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Abbreviations 
The following table provides a list of abbreviations and acronyms used throughout this document. Defined 
terms are identified in this document by capitals. 

Term Definition 

AER Australian Energy Regulator  

CALD Culturally and Linguistically Diverse  

CCP Consumer Challenge Panel  

CER Consumer Energy Resources 

DITT Department of Industry, Tourism and Trade  

DNSPs Distribution Network Service Providers 

DOEs Dynamic Operating Envelopes 

DTF Department of Treasury and Finance  

EV Electric Vehicle  

IAP2 International Association of Public Participation  

JCC Joint Consultative Committee 

NT Northern Territory  

Power and Water Power and Water Corporation 
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Overview 
Engagement with our customers and other stakeholders is a critical and ongoing element of Power and 
Water’s preparation for the 2024-29 determination period. Over the past 18 months, we have met with our 
customers, energy partners and government representatives to hear what is important to them, to test our 
forward plans, and ensure our proposal considers what Territorians believe is important to the future of the 
network and the NT. 

Where practicable, we have built their feedback into our expenditure plans, and taken on board actions to 
improve our customers’ experience with us, and the way we engage with them. Table 1.1 summarises our 
customers’ priorities and key themes, as well as key outcomes. 

Table 1.1: Summary of customer feedback themes 

Theme What we heard What we are doing 

Support vulnerable 
customers

 

Low income and 
vulnerable 
customers should 
not be left behind. 
Better information 
and incentives 
should be made 
available to help 
customers manage 
their costs and 
access renewable 
energy. 

• We will continue to partner with energy 
providers and other stakeholders, particularly 
retailers, to improve the accessibility and 
affordability of renewable technologies.  

• We are developing a customer experience 
strategy which will look at our customers’ 
journey with us and set out a roadmap for 
improvement. An important focus of the 
strategy will be low-income customers and how 
they interact with us and our services. 

• We are investigating options to support 
vulnerable customers through initiatives such as 
tariff trials and using our website to provide 
more information about energy affordability 
and efficiency. 

Affordability

 

• 

• 

• 

Customers have told 
us to keep prices 
affordable and do 
what we can to avoid 
price shocks in the 
future.  

We have changed our investment focus. Instead 
of focusing purely on high-cost network asset 
replacement, we will invest in our ICT systems, 
processes, and our people to improve our asset 
management capabilities and find alternatives 
to traditional network solutions. 
We are improving the quality of our asset data. 
By producing better data, we can make better-
informed decisions on asset condition, expected 
life and the optimal time for replacement. We 
can then extend asset lives – where safe to do 
so – and defer costly asset replacement 
programs.   
As advised by the RAC, we have our demand 
forecast based on the latest information, which 
has brought costs down. 
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Theme What we heard What we are doing 

Enabling renewables

 

Customers told us 
they want to be able 
to connect more 
renewables, both 
large and small scale. 
They expect us to 
pursue technologies 
such as battery 
storage where this 
can help alleviate 
network costs. 
 

• We will invest in a ‘dynamic operating 
envelope’ system that will allow households to 
continue to connect rooftop solar without the 
need for costly network investment. 

• We will make the necessary network 
augmentations to connect more large-scale 
renewables. 

• We are improving our data, network analysis 
and planning capabilities so we can best identify 
how, when and where to connect renewables, 
energy storage solutions and other future 
network technology without compromising 
system security or power quality 

• We will continue discussions with our energy 
partners on how we can pursue low-cost 
solutions that ensure reliability and affordability 
of renewables for our customers, optimising 
outcomes across the Northern Territory. 

Specific detail on how we are responding to customer feedback, including how we have modified our 
proposal since our August 2022 Draft Plan, is provided in Attachment 1.03. 
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1. Introduction 
Power and Water Corporation (Power and Water) is the essential service provider in the Northern Territory 
(NT), providing electricity, gas, water and sewerage services to households and businesses. Our purpose is 
to make a difference to the lives of Territorians. Our business connects our communities to reliable and 
affordable essential services and provides a foundation for economic growth. We also have strong 
relationships with our energy partners across the supply chain from government to the generators who 
produce electricity, and the retailers who purchase electricity on behalf of our consumers and issue 
electricity bills. 

Our electricity services provide power to more than 90 communities in the NT over a landmass of 1.3 
million square kilometres. Our three largest networks in Darwin- Katherine, Alice Springs and Tennant 
Creek are under price regulation. The networks provide electricity to around 72,000 residential customers 
and 11,000 businesses. Figure 1-1 demonstrates Power and Water’s role within the electricity network. 

From 1 July 2019, we became regulated by the Australian Energy Regulator (AER). Every five years, the AER 
undertakes a review of our proposed capital and operating expenditure, revenue and tariff structures for 
our regulated networks. Our next regulatory period is from 1 July 2024 to 30 June 2029 (the 2024-29 
regulatory period). The AER review process takes approximately 18 months with our Regulatory Proposal 
due on 31 January 2023.  

Figure 1-1:  Power and Water's role in the Northern Territory energy supply chain 
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1.1 Purpose of engagement  
Customers are at the centre of everything we do.  

As an essential service provider, our role is to serve the community. It is vital we listen to what our 
customers and stakeholders expect from our networks both now and into the future. The five-year 
regulatory proposal process provides an opportunity for customers to provide input into our strategic 
direction and ensure their values, vision and priorities are reflected in our expenditure plans. 

We have captured the opinions of a wide range of participants in the electricity network. Our program of 
engagement will continue both following submission of our Regulatory Proposal and as part of our 
business-as-usual activities throughout the regulatory period. We will also seek feedback from the AER on 
the effectiveness of our engagement. 

This document provides an overview of how the engagement activities to date have influenced and 
impacted the development of our forward expenditure plans for the 2024-29 regulatory period. It outlines: 

• Our approach to engaging with customers and other stakeholders in preparing our 2024-29 plans and 
forecasts. 

• The engagement activities we undertook and the outcomes of those activities. 

• Lessons learned on the engagement process and how we can improve engagement activities moving 
forward. 

• How we will continue engagement through our business-as-usual activities and programs. 

We highlight that, while this document summarises feedback from customers, it does not discuss how that 
feedback has been built into our Regulatory Proposal for the 2024-29 period. Information on how we have 
responded to customer feedback and how we have modified our Regulatory Proposal since the August 
2022 Draft Plan, is provided in Attachment 1.03. 
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2. Engagement summary 

2.1 How we designed our engagement 
We designed our engagement program by: 

• Identifying a suite of objectives, principles and outcomes to guide the engagement program. 

• Reviewing stakeholder feedback on the engagement undertaken for our current regulatory period. 

• Consulting best practice principles. 

• Considering key risk areas and stakeholders to include in the process of engagement. 

2.1.1 Objectives and principles  

Our customer engagement program was based on a set of objectives and principles designed to optimise 
customer engagement, deliver outputs that reflect the views of our customers and stakeholders and which 
would inform the practical development of our plans and forecasts. Our Board approved our engagement 
strategy during the first stages of our engagement program.  

Our stakeholder engagement program was driven by the following principles: 

Asking customers what matters to them 

Ask customers and stakeholders about their preferences and key concerns. This will help 
support Power and Water's commitment to a robust engagement process and ensure that 
key issues are identified early and embedded within subsequent engagement activities. 

Target engagement on key issues  

Engage customers and stakeholders on those key issues where the development of robust 
plans and forecasts requires focused or targeted input, including operating expenditure, 
replacement capital expenditure, ICT systems, and tariff reform. This may also involve 
targeted customer research. 

Galvanise the interest of stakeholders 

Develop a vision for the network and electricity transportation services that energise 
stakeholder engagement, including on a customer-led transition to a renewable electricity 
market (e.g., DER integration). 

Be 'on message' and prepare beforehand 

Ensure that our engagement and resulting plans and forecasts are supported by sound and 
defendable analysis. 

Provide a transparent feedback framework 

Ensure engagement feedback is captured and incorporated into the Regulatory Proposal, 
providing clarity on how engagement feedback has influenced decisions, including over time. 
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We recognise the importance of designing an engagement program aligned to these principles and the 
regulatory guidelines, while also establishing a fit-for-purpose, customer centric and flexible process that 
accommodates for changes in accessibility and capacity across the engagement lifecycle.  

This led to the development of two engagement objectives that underpin our program and AER and other 
stakeholder-specific targeted outcomes for the program: 
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2.1.2 What we learned from past engagement 

During our engagement for the 2019-24 regulatory period, we surveying participants across multiple 
stakeholder groups to provide their feedback on the efficacy of our engagement activities. The results of 
the feedback, provided during and after engagement sessions, demonstrated general satisfaction with the 
engagement process and a desire for Power and Water to conduct more frequent and ongoing engagement 
with stakeholders as part of future programs. 

The AER, in its final decision in 2019, commended the effectiveness of Power and Water’s engagement 
activities as part of our first determination under the National Electricity Laws and Rules and identified 
opportunities to improve on our engagement approach. When designing and undertaking the engagement 
program for the 2024-29 period, we have considered the AER’s feedback, enhanced our engagement 
activities and developed a program intended to provide more in-depth and inclusive engagement. 

Feedback on our engagement program received in the 2019-24 determination from the AER and the 
Consumer Channel Panel (CCP) and our response is outlined in Table 2.1. 

 

Table 2.1: AER feedback on 2019-24 engagement 

AER feedback in 2019-2024 Our response 

The Consumer Challenge Panel (CCP) 
recognised that large users are the only 
customers who might see an impact in 
their electricity bill because of Power 
and Water's revenue proposal. On this 
basis, it would have been better to 
engage over a longer period with more 
of these customers. 

• We engaged with our larger users across the three 
phases of our 2024-2029 engagement program using 
several different channels to gain perspectives from 
across the stakeholder groups.  

• We held an industry forum with larger users in November 
2021 to engage on potential scenarios and conducted a 
survey with our business customers to understand their 
views on the renewable energy future.  

• Following release of our Draft Plan, we held a webinar in 
September 2022 with large users to test their 
perspectives on our future plans and provide additional 
information on two key elements of our Draft Plan we 
considered particularly relevant to large users – 
preferences for revenue affecting the major customer 
class and proposed changes to our tariff structures 
impacting large users. The webinar was accompanied by 
a Discussion Paper which detailed background 
information and key questions for discussion.  

 • 

• 

The CCP recognised the need to continue
the engagement beyond lodging the 
revenue proposal. 

We recognise engagement is a journey and appreciate 
that we need to continue engagement to ensure we are 
held accountable for our plans and provide opportunities 
to collaborate with energy partners and customers 
during the regulatory period.   

We continue to learn from our process of engagement, 
adjusting our program where appropriate to increase 
participation, engagement and reach. 

https://www.powerwater.com.au/your-say/recent-consultations/draft-plan
https://www.powerwater.com.au/__data/assets/pdf_file/0015/136302/2022-09-08-PWC-Discussion-Paper-Large-Users.pdf
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AER feedback in 2019-2024 Our response 

• 

Power and Water did not consult 
stakeholders on its full Regulatory 
Proposal, including its proposed capital 
expenditure, operating expenditure, rate
of return and other aspects at a 
sufficiently early stage. 

 

• We have engaged our stakeholders on key elements of 
our Regulatory Proposal.  Issues such as capital 
expenditure, operating expenditure, future network, 
tariffs and the rate of return have been discussed with a 
broad range of stakeholders including our Reset Advisory 
Committee, our People’s Panels, business customers, 
governments, Joint Consultative Committee (JCC) and key 
industry participants.  

• Customer priorities on key areas of our expenditure plans 
were identified and a process of co-design was used to 
identify solutions to the ‘pain points’ and customer 
strategic issues raised. We have also sought to 
contextualise these issues for each stakeholder group, to 
build knowledge and engagement quality.   

• Our plans and forecasts were outlined in detail in our 
Draft Plan, which sought to establish a clear ‘line of sight’ 
to the customer priorities identified through 
engagement. Changes in our plans and forecasts since 
release of the Draft Plan (e.g., the impact of financing 
costs on revenue forecasts) have been discussed with key 
stakeholders and documented in our Draft Plan – 
Feedback Summary Report. 

Where practical, our process of engagement has sought 
to, and will continue to, leverage and strengthen our 
business-as-usual stakeholder engagement channels. We 
have also used the current engagement process to test 
the effectiveness and suitability of engagement forums 
to be able to transition to a sustainable business as usual 
environment (e.g., the continuation of the Reset Advisory 
Committee, with a broader terms of reference).  This 
would support continuity of participation and building 
understanding of our plans and key issues over time. 

https://www.powerwater.com.au/__data/assets/pdf_file/0020/152912/Power-and-Water-Draft-Plan-Feedback-Summary-Report-2024-2029.pdf
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2.1.3 Adherence to best practice 

Power and Water is committed to pursuing best practice engagement and we based our engagement 
program on a series of best practice principles and framework. This included alignment with the principles 
outlined in the AER’s Consumer engagement guideline for network service providers: 

• Provision of clear, accurate and timely communication to consumers, recognising the different 
communication needs and wants of consumers – We recognise the importance of ensuring 
accessibility for energy users to engage in the development of our plans and forecasts and have 
endeavoured to allow opportunity for stakeholders to be informed, participate and contribute to the 
development of our plans and forecasts through early and consistent engagement, across a range of 
engagement channels, tailored to the stakeholder segment and the specific geographic and 
demographic considerations of the NT. 

• Accessible and inclusive by recognising, understanding and involving consumers early and throughout 
the business activity and expenditure process – Stakeholder knowledge building is embedded in our 
engagement approach. We recognise engagement is a journey and appreciate we need to continue 
engagement to ensure we are held accountable for our plans and provide opportunity to collaborate 
with energy partners and customers during and beyond Regulatory Proposal development.   

• Transparency to consumers of their role in the engagement process and including them in 
information and feedback processes – We have tailored our engagement approach to ensure 
stakeholders are aware of roles and accountabilities across the electricity supply chain. Our process has 
included stakeholder consideration and feedback on how Power and Water should respond to a range 
of challenges, including the direction, speed and guardrails for solutions and we have incorporated a 
feedback loop to provide transparency on changes in approach – whether in response to feedback, 
internal or external factors. We have been open on those issues where Power and Water is able to 
directly account for stakeholder feedback through our plans and those issues where we will need to 
support customer priorities and preferences through influence and partnering with other industry 
participants or agencies. 

• Measurable success of engagement activities – We have captured engagement feedback over the 
course of the Regulatory Proposal development and periodically reviewed the alignment of 
engagement activities against our engagement objectives and principles. We continue to learn from our 
process of engagement, adjusting our program where appropriate to increase participation, 
engagement and reach. 
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Our engagement approach has also had regard to the International Association of Public Participation 
(IAP2), for guidance on successful engagement. The IAP2 identifies seven core values to perform an 
effective engagement program. Table 2.2 outlines our approach to incorporating these core values into our 
engagement process. 

Table 2.2: IAP2 core values for public participation 

IAP2 Core values How we have incorporated in engagement  

Public participation is based on the belief 
that those who are affected by a decision 
have a right to be involved in the 
decision-making process. 

Engagement involved multiple stakeholder groups, using 
multiple engagement channels and seeking input across the 
lifecycle of the Regulatory Proposal development. Several of 
the engagement sessions involved a combination of 
information presentations, question and answer sessions, 
participant choice on the issues to be responded to in-depth, 
and a process of co-design to test the solutions presented, 
raise new ideas and opportunities, and develop a consensus 
position. This meant those who are affected by decisions 
were involved in the development of solutions and plans.  

 

Public participation promotes 
sustainable decisions by recognising and 
communicating the needs and interests 
of all participants, including decision 
makers. 

We have tailored our engagement approach to ensure 
stakeholders are aware of roles and accountabilities across 
the electricity supply chain and the challenges that exist in 
resolving identified customer ‘pain points’.  This has included 
the need to balance short-term affordability with long-term 
sustainability and recognition of the ‘values’ that customers 
prioritise when considering this balance.  We have been 
open on those issues where Power and Water is able to 
directly account for stakeholder feedback through our plans 
and those issues where we will need to support customer 
priorities and preferences through influence and partnering 
with other industry participants or agencies. 

Public participation includes the promise 
that the public’s contribution will 
influence the decision. 

Regular briefings of the AER2429 Program Steering 
Committee, Executive and Board were held to communicate 
customer preferences and priorities and recommendations 
for response through plans and forecasts. The outcome of 
these considerations was communicated to stakeholders to 
provide transparency on the response to feedback and any 
associated changes in approach.   

Public participation seeks out and 
facilitates the involvement of those 
potentially affected by or interested in a 
decision. 

Power and Water identified all customers (reflected in our 
customer wheel) and designed specific engagement activities 
for all classes of customers appropriate to their level of 
interest, understanding and influence. Power and Water’s 
stakeholder engagement strategy included a process of 
identifying relevant customer groups and segments 
(reflected in our customer wheel). Our initial and ongoing 
engagement strategy was intended to support engagement 
activities for these groups and segments, appropriate to their 
level of interest, understanding and influence.  
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IAP2 Core values How we have incorporated in engagement  

Public participation seeks input from 
participants in designing how they 
participate. 

We have sought stakeholder input on the issues for 
engagement and the means of undertaking engagement 
(format, channel, timing, etc). Our engagement approach has 
not been static and we continue to learn from our process of 
engagement, adjusting our program where appropriate to 
increase participation, engagement and reach. Customers 
were engaged early to allow them to participate, test and 
reflect on the engagement approach Power and Water has 
developed.  
In the final session with our Reset Advisory Committee in 
2022, we asked them to provide Power and Water feedback 
on how they want to participate in future to ensure we are 
delivering an engagement program designed and suited to 
our stakeholders. 

Public participation communicates to 
participants how their input affected the 
decision. 

Power and Water reported transparently back to participants 
as the program unfolded and to the wider public as Power 
and Water’s Regulatory Proposal was developed and 
finalised. This has included the process of ongoing 
engagement and the publication of outcome reports from 
the People’s Panel process and in response to consultation 
on the Draft Plan. 

 

We also developed Power and Water’s engagement for the 2024-2029 regulatory period based on 
successful programs delivered by other Australian distribution network service providers (DNSPs). We built 
aspects of other networks’ activities into our engagement process, while ensuring our program is fit-for-
purpose and has regard to Power and Water’s distinct geographic and demographic considerations and its 
comparatively recent integration into the national regulatory framework. 

 

Public participation provides participants 
with the information they need to 
participate in a meaningful way. 

Our engagement activities were designed to ensure 
participants were provided a baseline understanding prior to 
or at the start of an engagement session to ensure they were 
able to participate meaningfully and fully informed. 
The People’s Panels provided detailed information on a 
range of challenges and potential response options, to 
facilitate meaningful engagement and understanding of the 
potential direction, speed and guardrails for solutions. The 
People’s Panel participants were also provided with the 
opportunity to request information, presentations and 
explanations from a range of sources to support their 
understanding and were provided access to customer 
advocates, industry experts, Power and Water subject 
matter experts and the Power and Water Executive.   
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We consulted with the AER regularly throughout our engagement process to support alignment of our 
principles, objectives and approach with the AER’s expectations. Attendance by the CCP at engagement 
activities was also encouraged, including our People’s Panels.  

The purpose of the CCP is to challenge distribution network service providers to develop customer-centric 
plans and report back to the AER on the quality and outcomes of customer engagement. In late 2022, we 
met with the AER and CCP to discuss engagement activities and feedback on our Draft Plan. Power and 
Water representatives and the chair of our Reset Advisory Committee, Andrew Nance, explained to the CCP 
the difficulties experienced with retaining engagement from stakeholders across multiple consultation 
activities. There was an understanding that due to the lack of sufficient customer advocates in the Northern 
Territory and relatively smaller population compared to other jurisdictions, the level of engagement 
undertaken by Power and Water should be considered unique compared to other distributors. 
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2.2 Who we engaged 
The NT is home to a diverse customer and energy user base. Figure 2-1 summarises our three regulated 
networks, as well as a map of the power systems. 

Figure 2-1: Power and Water's regulated networks 
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We wanted our engagement activities to reflect the diversity of our customer base. We did this by 
designing People’s Panels that reflected the composition and geographic reach of our networks, 
establishing panels comprising community representatives from the larger two regulatory networks, 
Darwin and Alice Springs. At our final People’s Panels in August 2022, we also achieved representation from 
the Tennant Creek network at the Alice Springs Panel. We also included engagement with different 
customer segments, such as people who identify as Culturally and Linguistically Diverse (CALD), vulnerable 
and Aboriginal and Torres Strait Islander.  

We engaged a recruitment organisation to screen participants to ensure a representative group across 
location, age, gender and income, as well as asking participants to indicate whether they identify as 
Aboriginal or Torres Strait islander, commonly speak a language other than English at home, have solar 
panels and/or a solar battery, and currently receive some form of government pension or disability benefit.  

The dispersion of energy users across the NT networks and accessibility barriers for disadvantaged and 
disengaged stakeholders were obstacles to meaningful engagement. Most of our in-person engagement 
activities were conducted in Darwin and Alice Springs. However, we understand our responsibility to 
servicing the wider Northern Territory networks and wanted to provide opportunity for those who cannot 
be in Darwin or Alice Springs. We addressed this by engaging through different platforms, including using 
digital channels. 

The NT also has a higher proportion of the population requiring income support and living in rental 
properties compared to the national average. Figure 2-2 demonstrates that 9.5 per cent of Territorians 
were on income support compared to the national average of 6 per cent in 2020.1  

Figure 2-2: Unemployment benefit recipients relative to population by state and territory – Australian Bureau of 
Statistics 2020 

 

 

 

1  ABS data, “Insights into household income and saving by state and territory”, November 2020, available at 
https://www.abs.gov.au/articles/insights-household-income-and-saving-state-and-territory 

https://www.abs.gov.au/articles/insights-household-income-and-saving-state-and-territory
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As a result, we regularly sought feedback during our engagement forums on how we can provide support to 
our most vulnerable customers and whether our plans ensure inclusion of customers experiencing 
hardship. How we plan to address issues faced by this group of customers and the engagement activities 
designed to capture feedback for vulnerable customers is further outlined in Section 4.4. 

During the design of our engagement program, we also ensured regular consultation with our business 
customers. This stakeholder group is the largest consumer of energy and is not protected by the NT 
Government’s Electricity Pricing Order, therefore their network tariffs and end costs will be impacted 
directly by any pricing reforms introduced in our proposal. In addition, we received feedback from the AER 
during our last engagement program that further engagement with this group was important. As a result, 
we organised repeated engagement sessions across a range of channels and forums to gather and 
incorporate the feedback and opinions of this consumer group into our proposal.    

We also recognised the importance of repeated engagement across all stakeholder groups to ensure 
alignment and support is maintained as we developed our Regulatory Proposal. We established the 
principle of repetitive engagement during the design phase of the program and undertook multiple 
discussions with our stakeholders throughout each phase of consultation. This was achieved by holding 
initial forums with our energy partners, residential and business customers and various other stakeholders 
to understand the baseline of customer preferences and priorities, engaging during the development and 
feedback stage of our Draft Plan, and hosting meetings and workshops prior to submission of our 
Regulatory Proposal to provide updates on changes to our Draft Plan and the underlying rationale for 
change.   

A summary of Power and Water’s key engagement channels and who we engaged across these channels is 
provided in Table 2.3. 

Table 2.3: Key engagement channels for the 2024-29 program 

Engagement channel Summary of stakeholders involved 

People’s Panels

 

• A representative group of residential customers from 
Darwin and Alice Springs consulted on a periodic basis 
across the lifecycle of Regulatory Proposal development, 
who advised on customer preferences and priorities for 
Power and Water’s 2024-29 plans and forecasts. 

Government and market institutions

 

• Regular consultation with Government departments and 
market institutions, including the Department of Treasury 
and Finance (DTF), Department of Industry, Tourism and 
Trade (DITT) and the AER, to ensure they are informed 
about our engagement activities and that there is 
transparency and a common understanding of key issues 
and challenges, expenditure plans, forecasts and 
customer impacts. 
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Engagement channel Summary of stakeholders involved 

Reset Advisory Committee

 

• Independent group with representation from industry, 
organisational bodies and customer segments to provide 
a perspective on behalf of residential and business, urban 
and rural, low-income and high-income stakeholders, 
youth and older customers and Aboriginal and Torres 
Strait Islander people. The primary role of the Reset 
Advisory Committee is to keep a voice of the customer at 
the table as Power and Water considers customer 
feedback in the development of the Regulatory Proposal. 

Webinars

 

• 

Industry partners

  

• 

Community events 

 

• 

Online surveys

 

• 

‘Your say' website

 

• 

Engagement with small-medium and large business 
customers through a webinar to gather feedback on our 
forecast expenditure and tariffs, as well as test customer 
preferences drawn from the People’s Panels. 

Our industry partners are pivotal to the achievement of 
our forward plans and we have maintained regular 
dialogue with generators, retailers, as well as holding 
engagement sessions with the JCC to receive feedback 
and update on changes to our forecasts. 

Engagement with the community through forums with 
schools and the small-medium business breakfast with 
the Chamber of Commerce to enhance our relationship 
with future and current energy users.  

Surveys have been used to capture the perspectives of 
our small-medium customers including their current 
experiences as an energy user and future plans for 
renewable technology adoption. 

Our engagement website accessible to all stakeholders 
and on which we published all materials relating to 2024-
29 engagement and provided further information on the 
customer lifecycle and future technologies.  
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2.3 Our engagement activities 
Our customer engagement activities for our Regulatory Proposal were scoped across three phases, formally 
commencing in 2021 and finalised in early 2023. Ongoing consultation with key stakeholders will form part 
of phase four, commencing in February 2023. Figure 2-3 shows the engagement activities under each 
phase. 

Figure 2-3:  Power and Water 2024-2029 engagement activities 
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3. What we heard 
The feedback and findings from our engagement program across the engagement phases are discussed in 
this section. Figure 3-1 demonstrates the purpose of each phase of engagement and the published outputs 
from each phase. 

Figure 3-1:  Power and Water 2024-2029 engagement phases and outputs 
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3.1 Phase One: developing baseline and initial deep dive  
Phase One of engagement was designed to understand and develop the baseline of stakeholder knowledge 
and identify customer priorities and service expectations through participative engagement of the 
awareness of Power and Water service delivery and the role we play within the electricity market. The 
engagement topics focused on the background of the energy market, the role of subsidies within the NT 
system, pathways to 2030 and beyond, and expectations for service levels.  

The key engagement activities included engagement with customers at the Darwin Show and through 
customer focus groups and periodic meetings with the AER and government departments to discuss the 
engagement approach and progress. 

3.1.1 Darwin Show 

At the Royal Darwin Show in July 2021, we interviewed a range of attendees to develop a baseline 
understanding of Territorians knowledge and perspectives on: 

• What they know about Power and Water? 

• What electricity is and how it is transported to customers’ homes? 

• Should the Northern Territory increase their supply of electricity from renewable sources such as solar 
and use of new technologies such as EVs in future? 

• Would it be better for the Northern Territory to move to a clean energy future quickly but it is more 
costly, or slowly but it is more affordable? 

• What is more important – reliability or affordability of electricity? 

The Alice Springs Show was cancelled due to COVID-19.  

Outcomes 

Customers had a general understanding across the range of topics discussed, including Power and Water’s 
role in the electricity networks, how electricity is transported, the energy sources expected to power the 
future electricity networks and the importance of balancing reliability and affordability of electricity for 
customers.  

Most customers supported an increase in supply of electricity from solar, emphasising that the location and 
the climate of the Northern Territory make it highly beneficial to increase solar supply. Additionally, many 
supported moving to a ‘clean energy future’ at a quicker pace, possibly at a higher price, rather than a 
slower transition at a more affordable price, to “leave a world that is more sustainable for our children and 
grandchildren”. However, many recognised that in adopting new technologies, like electric vehicles, the 
Northern Territory need to consider how to ensure accessibility for all Territorians, including taking into 
consideration the installation of infrastructure and expenses involved. 

Many participants also identified that reliability of supply from future technologies needs to be coupled 
with ensuring affordability for customers and that these are equally significant in the future energy 
networks. 
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3.1.2 Customer focus groups 

Two focus groups were conducted in August and September 2021 in Darwin and Alice Springs respectively. 
The two focus groups targeted different demographics in each location and were designed to help us 
establish an understanding of each customer group’s understanding of the electricity sector, energy 
services, electricity pricing, and how it affects them. The first focus group was targeted at customers either 
facing some form of disadvantage or hardship – to highlight the importance of not overlooking this 
important customer segment. For our engagement, this was categorised as the ‘Easy to Ignore’ group. The 
second focus group was targeted at residential customers more broadly. 

A total of 25 participants attended the Easy to Ignore focus group and 35 participants attended the 
residential focus group. We sought representation by contacting peak bodies and representative groups for 
the Easy to Ignore group and through a combination of market research and networks for the residential 
group. 

We ran a series of activities, videos, small and wider group discussions and opportunities for feedback to 
develop our understanding considering: 

• The customer journey and gain and pain points. 

• What customers think the future holds for electricity in the NT. 

• The information customers need to continue to work with Power and Water. 

• How to enrol participants in continuing to engage on the price determination. 

Activities included a trivia exercise to develop a baseline understanding of the role of Power and Water in 
the electricity system, creation of customer journey maps, discussion on how customers picture the future 
of the electricity networks in the NT and mapping low-income energy users’ priorities when managing bills. 

Feedback on these sessions from participants included general satisfaction with the content and many 
attendees believed their feedback was and would continue to be considered in Power and Water’s future 
plans. Many participants were eager to learn more, continue providing feedback, and work side by side 
with Power and Water to reach the preferred future state. Some of the more targeted feedback related to 
improving how we summarise the information explored in engagement sessions and how we target 
stakeholders through the process. 

Outcomes 

There was a general understanding of how electricity works but further work was required to educate 
about the role of the different participants in the market. For example, there was some confusion regarding 
the difference between electricity retailers and Power and Water as the network service provider, and how 
this is communicated to customers. More in-depth feedback outcomes relating to the two primary topics of 
discussion, customer journey maps and the future of electricity, is summarised in the table below. 
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Customer journey maps

 

When discussing the phases of the connection process for customers, 
feedback ranged from positive experiences with reliability of power to 
negative experiences with contractors and retailers during the 
connection process and when receiving electricity bills. While several of 
the frustrations expressed related to the delivery of services by other 
service providers, there was pertinent feedback on the need for 
increased transparency on Power and Water’s website regarding pricing 
and opportunities associated with renewable technologies. In response 
to this feedback, we increased transparency on our website for several 
topics raised and created a dedicated section on our website to 
improving information for customers on future opportunities for uptake 
of renewable technologies. 
The Easy to Ignore group commented on the importance of protecting 
vulnerable customers during the disconnection process and in the event 
of blackouts, particularly those for whom English is a second language 
and may be unaware of how to receive and provide notification of a 
blackout. It was suggested that Power and Water review communication 
channels to address this issue, potentially through the provision of 
information in other languages. Participants were also interested in 
ensuring we have a clear understanding of our life support customer 
base to ensure that the impacts of unexpected blackouts or 
disconnections are minimised. 
 

The future of electricity

 

Participants had a strong focus on solar being the main energy source in 
the future electricity networks with the need for a balance between 
large solar farms, community solar farms and personal solar panels.  
There was interest in receiving further information about future 
renewable electricity sources including incentives, prices, payback 
options, reliability and impact on the environment. The input of 
customers on how they believe the future energy mix will be comprised 
is a valuable contribution to how we think about the integration of 
renewable technologies and their mix in our future plans.  
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3.2 Phase Two: testing and confirming 
Phase Two of engagement was focused on testing and confirming the assumptions and responses to key 
issues raised in Phase One were adequately reflected and answered. Stakeholders were also informed of 
the constraints and key challenges experienced by Power and Water, as well as encouraged to collaborate 
on finding solutions to customer pain points and issues. The engagement topics focused on understanding 
the perspectives of customers and energy partners on the future technologies and energy networks, as well 
as co-designing solutions to the pain points, constraints and issues faced by Power and Water and its 
energy stakeholders.  

The key engagement activities included engagement with future customers at a Youth Round Table, energy 
partners at the Retailers and Future Networks Forum and engagement with customers at the first series of 
People’s Panels in Alice Springs and Darwin. Power and Water’s YourSay website was also used to act as a 
central touchpoint for customers and other stakeholders to develop their understanding of the electricity 
network and to present the outputs of the engagement sessions. 

3.2.1 Youth Round Table 

A Youth Round Table was held in October 2021 to understand youth perspectives of renewables in the 
Northern Territory and the future of energy. This was followed by a second Youth Round Table in March 
2022 where we engaged on how the youth customer segment would like to access and use energy, through 
a series of activities and discussions. This engagement provided the opportunity to obtain input over the 
course of the engagement process, and to build upon the representation of this segment on our People’s 
Panel, where we saw a decline in participation over time. 

Outcomes 

Feedback was provided on two major topics – renewables in the NT and the future of energy. This feedback 
has been used to inform our plans for the future network and how we can facilitate the NT Government’s 
commitment to achieve 50 per cent renewable energy target by 2030.  

3.2.2 Retailers forum 

We met with energy retailers through an online Retailer Pricing Forum on 9 November 2021, with 14 
participants and four retailers represented. The purpose of this forum was to engage with retailers about 
key challenges for Power and Water, the implications for retailers of these challenges, and to gain an 
understanding of retailers’ views on the future networks. 

The forum was delivered through a series of presentations by Power and Water on our plans for the 
Regulatory Proposal, development of our Tariff Structure Statement, and industry challenges and 
opportunities.  

Outcomes 

The Forum included a series of discussions and interactions to capture feedback from across the material 
presented. Table 3.1 provides a summary of key feedback themes. 



 

 
 

Attachment 1.01 
Page 23 
 

Table 3.1: Key themes of feedback from Retailers Forum 

Theme  Feedback   

Export pricing  • Most retailers were comfortable with export pricing conceptually. However, 
there was some who did not support it.   

• One retailer observed that in other jurisdictions there has been negative 
feedback from customers who have already invested in solar and who feel that a 
change in pricing arrangements therefore erodes expected financial returns. This 
retailer would favour some form of grandfathering.     

Electricity Pricing 
Order  

• All retailers were supportive of pricing strategies that enabled more efficient 
outcomes for the system, including lower cross-subsidies and increased customer 
choice.   

A time-of-use based Electricity Pricing Order tariff for customers with a smart 
meter was supported.  

Reform of the wholesale and network prices embedded within the Electricity 
Pricing Order needs to be coordinated.  

• 

• 

Tariff reform  • Retailers supported increased flexibility and cost reflectivity in tariffs as this 
supports differentiation.  

EV tariffs  • Retailers reported little interest from consumers in electric vehicle (EV) tariffs, 
however, they were generally supportive of reforms that unlocked demand for 
EVs including development of new technology specific EV tariffs, similar to 
controlled load in other states, where a discount is given for control.  

New customer 
classes  
  

• Retailers were generally supportive of looking at smaller customer classes, 
comparable to the classifications applied in other states, to help improve pricing 
efficiency, to reduce cross subsidies and to eventually increase customer choice.  

Time-of-use 
period 
definitions  

• Changing time-of-use periods to better reflect future load and export congestion 
was viewed positively, particularly where it reduced the peak periods, even if it 
resulted in a more complex structure.  

Long-run-
marginal-cost  

• Potential changes to improve cost reflectivity of the peak period, which would 
also help reduce cross-subsidies, were supported in principle.  

Maximum 
demand pricing  

• Moving away from maximum demand tariffs for small customers to a kWh peak 
period charge was supported, based on this being more fit-for-purpose in a 
future solar, EV and battery world.  
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It was felt that some of the questions posed to participants during the Forum required further deliberation 
within the retail businesses prior to the provision of a view. Following the session, we compiled a table of 
issues flagged as requiring further consideration and invited email submissions.  

Further information on the topics discussed and outcomes is provided in Appendix A. 

3.2.3 Future Networks Forum 

The Future Networks Forum was held in November 2021 and attended by 78 participants from different 
stakeholder groups, including retailers, NT Government representatives, generators, customers, and Power 
and Water staff and management. It was held to share Power and Water’s expectations of the initial 
challenges and opportunities during the transition to a ‘least cost’ energy future, changing customer 
preferences and expectations on how we use and consume electricity. 

The forum structure was based on the following key objectives: 

• Start the conversation about how Power and Water should support and respond to growth in 
renewable energy and changing customer behaviour (such as the uptake of EVs). 

• Understand the key priorities and challenges of the rapidly changing energy environment for large 
customers and key stakeholders. 

• Discuss how Power and Water might proceed in line with the roadmap outlined in the Darwin-
Katherine Electricity System Plan, including challenges and opportunities.  

Presentations were led by government and industry organisations to provide a broad industry outlook of 
the changes expected in the future NT network. One of the activities was a question and answers session 
involving industry, government and Power and Water representatives to outline how the energy system is 
expected to evolve and the implications of the Darwin-Katherine Electricity System Plan on the future 
network. Power and Water also presented Power and Water’s Future Networks Readiness Plan: 2021-2024 
which outlines the actions and capabilities required to accelerate renewable adoption in a prudent and 
efficient manner. 

Outcomes 

Live polling was used to capture feedback to understand stakeholder’s perspectives on Power and Water’s 
performance across different areas. The achievement of the NT Government’s 50 per cent renewable 
energy target by 2030 and the realisation of carbon emission reductions were common themes in the 
responses received. Most respondents believed Power and Water was either doing ‘what it should’ or could 
be doing ‘far more’ to support the achievement of the 50 per cent renewable energy target. 

Further information on the topics discussed and outcomes, including results from the panel question and 
answer session, is provided in Appendix B.

https://territoryrenewableenergy.nt.gov.au/__data/assets/pdf_file/0011/1056782/darwin-katherine-electricity-system-plan-web.pdf?v=0.1.1#:%7E:text=The%20Darwin%2DKatherine%20Electricity%20System,the%20backbone%20of%20our%20economy.
https://www.powerwater.com.au/__data/assets/pdf_file/0022/94261/Future-Networks-Readiness-Plan.pdf
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3.2.4 People’s Panels in Alice Springs and Darwin in 2021 

A highly effective engagement channel was our People’s Panels, which brought together a cross-section of 
our residential customers from Darwin and Alice Springs. These panels were held three times: in November 
2021, February and March 2022, and August 2022. At the November 2021 People’s Panels, 23 participants 
in both Darwin and Alice Springs provided representation across age, gender, income and energy usage. 
The focus of the two-day engagement session was on customer experiences across the customer lifecycle 
and renewable technologies in the future network, including solar, EVs and the replacement of ageing 
assets. Figure 3-2 provides an overview of the topics and structure of the sessions across the two days.  

Figure 3-2:  Summary of the November People's Panel agenda across the two-day session in Darwin and Alice Springs 

 

Outcomes 

Feedback on how customers perceive different issues and opportunities were categorised into themes of: 

 

Customer Values: Affordability is 
an important consideration for 
customers, as well as 
sustainability, innovation and 
reliability. 

 

Asset Management: Power and Water 
should manage assets in a timely and 
responsible way, while minimising price 
impacts. 

 

Benchmarking: The Northern 
Territory has unique 
characteristics and it is considered 
that benchmarks should only be 
set against comparable networks. 

 

Transition to solar: Customers strongly 
support a greater uptake of solar and 
believe Power and Water should do 
more to facilitate this. 

 

Electric Vehicles: Power and 
Water should play a role in 
facilitating the shift to EVs but not 
necessarily owning the 
infrastructure in the long term. 

 

Other: Power and Water should 
embrace innovation, new technology 
and transition to a new energy future 
that is customer focused and 
responsive. 
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Further information related to the topics discussed and outcomes, including feedback received on the 
process, is provided in Appendix C. 

3.2.5 Your Say online consultation 

Power and Water’s Your Say website was used to provide information to our stakeholders and collect 
feedback on our Draft Plan. The Your Say website included a range of reference material and more than 50 
videos from Power and Water subject matter experts and industry experts to provide additional 
information and directly responded to many of the participant queries that had been identified.  

Information on customer pain points including understanding solar and other future network options and 
the customer journey, from connection to disconnection, was published on this website to allow 
stakeholders to be further educated on the energy system and future network. 

The Your Say website was also used to inform stakeholders of the different engagement activities 
undertaken across stakeholder groups, including business customer webinars and the release of the Draft 
Plan. Submissions to the Draft Plan were also collected through this website to centralise the collection and 
publication of submissions. Figure 3-3 is an extract from the Energising the future section of the website. 

Outcomes 

During the engagement program, there were over 408 page visits, 3,166 interactions and 712 clicks on the 
YourSay website. Across several engagement sessions, stakeholders expressed appreciation for the range of 
information provided on this website, as well as the opportunity to interact with Power and Water through 
this channel 

We will continue to use our website to engage with our customers and industry partners following the 
submission of our Regulatory Proposal.    

Figure 3-3:  Power and Water YourSay website 

 

 

https://www.powerwater.com.au/your-say/home
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3.3 Phase Three: final proposal testing 
Phase Three of engagement focused on finalising engagement and refining stakeholder and Power and 
Water positions prior to lodging the proposal. During this stage, Power and Water identified the long-term 
engagement methods, structures and success factors to be used in engagement going forward. 
Engagement topics focused on presenting Power and Water’s initial and final forecasts for the 2024-2029 
regulatory period, determining customer priorities and perspectives on engagement, identifying 
opportunities for collaboration and codesign and ensuring stakeholder inputs were considered in Power 
and Water’s 2024-2029 Regulatory Proposal.  

The key engagement activities included engagement with youth, culturally and linguistically diverse (CALD) 
customers and panellists through our People’s Panels, deployment of our Reset Advisory Committee, 
engagement with our major users through several channels and with retailers and generators on a periodic 
basis to ensure Power and Water are aligned with our key energy partners. 

3.3.1 Culturally and Linguistically Diverse (CALD) Focus Group 

Feedback during our engagement was a desire for Power and Water to conduct additional engagement 
with those voices who are commonly overlooked, such as those who identify as culturally and linguistically 
diverse, to ensure that the specific needs and challenges of this customer base were captured. 

We reached out to numerous multi-cultural organisations in the Northern Territory to seek assistance to 
engage with this group, culminating in a CALD Focus Group in March 2022. The attendees represented both 
government and non-government sectors with four participants from different organisations working with 
people of diverse backgrounds. The objective of this Focus Group was to hold an open discussion on the 
challenges and opportunities to support this customer segment. 

Outcomes 

The discussion started with discussing the level of multicultural customers’ understanding of the energy 
system and where they go to find information. While engagement with different multicultural organisations 
exists, many from this customer group engage with members of their direct community to find answers to 
their questions rather than with energy companies like Power and Water. It was also understood that while 
the Power and Water and individual retailers’ website are one of the first places this stakeholder group will 
consult, there is inadequate information in different languages or in providing access support.  

Some suggestions from participants included: 

• Provide outreach to STEPS – a community-based training organisation providing language skills.  

• Provide interpreters to help customers navigate connections, disconnections and faults.  

• Provide support for people to understand information about outages and faults on the website.  

• Help with information on education about energy efficiency, management and reduction of usage.  

• Reinstate ‘coolmob’ at home energy audits (Power and Water ceased funding ‘coolmob’ when 
functional separation between Power and Water and Jacana Energy occurred. Participant expectations 
were that Jacana Energy would continue this program).  

• Engage with community groups on basic energy education.  
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• Provide clarity about the roles of Power and Water and Jacana Energy and actively promote this 
through all networks and channels, including faith based, advocacy and community-based 
organisations.  

• Promote all avenues through website and service providers. 

• Work with other energy partners and stakeholders to support this customer group and those 
experiencing hardship.   

We have captured this feedback and will consider how we may be able to incorporate some of these 
suggestions in our future plans. 

Several of the issues raised during the Focus Group related to engagement with retailers, who we will seek 
to work with to ensure a consistent and responsive approach.   

3.3.2 Youth Round Table 

A Youth Round Table was held in March 2022 to understand the position of youth on renewables in the 
Northern Territory and the future of energy. This follows our engagement in October 2021 with the youth 
customer segment on how they want to access and use energy.  

Outcomes 

This engagement provided an additional opportunity to engage with youth, particularly as we saw a decline 
in participation from this customer group at our People’s Panels in March and April 2022. We sought to 
gather feedback from representatives on the two major topics of renewables in the Northern Territory and 
the future of energy to help us inform how our proposal will meet the expectations for the future network 
and meet the Northern Territory Government 50 per cent renewable commitment. This forum also 
culminated in the nomination of a Youth Round Table Representative to our customer committee, the 
Reset Advisory Committee.   

3.3.3 Reset Advisory Committee 

The AER2429 Reset Advisory Committee (RAC) was formed to consult with customers on our expenditure 
plans for the 2024-29 period and test how customer preferences have been incorporated into our 
Regulatory Proposal.  The Reset Advisory Committee was comprised of representatives across youth, 
residential, disadvantaged, small/medium business and large business customer segments.  

A summary of the agenda for the meetings is outlined in Table 3.2.  
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Table 3.2: Reset Advisory Committee Meeting Dates and Agenda 

Meeting 
number 

Meeting date  Agenda  

1 29-Mar Introduce Power and Water’s engagement process, the Reset Advisory 
Committee Terms of Reference and the outcomes of the Alice Springs 
People’s Panel. 

2 8-Apr Provide project timeline and Reset Advisory Committee Work Plan for 
engagement. 

3 22-Apr  Discuss capital expenditure forecasts and drivers, including an initial 
breakdown of expenditure and how we will incorporate customer 
feedback.  

4 6-May  Discuss replacement, growth and non-network capital expenditure, 
including the People’s Panels preferences.  

5 20-May  Discuss the Draft Plan and Regulatory Proposal development and how 
Power and Water can respond to energy efficiency and equity issues for 
low-income customers.  

6 3-Jun  Provide information on affordability and vulnerability issues in the energy 
system and discuss Future Network considerations. 

7 17-Jun  Discuss initial operating expenditure forecasts and drivers, including a 
recap of People’s Panel outcomes.   

8 1-Jul  Provide an overview of the Draft Plan and further information on 
affordability and operating expenditure.   

9 15-Jul  Deep dive into the Draft Plan and an update on Regulatory Proposal 
development.  

10 22-Dec Provide an overview of the Regulatory Proposal before submission. 

A summary of the purpose and feedback from the meetings can be found on our website. 

The Reset Advisory Committee was originally scheduled to meet 14 times prior to submission of our 
Regulatory Proposal to provide consistency of engagement and feedback on issues as they develop. 
Although fewer formal Reset Advisory Committee meetings were held than originally anticipated, primarily 
driven by the ability to convene a quorum, engagement was continued with these stakeholder groups 
through other forums.  

The Reset Advisory Committee was an area where we experienced challenges in attracting and sustaining 
involvement in the engagement process over an extended period.  In response to this ‘lesson learned’, we 
are looking to restructure and reform the Committee in 2023 and seek advice from an independent 
consultant on practical mechanisms to support the effectiveness and sustainability of future engagement, 
specifically in the NT context and with recognition of the needs and challenges faced by Territorians. 

https://www.powerwater.com.au/about/regulation/our-future-electricity-plans/aer2429-engagement/reset-advisory-committee
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3.3.4 Business customers engagement 

Between March and April 2022, we distributed a fourteen-question survey, in partnership with the 
Northern Territory Chamber of Commerce, to small-medium businesses to capture feedback on current 
experiences in the energy market and understand their plans for adoption of renewable technologies in the 
future. 

A breakfast event was held in August 2022 gathering over 120 members from the Chamber of Commerce 
small to medium business network. The purpose of this event was to outline our Draft Plan to small to 
medium sized businesses, encourage feedback through the consultation process and to explain why the 
business community’s perspective matters in the development of our Regulatory Proposal. 

We also conducted a three-hour webinar with our major (>750 MWh per annum) and small to medium 
(<750 MWhs per annum) business customers in September 2022. This engagement was supplemented by 
the release of two discussion papers for consultation; a Large Customers Discussion Paper and Small to 
Medium Customers Discussion Paper, targeted to each business customer segment and providing 
additional detail to support the Draft Plan. This session also sought input on two key elements we consider 
particularly relevant to business customers: business customers’ preferences on Power and Water’s draft 
revenue and expenditure and proposed changes to our tariff structures impacting business customers.  

Outcomes 

These engagement sessions provided us with insights into the experiences and plans of our business 
customers, including the importance of maintaining reliability and support for investment in infrastructure 
to accommodate the shift to renewables. During the webinar in September 2022, some participants 
expressed interest in being actively involved in meeting some of the strategic priorities and plans expressed 
by Power and Water in our Draft Plan. We will continue to investigate opportunities to work with large 
business customers. 

3.3.5 People’s Panels in Alice Springs and Darwin in 2022 

Our People’s Panels were reconvened in Darwin and Alice Springs in March/April 2022 and August 2022. In 
March and April 2022, we had similar numbers of participants across the two panels, while in August 2022 
we convened a smaller group of participants to host higher level discussions on key elements of the Draft 
Plan and Regulatory Proposal. Additionally, one of the participants in the August Alice Springs’ Panel was a 
resident from Tennant Creek and RAC member who was able to provide the views of the smaller network 
and of the Committee. This meant there was a clear linkage between our People’s Panels and RAC, as well 
as ensuring the voices of Tennant Creek customers were represented within these sessions.  

We also invited several industry experts and Power and Water executives to attend these events to provide 
industry insight into the direction of the national and local energy networks and ensure the voices of 
customers were heard and considered by all areas of Power and Water. 

During the People’s Panels in March and April, customers provide their feedback and preferences for Power 
and Water to pursue in the 2024-29 regulatory period across the areas of: 

• Future Networks.

• Addressing the challenges of asset replacement in an ageing network.

• Improving customer service.

https://www.powerwater.com.au/__data/assets/pdf_file/0015/136302/2022-09-08-PWC-Discussion-Paper-Large-Users.pdf
https://www.powerwater.com.au/__data/assets/pdf_file/0021/136308/2022-09-08-PWC_Discussion-Paper_Small-to-Medium-Users-with-Accessibility_FINAL-DRAFT.pdf
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Participants were asked to use a suite of customer values considered important to customers in the current 
and future energy networks to make decisions on the level and nature of investment Power and Water 
should pursue in these areas. Panellists were also asked to consider the trade-offs between short-term 
affordability and long-term sustainability when recommending solutions for Power and Water to address 
current and future issues within the electricity networks.  

During the People’s Panels in August, customers were invited to provide feedback on key aspects of our 
Draft Plan and test how customer preferences and priorities have changed since the previous series of 
People’s Panels in March and April in light of our revised forecasts, including as a result of higher financing 
costs. Another objective of the August sessions was to understand participants’ appetite to use various 
levers to reduce the revenue impact on customers and how to manage the impacts of future technologies 
in the network. A clear output from the Panels was the need for smarter, more efficient solutions which 
support the community now and into the future. 

We also sought specific feedback on our proposed implementation of a customer preference relating to 
investing in a network that can facilitate increasing renewables. Many panellists were satisfied with the 
progress from the previous session. However, there was an emphasis on Power and Water implementing 
solutions at a more gradual pace to improve learning. This included pilots in unproven technologies. 

Outcomes 

Key elements of the Peoples’ Panel input have been reflected in our Regulatory Proposal. Further 
information related to the topics discussed and outcomes, including feedback received on the process, is 
provided in Appendix D and Appendix F. 

3.3.6 School Youth Forum 

Power and Water sought further engagement with youth through a two-hour school forum in May 2022 to 
understand the perspective of younger Territorians on energy in the NT and renewable technologies in the 
future network. Students were encouraged to provide feedback in group discussions and through use of 
interactive activities like Mentimeter on how they see Power and Water now and into the future, as well as 
how we support and engage with all stakeholders. 

Outcomes 

Feedback gathered from participants was that there was confusion related to some of the information 
presented and more interactive activities are important to ensure the youth are engaged in the future of 
our networks. We sought to incorporate this feedback into our People’s Panels and other customer 
engagement sessions by providing a baseline knowledge to customers and embedding more activity-based 
sessions in engagement.  
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3.3.7 Future Networks Forum 

This session followed the first Future Network Forum hosted in November 2021, which led to the 
publication of the Future Network Readiness Plan. The second Future Networks Forum was held in June 
2022 with major customers, Northern Territory Government representatives and retailers to discuss 
opportunities of transitioning to a renewable energy future. In particular, we sought feedback and insights 
from stakeholders on: 

• The role we should play to support the achievement of Northern Territory Government’s renewable 
energy targets. 

• The network capabilities required to support this transition. 

• Initiatives to bridge identified gaps in our existing capabilities. 

Discussion focused on the key initiatives and objectives within the Plan to inform our Future Network 
Strategy and the expenditure plans within our Regulatory Proposal. Figure 3-4 provides the summary of the 
principles, objectives and streams in the Future Network Strategy presented during the Forum, including 
the topics tested with participants including consumer energy resources (CER) and dynamic operating 
envelopes (DOE), community scale batteries and electric vehicle (EV) charging. 

The Future Network Forum enabled us to obtain feedback on the preferred pathways for implementation 
of future network initiatives, including DOEs, EV charging and feasibility of community batteries, using the 
digital tool Miro. We collected both qualitative inputs and quantitative inputs on which strategic objectives 
stakeholders preferred, additional options Power and Water could pursue in implementing DER integration, 
EV charging and community batteries and any key concerns with what we are intending to present to the 
AER.  

Figure 3-4 Future Network Strategy principles, objectives and streams 
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Outcomes 

Future Network Strategy 

Craig Chambers from Engevity presented the principles, objectives and streams of the Future Network 
Strategy, including CER/DER integration, community batteries and EV charging. Participants in the session 
were first invited to comment on the suitability of the objectives of the Future Network Strategy and 
identify if there are any objectives missing which will enable the principles underpinning the Strategy.  

Responses for additional objectives to include were across several key themes of: 

• Facilitating the market and NT Government’s Net Zero policies. 

• Supporting customers in the management of their energy use and participation in network assets. 

• Working with the supply chain, from generators to customers, to achieve objectives. 

Participants were also asked to vote on which of the objectives in the Future Network Strategy was their 
favourite. It was clear most participants wanted a future network which could provide the network 
flexibility and greater uptake of CER needed to enable the NT Government’s Net Zero Policy. The voting 
indicated the below preferences:  
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DER Integration 

Nina Hitchins from Synergies Economic Consulting discussed the challenges and opportunities associated 
with CER/DER integration in the NT, Power and Water’s objective to accommodate more solar and maintain 
reliability and potential options for investment. These options included: 

 

The majority of participants indicated that somewhere between option 2 or 3 was the most efficient 
solution, or solely Option 3. Issues around cybersecurity and trialling solutions through pilots before 
implementing across the network was raised during discussions. The clear message was that it is in the best 
interests of customers and the NT network that Power and Water is proactive in facilitating CER/DER 
integration and doesn’t wait until problems arise with assets. The voting indicated the below preferences: 
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Community battery feasibility 

Tim Edwards from CutlerMerz discussed the role of community batteries in the Northern Territory energy 
transition, the benefits and risks adoption provides and potential options for investment. These options 
included:

Similar to the session on DER integration, the results indicated that most participants supported an option 
2, option 3 or solution somewhere between option 2 and 3. There was concern that the investment in 
these batteries may be costly to be fully borne by Power and Water or the NT Government, and there 
should be private investment in facilitating community batteries. General support was given to the pilot 
approach and ensuring it can provide the reliability needed to support the entire grid, including in 
blackouts. The voting indicated the below preferences: 
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EV charging 

Matt Armitage from EY presented a session on the future of EVs in the Northern Territory, including the 
challenges expected from the additional load on the network and how to manage charging habits to 
prevent a lack of supply for the higher demand. To meet these challenges and facilitate the expected 
uptake of EVs by energy users, four options were proposed to participants: 
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Over 80 per cent of participants supported Option 3 or a solution somewhere between Option 2 and 3. This 
was largely driven by a desire to be proactive in the EV space, rather than reactive, and consider the greater 
risks and costs associated with forgoing investment. It was also recommended that Power and Water 
consider how other networks have addressed these challenges and learn from the experiences of the 
expansion of rooftop solar in the NT. The voting indicated the below preferences: 
 

 

3.3.8 Draft Plan consultation with Retailers, Generators and Joint Consultative Committee 

We also consulted with retailers, generators and the JCC following release of our Draft Plan. In these 
sessions, we discussed the tariffs and pricing components of the Draft Plan in addition to the opportunities 
for collaboration and co-design with energy partners in the upcoming regulatory period.  

Sessions were held with retailers, Jacana Energy and Rimfire Energy, immediately following the release of 
the Draft Plan in August 2022. Engagement sessions were also offered to retailers, Next Business Energy 
and QEnergy. A secondary series of meetings were held in October 2022 with Rimfire Energy and Jacana 
Energy to discuss changes to tariffs and structures since the Draft Plan to test retailer perception of the 
changes in pricing and to inform retailers on the engagement sessions conducted with other stakeholders. 

An engagement session with Territory Generation took place in November where we discussed the 
feedback received provided on our contingent projects and how we can work collaboratively to meet the 
objectives of the future network. In December 2022, we held a forum that was open to all generators to 
discuss the Draft Plan and opportunities to collaborate and co-design solutions to challenges expected in 
the future network. Meetings with generation businesses provided feedback for continued collaboration 
and conversation about the delivery of several key projects in our plan, with a desire for more regular and 
in-depth engagement across tariffs and changes to charging arrangements for metering, project-specific 
issues and the connection process.   

A non-network solutions forum with our energy supply partners will be scheduled for early 2023 to identify 
and explore industry thinking on non-network solutions and their suitability for addressing different types 
of network issues and constraints.  

We engaged with the JCC in November 2022 to inform participants on the approach to forecast the 
expenditure and revenue proposed by Power and Water as well as the engagement process undertaken. 
We plan to engage with this stakeholder group further as we continue our engagement post-submission of 
the Regulatory Proposal. 

Feedback received from our stakeholders on our Draft Plan is provided in Attachment 1.03.
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3.3.9 Vulnerable customers 

Throughout the AER2429 engagement process, we were reminded of the difficulties experienced by our 
vulnerable customers. Vulnerable customers are often not in a position to take advantage of the positive 
opportunities provided by the energy transition, such as installing rooftop solar, or changing their energy 
use behaviour to take advantage of lower cost time periods. Many stakeholders believe Power and Water 
has a role to provide more information and support for vulnerable customers through our communications, 
activities and plans.  

During our People’s Panels, we tested how we can develop our plans to enable vulnerable customers to 
take advantage of new technologies and pricing changes. We further sought representation of this 
perspective through our Reset Advisory Committee by including a representative from an NT community 
group.  

A clear message across all forums and our engagement program was that no one should be left behind. All 
electricity users should be given a reasonable opportunity to participate in technology shifts and access 
opportunities presented by the future network. In response, we investigated how other electricity 
networks have, or are planning to, support the needs of vulnerable customers, for example, through 
initiatives, studies and concessions. 

We recognise the importance of engaging with our energy partners, the NT Government and community 
bodies in developing and implementing solutions such as customer energy literacy programs. We are 
investigating how we can incorporate this into our business-as-usual education programs, including 
provision of accessible and educational information on our website regarding energy affordability. 

We are currently developing a customer experience strategy, which will look at our customers’ journey 
with us and set out a roadmap for improvement. In the development of this document, we will investigate 
how we may address vulnerable customers in future regulatory periods.
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4. Lessons learned from engagement 
Given the distinctiveness of our customer base, our networks, how we deliver services and the ongoing 
process of alignment with the national regulatory framework, we invited feedback throughout the process 
of engagement on effectiveness and opportunities for improvement. 

Our People’s Panels provided positive feedback that the process of engagement was effective and 
informative and felt their opinions were valued and recognised in the development of our Regulatory 
Proposal. We learned through these engagement sessions the importance of increasing the accessibility of 
our content and in providing our customers with access to subject matter experts within Power and Water 
to support their understanding of the practical impacts of challenges and investment options. We were also 
encouraged to play a larger role in ensuring all customers can access the benefits and manage the 
challenges of the energy transition and to partner with Government and others in the energy supply chain 
to investigate initiatives to manage these impacts.   

Several energy partners have expressed interest to be engaged on the programs proposed in our Draft Plan 
and to be involved as appropriate in forward stakeholder engagement forums. This feedback is consistent 
with that provided by our People’s Panel, who encouraged the inclusion of parties such as retailers in 
discussions where this would support customer understanding or the resolution of customer pain points. 
This feedback will help guide our approach to future engagement, including through involvement of third 
parties in certain conversations.   

We experienced challenges in attracting and sustaining the involvement of certain stakeholder groups in 
the engagement process over an extended period. In response to these ‘lessons learned’, we are seeking 
advice from an independent consultant on practical mechanisms to support the effectiveness and 
sustainability of future engagement, specifically in the NT context and with recognition of the needs and 
challenges faced by Territorians. The results of this work will directly inform future conversations and the 
focus, structure, and delivery mechanisms of our engagement program.  

Further, an independent report produced by energy consumer expert, Dr Andrew Nance, provided clear 
recommendations on how we can improve our customer engagement program including along the themes 
of customer service, the difference in the three regulated networks, customer energy resources, 
affordability, tariffs and engagement with customers. His overarching recommendation to overcome the 
challenges with attracting and sustaining stakeholder engagement was to “take the messages to them 
rather than rely on attendance at forums”. Andrew Nance also noted that tariffs and the customer lifecycle 
concept should remain as an enduring framework for engagement and the importance of all three 
regulated networks being reflected and considered in future expenditure plans and engagement. We have 
undertaken these recommendations in our future engagement planning and Regulatory Proposal. 

We believe we have engaged holistically and consistently across our stakeholder base, evolving our 
approach in response to feedback received both on the process of engagement applied during our first 
regulatory determination and over the course of the current engagement process.  We will seek to further 
improve how we engage with our customers and other stakeholders as part of our business-as-usual 
activities and prepare for the next regulatory period. 
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5. How we will continue the conversation 
Customers are at the centre of everything we do. It is therefore vital they continue to be involved in the 
development and delivery of our plans.  

Engagement with our customers and stakeholders will not stop once we submit our Regulatory Proposal. 
We will continue the conversation through business-as-usual engagement forums, our website, regular 
customer advisory committee meetings and discussions with our energy partners. Feedback on our 
engagement process from across our stakeholder groups and the AER will be reflected in these 
conversations. 

Ongoing communication with our energy partners will enable consistency in how we service Territorians 
and support the realisation of broader economic and social objectives for the NT. There was interest from 
several stakeholders to be involved in working collaboratively to facilitate the delivery of programs and 
activities including several we have proposed in our Regulatory Proposal, such as investment in new 
technologies and assets and educating customers about network related issues, which we will continue to 
discuss. Partnerships and initiatives with Government and our energy partners related to vulnerable 
customers will also continue to be investigated, to support their participation in the adoption of new 
technologies and initiatives and seek to manage the impacts of the energy transition. 

As noted above, we are also seeking advice from an independent consultant on practical mechanisms to 
support the effectiveness and sustainability of future engagement.  

We appreciate the commitment and input of our customers and other stakeholders throughout the process 
of engagement for our AER2429 Regulatory Proposal.  The contributions and feedback received have 
facilitated in the development of a Regulatory Proposal which we believe will play an important role in 
meeting the needs of Territorians now and into the future. 

 



 

 
 

Attachment 1.01 
Page A-1 
 

Appendix A  
Retailer forum 
community 
engagement report 
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Power and Water’s Community Engagement Report for the Retailer Pricing Forum held in November 2021 

can be found on our website. 

https://www.powerwater.com.au/__data/assets/pdf_file/0011/100613/Retailer-Forum-November-2021-Community-Engagement-Report.pdf
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Appendix B  
Future networks 
forum community 
engagement report 
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Power and Water’s Community Engagement Report for the Future Networks Forum held in November 2021 

can be found on our website. 

https://www.powerwater.com.au/__data/assets/file/0033/99591/Future-Networks-Forum-Report.pdf
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Appendix C  
People’s Panel 
summary report 2021 
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Power and Water’s People’s Panel Summary Report 2021 held in November 2021 can be found on our 

website. 

https://www.powerwater.com.au/__data/assets/pdf_file/0010/110431/People-Panel-Report-2021-web.pdf
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Appendix D  
People’s Panel 
summary report 2022 
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Power and Water’s People’s Panel Summary Report 2022 held in March and April 2022 can be found on our 

website. 

 

 

 

https://www.powerwater.com.au/__data/assets/pdf_file/0023/132872/Peoples-Panel-Report-Summary-Report-2022.pdf


 

 
 

Attachment 1.01 
Page E-1 
 

Appendix E  
Draft Plan – Questions 
for our stakeholders 
to prepare our 
2024-29 Regulatory 
Proposal 
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Power and Water’s Draft Plan – Questions for our stakeholders to prepare our 2024-2029 regulatory 

proposal can be found on our website. 

https://www.powerwater.com.au/__data/assets/pdf_file/0019/131437/PWC-Draft-Plan-Accessible-version-2-August-2022.pdf
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Appendix F  
August People’s Panel 
decisions and 
outcomes 
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Power and Water’s August People’s Panels – Panel Decision and Outcomes report can be found on our 

website. 

https://www.powerwater.com.au/__data/assets/pdf_file/0019/145180/August-Peoples-Panels-Panel-Decisions-and-Outcomes-Summary.pdf
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Appendix G  
Feedback on Power 
and Water’s Draft 
Proposal 
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Power and Water’s Draft Plan – Feedback Summary Report can be found on our website. 

https://www.powerwater.com.au/__data/assets/pdf_file/0020/152912/Power-and-Water-Draft-Plan-Feedback-Summary-Report-2024-2029.pdf
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Contact  
Australia:  1800 245 092 
Overseas:  +61 8 8923 4681 
powerwater.com.au 

http://www.powerwater.com.au/

	Attachment 1.01 



	Contents 
	Abbreviations 
	Overview 
	Table 1.1: Summary of customer feedback themes 
	1. Introduction 
	Figure 1-1:  Power and Water's role in the Northern Territory energy supply chain 
	1.1 Purpose of engagement  
	2. Engagement summary 
	2.1 How we designed our engagement 
	2.1.1 Objectives and principles  
	Asking customers what matters to them 
	Target engagement on key issues  
	Galvanise the interest of stakeholders 
	Be 'on message' and prepare beforehand 
	Provide a transparent feedback framework 
	2.1.2 What we learned from past engagement 
	Table 2.1: AER feedback on 2019-24 engagement 
	2.1.3 Adherence to best practice 
	Table 2.2: IAP2 core values for public participation 
	2.2 Who we engaged 
	Figure 2-1: Power and Water's regulated networks 
	Figure 2-2: Unemployment benefit recipients relative to population by state and territory – Australian Bureau of Statistics 2020 
	Table 2.3: Key engagement channels for the 2024-29 program 
	2.3 Our engagement activities 
	Figure 2-3:  Power and Water 2024-2029 engagement activities 
	3. What we heard 
	Figure 3-1:  Power and Water 2024-2029 engagement phases and outputs 
	3.1 Phase One: developing baseline and initial deep dive 
	3.1.1 Darwin Show 
	Outcomes 
	3.1.2 Customer focus groups 
	Outcomes 
	3.2 Phase Two: testing and confirming 
	3.2.1 Youth Round Table 
	Outcomes 
	3.2.2 Retailers forum 
	Outcomes 
	Table 3.1: Key themes of feedback from Retailers Forum 
	3.2.3 Future Networks Forum 
	Outcomes 
	3.2.4 People’s Panels in Alice Springs and Darwin in 2021 
	Figure 3-2:  Summary of the November People's Panel agenda across the two-day session in Darwin and Alice Springs 
	Outcomes 
	3.2.5 Your Say online consultation 
	Outcomes 
	Figure 3-3:  Power and Water YourSay website 
	3.3 Phase Three: final proposal testing 
	3.3.1 Culturally and Linguistically Diverse (CALD) Focus Group 
	Outcomes 
	3.3.2 Youth Round Table 
	Outcomes 
	3.3.3 Reset Advisory Committee 
	Table 3.2: Reset Advisory Committee Meeting Dates and Agenda 
	3.3.4 Business customers engagement 
	Outcomes 
	3.3.5 People’s Panels in Alice Springs and Darwin in 2022 
	Outcomes 
	3.3.6 School Youth Forum 
	Outcomes 
	3.3.7 Future Networks Forum 
	Figure 3-4 Future Network Strategy principles, objectives and streams 
	Outcomes 
	Future Network Strategy 
	DER Integration 
	Community battery feasibility 
	EV charging 
	3.3.8 Draft Plan consultation with Retailers, Generators and Joint Consultative Committee 
	3.3.9 Vulnerable customers 
	4. Lessons learned from engagement 
	5. How we will continue the conversation 




