
        

People’s Panel Session 1

25 November 2023



Acknowledgement 
of Country We acknowledge and respect their 

continuing connection to the land, 
water, culture and the contribution they 

make to the life of our community. 

We pay respect to their past and present 
Elders and their emerging leaders, and 

extend this respect to all Aboriginal and 
Torres Strait Islander peoples.

Let’s begin by acknowledging the 
Traditional Custodians of the many lands 
on which we respectively meet today. 

‘Nyernyila’ 
Deep Listening

by Racquel Kerr 
Dja Dja Wurrung & Boon Wurrung artist



Room 
closed



Being safe together

Masks
personal preference

Be kind

Distancing 1.5m

Everyone feels 
differently about this

By being here 
you are 
agreeing that 
you do not have 
any symptoms 
of Covid-19 and 
are not a close 
contact

I’m ok to be 
here

Cough into elbowIndividual devices

Presence



Photographs & Videography

https://www.milkvideo.com.au/



Your Facilitators

Lyndal Mackintosh

Principal Facilitator

Jody Kingston

Facilitator

Belinda Lowing

Senior Facilitator



AgendaLet’s connect



What ARE YOU THINKING  
about COMING INTO 

TODAY?

After the 
orientation evening





Orientation
6-9pm

Day 1
9am- 5pm

Day 2
9am -5pm

Day 3
9am – 5pm  

Day 4
9am - 5pm

Day 5 
9am – 5pm

Recall Day
9am – 5pm

Thursday
2 Nov

Saturday 25 
Nov

Saturday 
3 Feb

Saturday
Feb

Saturday
March

Saturday
April TBC

Getting to know 
each other

Working 
agreements

Understand our 
journey and task

Deeper 
understanding of 
our task and Q&A 
with Jemena 
Electricity Networks

Hear from guest 
speakers 

Discuss Information 
gaps and who or 
how to build 
knowledge

Share learnings and 
experiences from 
the Customer Voice 
Groups

Hear from panel 
nominated speakers

Site visit

Discuss the 
challenges and 
consider the initial 
trade offs

Build on our 
knowledge and  
discuss our initial 
ideas 

Write our first draft 
recommendations

Testing our ideas 
and draft 
recommendations 
with the Customer 
Voice Groups

Review and rewrite  
our draft 
recommendations

Review and refine 
our recs following 
feedback from 
Jemena and voice 
groups

Final 
recommendations 
are decided and 
we hand the 
report over to 
Jemena Electricity 
Networks

Update on progress 
from Jemena 
Electricity Networks

Provide feedback 
based on the 
effective 
integration of our 
recommendations

Our roadmap – Jemena People’s panel agenda



Our challenge 

How should Jemena prepare for a 
sustainable energy future while 

meeting customer and community 
needs today?
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The stages of electricity  

Generation RetailerTransmission Distribution Your Bill



Revisiting our 
working agreements



Jemena People’s Panel Working Agreements



Slide holder

Insert working agreements Infographic



Is this a good 
representation of 

what we discussed? 

Our Working Agreements



We are about to open the 
room & welcome our

Observers



Room Open



Welcome & 
Acknowledgement of Country



Our
purpose
today

Continue getting to know each 
other

Deep dive into background 
material

Meet some experts in Electricity

Identify our information gaps 
and how best to fill them



9.00am   Welcome and getting started

     Critical thinking / Power and privilege / Customer Voice

11.00am   Morning tea

     Background material

12.40pm   Lunch

     Speed dialogue with expert speakers (10 min break)

3.50pm   Afternoon tea 

     Information gaps 

     Final reminders

5.00Pm   Close

60 min BREAK

Agenda

15 MIN BREAK

30 MIN BREAK



Jemena team



• Sandra Centofanti, General Manager, Customer & Commercial  
• Pratham Bhandari, General Manager Digital Jemena Market 

Platforms & Customer Voice Group Champion
• Lisa Mannix, Group Manager, Customer Service
• David Worthington, General Manager Security & Risk
• Deb Capicchiano, Program Manager
• Jennifer Hardman, Engagement Support and Comms Lead
• Kyle Redman, Independent Evaluator
• Fox Gillen, MosaicLab facilitator 

Observers



observers are people from 
organisations here to view the 
process

Observers may attend open sections 
of the panel sessions

They adhere to the Observer 
Guidelines

they do not interact with the panel - 
they are observing the process

Observers



Critical thinking
How do we weigh up the 

ideas and issues?



https://www.youtube.com/watch?v=uMFgrHXetSM




Some common group work biases



In small groups discuss:

• What key questions can we ask 

of each other and the speakers 

to help as think critically 

about our topic?

Critical Thinking



power & privilege
education

gender

Race & ethnicity
linguistics

ability

citizenship
Socioeconomic





Disability

Young people

Seniors

Multicultural

Mental Health

First Nations

The Customer Voice Groups

Customer Voice 
Groups

People’s Panel
Customer Voice 

Groups
Energy Reference 

Group

Small & med business 
customer engagement 

Large commercial 
customer engagement 

Joint VICDB 
engagement 



Access to 
electricity

Fairness

Customer 
education

Network 
security

TransparencyRenewables

Customer Voice Groups 
key messages

BatteriesSolar

Incentives



power & privilege worksheet

what do we need to keep in mind 
as we go into our task?

customer voice group messages



Jemena’s electricity network
Matthew Serpell
Electricity Regulation and Compliance Manager 
- Jemena



Our challenge 

How should Jemena prepare for a 
sustainable energy future while 

meeting customer and community 
needs today?



How the electricity supply chain works

[Footer] 37



We carry electrons to your home safely & reliably
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What we do

Electricity supply Emergencies Life support

Customer CarePortal Connections

Street lights

Underground



Our customers



Our customer numbers

41



What our network looks like

370,000+ 6,900km 73%99.99%

5.9 billion94,000+ 10,000+ 78,000+



Preparing for the future 



How your bill is calculated

131 626 (Jemena)



Price reset process 
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The AER enforces the 
National Electricity 
Rules by regulating 
our network services, 
costs and prices

Governments are responsible for 
the National Electricity Law

How we are 
regulated 

The AEMC 
determines and 
administers the 
National Electricity 
Rules

We provide network services to 
our customers, and we recover 
the costs of providing these 
services through regulated 
network charges 

Electricity customers, 
taxpayers and the 
community influences 
policy makers 



What is a price reset?

2. Forecast the 
cost of 

providing 
services

1. Consider the 
services to be 

provided 

2. Calculate the 
prices required 
to recover the 
forecast costs



Why we have People’s Panel

49

Build a deep 
understanding 
of our customers 
and their views

Shape our 
regulatory 

proposal based 
off customers’ 

views

Support growth 
of Jemena’s 

customer-focus 
culture

Build customer 
trust in our 
regulatory 
proposal



What does it take to run an electricity network? 



Revenue building blocks



Operational assets



Regulated Asset Base (RAB) – how it is calculated



How we recover these costs from our customers

Residential 
customers

Small & medium 
business 

customers

Large commercial 
& industrial 
customers



Using electricity during off peak and peak times 

Peak time use – 3pm to 9pm Off peak - all other times



Jemena’s residential tariffs

Flat rate Time of use

Fixed daily charge Peak & off-peak 
charges

Default offer



Pricing principles to protect customers

Fairness & 
equity

Efficient 
cost

Simple to 
understand

Cost-
reflectivity

Efficient 
price signals

Simple to 
implement

Customer-
reflectivity Adaptability



59



What changes are there with solar export tariffs?



Feed-in charges and tariffs



Task:
How should Jemena prepare for a sustainable energy future 

while meeting customer and community needs today?

In small groups discuss:
What is your top question 
for Jemena Electricity 
Networks on the task ahead?

Write neatly on the cards 
provided



Q&A



Break Time
30 mins
Back at 11am 



Time to review 
the supporting 
information 
together

Exploring the background 
Information – the manual



Step 1 Make note of the number between 1 - 5

Step 2 Find others with same number 
(i.e. all the 1s, all the 2s…etc)

Step 3 Find a group of seats with your number, 
max. 5 per group 

Understanding the process



In your small group, you will ALL read the same section of the 
background report, as follows:Round 1

No. 
#

Names Pages

1
Aiden, Vidya, Mark, Tess, Debra, Antoine, Heath, Niraj and Linda 1-6

2
Heath, Camilla, Yuet Ting (Yvonne), Simon, Mary Peggy, Jaimie, Don, 
Brian, Shany, Terra and Peter 7 - 15

3
Firoz, Alec, Veronica, Sina, Matthew, Jason H, Jodie, Jason W, 
Mohammadreza and Theodore 17-19, 30

4
Tenielle, Luke, Caycee, Alice, Wigrai, Skye, Nadine, Kerryn, Edric, 
Brinsley and Emma 20-24

5

Ricki, Fraser, Claire, Anne, Monika, Tamara, Nathan, Leanne, Rachael 
and Fiona 25-28



Round 2

You will now be mixed with one 
person from each group (1,2,3,4,5).

Take turns to share the learning from 
your section of information (last 
convo). 

Capture the top three insights from 
your group.

You have 25 mins.



For Official use only

Lunch Time 
break & review 
your documents

Back at 
1:40pm



Our challenge 

How should Jemena prepare for a 
sustainable energy future while 

meeting customer and community 
needs today?



Hearing 
from expert 

speakers



Speed dialogue experts
Energy experts & Energy Reference 

Group members

Pricing & tariff expert

Future Network & grid stability 
experts

Customer service expert

Line Worker

David Worthington
General Manager 
Digital Security & Risk  

Security & Risk expert 



Your group will be visited by a speaker for   12 mins

Please take a few minutes at the end to capture a few notes 
on the template provided  - this moves with your speaker

At the Loud music, your speaker will move to the next group

After 4 speakers we will have a short stretch break

Speed dialogue



Half time 
Stretch & 
shake it off

Back in 10 minutes



Speed dialogue experts
Energy experts & Energy Reference 

Group members

Pricing & tariff expert

Future Network & grid stability 
experts

Customer service expert

Line Worker

David Worthington
General Manager 
Digital Security & Risk  

Security & Risk expert 



Panel members

Some words for our 
speakers 

how have they 
helped us with 

understanding our 
challenge? 



speakers

30 sec soundbite: 
how did the 

panel go 
with their 
questions? 



Round of 
applause for 
our speakers!



Take a break
back at
4.10pm



Information gaps



Task:  Information gaps and speaker nominations

In small groups discuss:
What is your information 
gap?
Is there a speaker you want 
to hear from? Or is it a 
report?  
Be specific and realistic!



Vote on your top 8 speakers that you 
would like to hear from

Jemena electricity network will do their 
best to source the information and 
speakers or find suitable replacements

We will hear from eight speakers on Day 2

What are our information gaps?



How did we all go?

STOP



We are looking 
for a few 
people to 

participate in 
a quick 

VoxPop video 
interview 

See us if you would 
like to share your 
experience with us



Before you leave:
• Volunteers stay for a quick voxpop

In the follow up email (next week):
• We will share your Critical Thinking questions, 

insights and information gaps captured today 

On gridtalk:
• We will upload your q&a from today later in the 

week

Next steps



Saturday 3 February 2024
9.00am – 5.00pm

next session

Town Hall 
Broadmeadows

Don’t worry 
there will be 

lots of breaks!



Thank you
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