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Acknowledgement
We acknowledge and respect their
Of COU nt ry Y continuing connection to the land,

,~' - water, culture and the contribution they

Let’s begin by acknowledging the ot make to the life of our community.

Traditional Custodians of the many lands on
which we respectively meet today. 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.
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Principal Facilitator =, Senior Facilitator Facilitator

Lyndal Mackintosh Aaron Bosch
Senlo_f,acﬁtator Facilitator
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+ modc  Being safe together
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By being here _
5 you are agreeing

that you do not

have any

symptoms of

Covid-19 and are

- not a close
contact

Everyone feels Be kind I'm ok to be - .
differently about this here
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Presence
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Photographs & Videography







“We acknowledge the Traditional
Owners of the land on which

we operate and recognise their
continuing connection to land,
waters and culture. We pay our
respects to their Elders past,
present and emerging.”
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Jemena

“To hear, to listen, to think.”

Right: artwork prepared by Chern'ee Sutton from MountIsa for Jemena’s Reconciliation Action Plan.



Purpose: | T

= To meet and connect

= To clarify role, process and journey as a Customer Voice
- Group participant

o

* To hear more about Jemena’s role as an electricity
distributor

SRS

-

F -~ = To share your perspectives as an energy (electricity)
= consumer




Let’s Connect
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Jemena’s 2026-31 Electricity Distribution Price reset - e

How pricing works

As an electricity distribution network business, the prices customers are charged are
regulated by the Australian Energy Requlator.

-y g
= Every five years a proposal is submitted to the regulator that must outline the:
* services that will be offered

..~ costs that are likely to be incurred

- e T

» prices proposed to be charged to customers during the five-year regulatory period



https://www.aer.gov.au/
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Engagement
process




- . People’s Panel (residential)
CLELE People’s panel include 40-45 diverse JEN customers and one

engagement representative from each Customer Voice Group

Energy Reference Group
Key experts in electricity
distribution that can provide input

- - : into solving complex issues and
Affordability & equity identifying best outcomes for
. customers
: Customer Voice Groups
B e e (residential and customer advocates)

Energy transformation

Mental

Customer experience
Small-

Economic environment Reference groups include 10-15 members including customers with customer 1:1 mecisl:::::;sss
lived experience, experts and advocates for customer groups. This engagement forums
includes members that may face greater access, equity issues and
Digital & DSO may experience disadvantage and vulnerability.

Large business

*

Customer Immersion (customers & Jemena)
JEN Customers-Jemena to be jointly immersed in the customer experience and JEN facilities and operations.

Customer service insights
Customer service research to better understand customer service experiences,
including complaints and conduct a customer survey to capture data points.
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Retailer Customers affected Customer Challenge

engagement by family violence Panel Customer Council

Local councils Large utilities
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Engagement timeline

Initial Revised
Proposal Pricing takes
Proposal
?Lfﬁ;'iﬂ JFz)in Dec effect 1 July
®
Ju.ly ? ?

2026
2023 e 2024 1 o004 | 2025 :
2022 ? [ ] July- Dec

®
Jan-S.ep ?

Oct-Dec

Deliberation & _
recommendations Testing back

Awareness Engagement Engagement
co-design commences




Customer Voice Group —your role: .- -=

Help Jemena think like a customer!!

Share you lived experience

Our big question Is:

“How should Jemena prepare for a sustainable energy

future while meeting customer needs today "




our Journey

oI

4 Sessions — exploring
lived experience as an
electricity consumer

Monday 13
November 2023
Online (Zoom)

Monday 5 February

2024

Online (Zoom)

..
1
S8,
L ]

Monday 4 March
2024

In person — TBC




Instructions:

Getting to Know You

~ What are your energy needs as

a household?

How do you use electricity?
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THINKING ABOUT
YOUR HOUSEHOLD

How do you use energy?
What kind of appliances or
equipment do you use most?
When is your highest energy
useT (time of day [ week [
mionth / year)

INSTRUCTIONS
Label the rooms in your
‘house’, then map where
YOou Use energy.

0l
%ﬂl

When is your lowest use?
(time of day fweek / month /
year)

How many people are there in
your household?

ANYTHING ELSE?

s
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lnstructions:

Go to the position that best reflects your
response to:

"What do you knowaboutJemenaasan
electricity distributor?”

A lot / A bit / Not much / Nothing




Take a break
& stretch

Back at

00:00am
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@l Jemena’s 'electricity network
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Our challenge

How should Jemena prepare for a
sustainable energy future while

meeting customer and community
needs today?




How the electricity supply chain works

=
- - Solar Farm
. -

Fy

e
SENE | NEEN ! BREEN
NENN SEEN  ENEE

Distribution

Coal or Gas

»

Jemena distribution network

carrias slectricity locally to businasses and homes

»

..

transformer comverts
the slectricity to a

lower valtoge to feed

the local distribution

power lines.
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transformer converts the electricity to P
@ higher voltage. The eleciricity must Transmission networks

be convertad from a lower voltage .
to a higher voltage sa that it can be carry the high voltage slectricity
transmitted over a long distance.

Step-down

»

Transmission

i distribution network ;
' Consumer energy resources



The stages of electricity

Generation Transmission Distribution Retaliler Your Bill




What we do
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Electricity supply

Portal




Jemena'’s electricity network




Jemena electricity network D

Jemena
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Jemena

Our customers

bringing energy to life

dhisinn
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Our customer numbers

Jemena

bringing energy to life

Residential Small business Large business

350,000 27,300 2,100

customers customers customers
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What our network looks like Jemena

bringing energy to life

370,000+ 6,900km 99.99% 73" ®

Number of Length of Our network Calls to our
customers on '_‘\ overhead and is reliable faults line are
the network I\-—_\\_Sl, underground 99.99% of answered within
the time 30 seconds

lines

93,000+ 5.9 bilion 10000+ 77,000+ r
bl

Poles A AT TR AT AT Remote meter New YT I I L] Public lights
in our l r ] I I reads every customers PPTITrrrTrIY
network s s v o year connected  ''IITTTTRNTY

l ] ] l [ 117 each year feeeeeeneeeN




How your bill is calculated

Distribution
& Metering

- - COStS o Proudly Australian since 1837.
T Coste \I/, AGL electricity

Important numbers.

= agl account T

Faults and 131626 (Jemena)

emergencies:

Green Scheme
Costs

Generation
Costs

0237111092
Louise Baring

Your account details.

Name: Louise Baring
Account number:
Supply
address:
How much energy are you using? Your hill overvisw.
Bill period: 18 Sep 2022 to 14 0ct 2022 (27 days) Balance brought forward SD.UU
Compare with other homes in your area.
5 people i
4 people Uiy - New charges $ 136.49
Snapshot. -
381kWh | 453KWh | B04KWh Average daily cost:
o oo sres g R deor e $5.02 Total due $135.49
Vizit energymadeszsy.gov.au for mare information. Average daily usage:
Average daily cost and usage. 16.79kWh
5 " Due date 7 Nov 2022
, S e

Thank you.

Typical annual electricity bill ? o

[ Averagedaily cost —#— Average daily uzags
Tax Invoice lzsued: 18 Oct 2022
003029913874/ 4T042 111007 51204 1 787304 AGL Sales Pt Limited ABN B8 090 538 337

il



How we are regulated

A\

ESSENTIAL
SERVICES
COMMISSION
e
energysafe
VICTORIA
Australian Energy Australian Energy Australian Energy
Market Commission Regulator Market Operator
Rule maker, market Economic regulation Electricity and gas systems
developer and expert adviser and rules compliance and market operator
to governments Polices the system and Works with industry
Protects consumers and achieves monitors the market. to keep the lghts on.

the right trade-off between cost,
relabity and security.

National ener rnan AEM

B2


https://www.aemc.gov.au/regulation/national-governance

Help shape our 2026-2031 proposal D

Jemena

bringing energy to life

Jemeng, E!ocmccr

ena Electricity Networks (Vic) Ltd y N(‘fwork;

e1.28 Eingplx“

Jemeny 20
Review . Rey sed

(Vie) Ltg

-26 Electricity Distribution Price Roview
y OI".th\lhuu Price
q ’c

slatory Proposal

A
Proposa

D

jemena




Build a deep
understanding of
our customers and

their views

]
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Support growth
of Jemena's
customer-focus

@

Why we have Customer Voice
Groups

Shape our
regulatory
proposal based off
customers’ views

if)

Build customer
trust in our
regulatory
proposals

D

Jemena

bringing energy to life




D

Our promise to you Jemena

Actively listen and understand your needs and preferences.

Be open and provide you with more information or
clarification when you need it.

Jemena will give full, fair and thorough consideration of the
Customer Voice Group feedback

Your feedback will be made publicly available and shared
with our People’s Panel and Energy RefereﬁGZyp.

= <=
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Discussion Round 1: Our households. .
\
HOW DO YOU USE ENERGY? 4,75

When is your highest energy use?
(time of day / week / month [ year)

When is your lowest use? How many people are there in
(time of day / week / month /[ year) your household?

How does the current cost of living influence how your household uses energy? What impact would increased energy costs have on your household?

4 ™ 'd I
T
‘*
. J | >y
T What energy saving strategies do you use in your household? What impact does an interrupted electricity supply have on your household?
s Y ' I
. J . J

What are the most important things about electricity supply for your household? \

&
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~ Discussion Round 2: Energy in the futu?é"?.“-; ;

Activity Instruction:

% 1. Find someone who...... has the same card
as you!

2. Talk about “What's on your mind about the
future of energy?"




See you online (zoom):

E—==Vlonday 13 November 2023

5.15PM for a 5.30pm start
Finish at 8.30pm







Log n/ Jon Q Search

Young People Customer
Voice Group

Mental Health Customer
Voice Group

Find out more > Find out more

Disability Customer Voice First Nations Customer Voice
Group Group

Find out more > Find out more >

Electricity prices Customer engagement

www.gridta lk-com-au Multicultural Customer Voice Seniors Customer Voice

Group Group
ST ~( 7" \Z oA




Jemena




_to hear,
listen
and think

o~ Jemena
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