagement and Future
Grid subcommittees

Notes
Jacqueline Crompton to propose dates for subcommittee forums
(Future grid) and meetings (Reg Engagement).

Extended support letter for vulnerable
customers

Miyuru Ediriweera to provide example letter to EE

Requested copy of AER presentation

Adam Young to provide and Jacqueline Crompton to
disseminate to PCSC members.

AEMO 2022 ISP Consumer Panel

Kate McCue to request presentation to EE

WSROC Future Grid Brief

Jacqueline Crompton to share with PCSC members

Next meeting
10.30am, Tuesday 18 May 2021

Meeting close
Leanne Pickering brought the meeting to a close at 1.00pm
A reminder to please complete the evaluation of this committee’s experience at
https://www.surveymonkey.com/r/K522GVT
We thank those who responded to the last evaluation and welcome your input on ways we can work to
better engage with customer and stakeholders.

