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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. 



Your Facilitation Team

Lyndal Mackintosh

Principal Facilitator

Add Bel

Aaron Bosch 
Facilitator

Jody Kingston

Facilitator

Belinda Lowing

Senior Facilitator

Lyndal Mackintosh

Senior Facilitator



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

Being safe together



Photographs & Videography

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



Welcome
Matthew Serpell
Program Director
Energy Regulation and Compliance Manager



Welcome & 

Acknowledgement of Country



Jemena
“To hear, to listen, to think.”

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

Our Vision
Creating sustainable energy 
solutions with communities



Purpose:

▪ To meet and connect

▪ To clarify role, process and journey as a Customer Voice 

Group participant 

▪ To hear more about Jemena’s role as an electricity 

distributor

▪ To share your perspectives as an energy (electricity) 

consumer 



Let’s Connect 

“On the way here today I was thinking…..”

and

“Why I said yes to this opportunity is because….”



Jemena’s 2026-31 Electricity Distribution Price reset 

How pricing works

As an electricity distribution network business, the prices customers are charged are 

regulated by the Australian Energy Regulator.

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

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

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


Engagement 
process 





2025

Engagement timeline

Draft Plan 

Published 

July 

Initial 

Proposal 

Jan 

Revised

Proposal

Dec

Awareness Engagement 

commences 
Testing back Submission

2022
Oct-Dec

2023
Oct-Dec

2024
Feb - April 2024

July- Dec

Engagement 

co-design

Deliberation &  

recommendations

2023
Jan-Sep

AER 

2026

Pricing takes 

effect 1 July



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 

4 Sessions – exploring 
lived experience as an 
electricity consumer 

Today !
Monday 13 

November 2023 
Online (Zoom) 

Monday 5 February 
2024 

Online (Zoom)

Monday 4 March 
2024 

In person – TBC



Objectives
activity

Instructions:

Getting to Know You 

What are your energy needs as 

a household?  

How do you use electricity?





Objectives
activity

Instructions:
Go to the position that best reflects your 

response to:

"What do you know about Jemena as an 

electricity distributor?”

A lot / A bit / Not much / Nothing



Take a break 
& stretch

Back at

00:00am



Jemena’s electricity network

Ana Dijanosic
General Manager - Regulation Jemena



Our challenge 

[Footer] 22

How should Jemena prepare for a 

sustainable energy future while 

meeting customer and community 

needs today?



How the electricity supply chain works

[Footer] 23
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The stages of electricity  

Generation RetailerTransmission Distribution Your Bill



25

What we do

Electricity supply Emergencies Life support

Customer CarePortal ConnectionsUnderground

Street light



Jemena’s electricity network

26



Jemena electricity network

[Footer] 27



Our customers



Our customer numbers

29



What our network looks like

30



How your bill is calculated

31

131 626 (Jemena)



How we are regulated 

National energy governance | AEMC 32

Market body role National role State-based role

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


Help shape our 2026-2031 proposal

33



Why we have Customer Voice 
Groups

34



• 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 Reference Group. 

Our promise to you

35





Discussion Round 1: Our households… 



Discussion Round 2: Energy in the future…

2.

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):

5.15PM for a 5.30pm start

Finish at 8.30pm 

Monday 13 November 2023



How did we go?



[Footer] 41

Engagement hub
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