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Addressing CAP feedback 
[Customer Commitments] 
 

What we heard What we propose to do 

There was a recommendation to build in a reflection 

point to review the commitments to ensure this remains 

a ‘living document’. For example, build in community 

consultation at certain points in time to allow it to be 

updated with the shifting preferences of customers. 

 

We agree that this will add value to customers and will undertake to do this. We propose an 

annual review process that may include further customer engagement to test metrics, their 

relevance and if any emerging topics should be covered by commitments. We will consult with the 

CAP regarding any proposed changes  

Recommend reviewing the consistency of drafting for the 

customer commitments to ensure ease of read. For 

example, frame all commitments the same way i.e. “we 

will do this”, or “you will get that”. Currently, it is a mix of 

both.  

 

We will update the commitments to ensure a consistent flow of language and positioning. We will 

update all commitments to start with “we will…” 

Highlight who the customer commitments were drafted 

for. 

During our launch of the customer commitments, we will outline the key audience and bring back 

to first principles; that these customer commitments are designed to outline our commitments to 

end use customers 

It was proposed to list the customer commitments in a 

hierarchy of importance when published, noting the order 

may shift over time.  

 

We consider the theme groupings important for clarity for customers, but will group the themes 

into priority order, commencing with reliability and affordability themes. 

Revisit the grouping of customer commitments. For 

example, it could be argued that DER is about customer 

choice rather than the environment. It was noted that it is 

important to get these groupings right.   

 

We have revisited the groupings for commitments and determined that while most are 

appropriate, the DER based commitment regarding export will be shifted to customer choices, 

rather than environment, as suggested by the CAP. 
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We believe that this move also provides better balance to the number of commitments under 

each theme. 

Recommend considering a commitment focused on 

deeper facilitation of energy management for customers  

 

We appreciate the suggestion from the CAP and will consider this in the first annual review. Given 

that we completed customer testing and this was not a prioritised focus for the customers this 

time around, we propose to stay with the themes and commitments already identified. 

 

However, this will not prevent us from assisting customer with deeper facilitation of energy 

management. We see that there is a key role for us as distributors to play in this space, and will 

work with the CAP to pursue tangible opportunities to assist customers with this task 

There was a concern on whether 40 customers across 

three networks was enough engagement. There is a 

potential to bring more customers in to finalise and fine 

tune the commitments. 

 

We acknowledge the feedback and will consider the merits of boosted sample sizes for future 

research activities. We are confident that the mix of customers across networks that we achieved 

with this research piece has provided us with enough insights to develop this initial set of 

commitments and has delivered a robust outcome 

Recommendation to provide more context around some 

of the commitments. For example, without the nuanced 

understanding of what reliability supply is, the customer 

commitment may not be that valuable to an everyday 

customer. 

 

When we launch the customer commitments, we will endeavour to provide supporting 

information to contextualise the commitments. This may include historical performance, 

definitions and any other information that may paint a clearer picture of the purpose and value of 

the commitment. 

 

We acknowledge that there are differing levels of engagement and understanding between 

customer segments, and we will aim to provide enough information to cater to each of these 

segments 

Recommendation to perhaps provide information on how 

you will meet these commitments. For example, what will 

the business do to reduce planned outages.  

 

In line with the above, we will also outline the key initiatives and approaches we will introduce to 

meet the defined customer commitments.  

 

For example, we are developing new checklists for our planning staff to use when developing 

outage works plans that will help to minimise customer outage risks and impacts. 
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Recommendation to provide more context around the 

most affordability distribution network commitment and 

whether it is by feeder type, by country/state. 

Noting that there are differences in network size, make up, urban, rural, commercial, residential 

customer splits across networks in the country, we will aim to provide context to what we mean 

when we discuss affordability (compared to like businesses). As per actions above, we will do this 

through supplementary information that will be made available when we launch the customer 

commitments publicly (post the final regulatory reset decision in April 2021) 
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Addressing CAP feedback 
[Solar Hosting] 
 

What we heard What we propose to do 

There was strong feedback on the importance of 

educating customers on the issue of increasing solar 

penetration. There is a lot of scepticism as customers see 

distribution networks as blockers to using green energy. 

Customers need to know distribution networks are not 

trying to stop solar but instead trying to enable it. 

We agree on the importance of this piece and are continuously reviewing and improving our 

communications to customers. A specific piece will begin to look into how we can better frame 

our place in the overall DER/Renewable energy space as ‘enablers’ rather than ‘blockers’. Some 

key actions we are taking include:  

• Developing a communications campaign with installers in the first instance that outlines 
the importance of the role that they play in supporting customer education. Engaging 
with industry around messages to ensure clear understanding for installers, customers 
and retailers  

• Engaging with Original Equipment Manufacturers (OEMs) through quarterly webinars to 
explain the importance of inverter setting, drive towards consistency in default settings 
and deliver training to key manufacturer staffWe will also look into more communication 
on our role in the space; specifically around that our role is to supply electricity to all 
customers. 

It was recommended a different framing of the topic of 

solar constraints. For example, it is less about ‘a problem 

we are fixing’ and “we need to stop you from damaging 

everyone” and more about ‘enabling customers choice’ 

and ‘here is how we can save you money through the 

smarter use of what you’ve got’. 

Ongoing customer communications will be reviewed and reframed to better focus on customer 

choice. 

We have already set out some customer journeys in this space and will begin to work on engaging 

with customers to understand what choices they see as valuable and to see how we can take 

these into consideration.  

This discussion point on ‘customer choice’ will play a major role in the ongoing dynamic 

connection agreements piece. 

There will also be a portion of customers who will not 

want to connect with the network and instead, only self-

consume. Recommend speaking with and building trust 

with this group too. 

We are very supportive of customers who wish to self consume, rather than export. We see this 

as the key value add for customers looking to manage their energy costs, and these types of 

installation have minimal impact on us as a network. We aim to provide customers with 

information to help them with their set up and investment decision through case studies and 

independent reviews.  
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There was a question on whether a dynamic connection 

agreement would need to be renegotiated if a house is 

sold and a new customer moves in. This could be a value 

add for property 

We are beginning to validate approach to dynamic connection agreements and work through the 

customer impacts of these changes. There is discussions occurring already off the back of the 

SAPN project around how these would look at a national/state level. 

This will be a key consideration as a part of the contracts that will be put in place as a part of this 

works, this may also be included as a part of the ‘customer choice’ in this space. 

Need to uplift the customer choice. For example, a 

customer could elect to have a lower export limit, or 

perhaps a higher export limit but the distribution network 

has the ability to cut them off when they need to. There 

needs to be clear communication for the value this 

arrangement creates, both for the individual connecting 

and everyone else. 

We will start to outline the overall benefits all parties (customers, network and other customers 

etc) of dynamic agreements. There has been some work on this already as a part of the SAPN 

project that can be leveraged.  

We will aim to be clear around what tangible benefits there are to the various choices that 

customers can make so they can be empowered to make an educated decision. 

We are currently limited in technology to provide optionality to customers (fixed vs variable), but 

will consider this as we develop out our approaches for dynamic connection agreements 

Question around how many customers needed in a 

dynamic operating envelop to make it work. 

Recommend beginning to think about how the business 

will contextualise the dynamic operating envelopes in the 

broader context of the energy market i.e. export tariff 

rule change.  

The intent would be to create a dynamic envelope that would provide benefit in isolation. For 

example a customer who otherwise might get a limited export outcome would be provided the 

option to have a dynamic operation envelope that would allow them to have maximum export 

most of the time and only be constrained when the network required it. 

As part of our broader planning for the facilitation of the two-sided market within the Energy 

Security Board’s (ESB) post-2025 NEM review, we are evaluating and considering the operation of 

operating envelopes, capacity and access markets and tariffs and how they fit in the future. We 

will engage with the CAP on these topics during the course of the year. 

The increasing in DER will impact local government. Need 

to show them the value this could provide. 

We are working closely with local government on many projects in this space as a key stakeholder 

and will continue to build these relationships. 

We are also active in seeking out community battery initiatives, where we are working together 

with local communities, local governments, and the state government to trial solutions that assist 

in sharing DER resources and focusing on solving local constraints without the need for network 

upgrades. We will share further details on this with the CAP during the year. 

Question on how much emphasis you put on installers 

verse retailers verse original suppliers of equipment into 

This is a very key discussion point for the future with us. We are working very intently currently on 

how to address non-compliant installations. This is an issue that is unlikely to have a ‘silver bullet’ 
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the country. This will be very important to guide the focus 

of non-compliance investigations.  

and therefore we are engaging broadly with a range of interested parties who may be able to 

assist with driving greater compliance. 

For example, we have been engaging with OEMs on a quarterly basis to focus on ensuring 

equipment is supplied with the correct settings and clear and easy instructions.  

We are also looking to engage more with the CEC and other parties around ensuring that the 

expectations from the standards and others are met either through accreditation programs or 

auditing of installations. 

Recommendation to build up the testing and auditing 

requirements. Residential customers do not know 

whether their kit is compliant so the responsibility should 

not be their responsibility. 

Residential customers are a key piece in the overall puzzle and we are working through how best 

they should be engaged in this area and what roles they should play. In the beginning more 

education around what they should be doing and how their system should be operating is our 

focal point. We have already begun this engagement with the current range of communication on 

solar hotspots and the solar fact sheet. In the first instance, we see it as the obligation of their 

installer to ensure the inverter is set up correctly, as per the customer’s agreement with us as the 

distributor. After this point, it is the customer’s responsibility to ensure they remain compliant 

(and get the right technical advice as needed to do so) 

To ensure the appropriate set up, we are looking at options to include settings checking in 

certificate of electrical safety inspection sign offs and we are trialling approaches to non-

compliant customers (through letters) to test responsiveness and gain customer feedback. 

Tennant offered to link us up with James Thomson from 

AIG to talk through manufacturer engagement and 

techniques for driving compliance with standards 

We had a productive session with James who gave us a range of insights in dealing with 

manufacturers, setting and agreeing standards and had views on voltage levels and their impact 

to items like household appliances. Thank you for the connection, Tennant  
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Addressing CAP feedback 
[Proposed research on quantifying customer values and preferences] 
 

What we heard What we propose to do 

• Consensus that the proposed research will be valuable We are pleased the Customer Advisory Panel (CAP) see value in our proposed research on 

quantifying customer values and preferences. We are now in the process of scoping a Request 

for Quote (RFQ) to engage an external consultant to assist in quantifying the values and 

preferences our customers place on a range of our key services. We believe there is an 

opportunity to work with our CAP to develop the framework and approach for this piece of 

work. We plan to present to the CAP again this year once it’s further progressed. 

• Engaging with customers on what they think is of value 

is more valuable than relying on assumptions. 

However, it was noted that this is a rapidly moving 

space and as such, it was recommended to conduct 

this period periodically.   

We agree that this research will need to be revisited and built upon periodically given the 

rapid change happening in the energy sector. We will keep the CAP involved in each step of 

the way. 

• It would be beneficial if you conducted the research in 

a segmented way in terms of customer groups  

The proposed project scope includes the recruitment of a variety of customers from different 

customer groups, including for example residential and business customers. We will seek 

recruitment strategy advice from the external consultant, and ways of presenting the results 

per customer segment as relevant. 

• It was noted that an interesting part of the proposed 

research will be reflecting whether investment is 

smeared across what all customers want or instead, 

more focused on what one group of customers want 

The proposed project scope includes engaging with a variety of customer groups. We will 

highlight material differences in what the differing customer groups value.  

• The meaningful part of this research will be 

investigating how customers value your services 

relative to other services 

We agree and will be asking the external consultant to advise on best way to design the 

customer engagement to extract information on relative customer preference. We will 

update the CAP on the engagement design for their feedback.  
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• Recommendation to look at a customers’ value and 

preferences about ‘information’. For example, how can 

a customer make the impact of a blackout as small as 

possible? 

We like this idea and will discuss with the external consultant on how 

access/availability/quality of information could be quantitatively valued. 

• This project will provide a clear line of customer 

expectations. It will provide a good basis for how you 

manage them in the future.  

We agree and note that we expect there will be meaningful qualitative outcomes from this 

proposed project which will provide insight into customer expectations to complement the 

quantitative outcomes.  

• Research needs to force trade-offs between 

customers; however, it is critical to ensure the nature 

of the trade-off questions are presented in an 

understandable way 

It is critical the customer engagement process is designed in a customer friendly way to 

ensure meaningful results, including an understanding of trade-offs. A key component of the 

proposed project includes our external consultant successfully designing the customer 

engagement to clearly communicate the purpose of the research and provide the necessary 

background information on the research topics in a digestible manner. 
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Addressing CAP feedback 
[Network Strategy & Demand Management] 
 

What we heard What we propose to do 

We were recommended to continue to actively play 

in this space and look at how to make demand 

management offers as clear and protective of 

customers’ individual interests as possible 

We are encouraged by this feedback and have launched an internal “Demand Management 

Taskforce” to drive and expand our customer reach. We will leverage existing customer research 

to develop our capabilities here and will consider customer experience increasingly as part of the 

development of our programs.  

We should align with retailers and/or third party 

offers on demand management contracts 

We have been approached by both Simply Energy and AGL to explore collaboration and options to 

expand customer offerings and benefits through a more combined approach. We will be actively 

pursuing this opportunity during 2021 and reporting on our progress through our internal 

“Demand Management Taskforce.” 

The CAP encouraged us to “humanise the 

transaction” and build out the value proposition of 

demand management and how it helps the individual 

and the broader community.  

A risk was highlighted that if we develop solutions just 

from a technical angle we will only reach a certain 

type of customer and it was noted that people like 

benefits going to their community more so than 

themselves sometimes, which is an angle that could 

resonate with customers and be used to build the 

value proposition. 

This was a strong theme and has been taken on board as good feedback. Our programs to date 

have been largely developed by our technical teams. This could explain why they may come 

across as network-centric. We have accepted the CAP’s feedback and have specifically updated 

the charter of our Demand Management Taskforce to consider both customer and network 

perspectives. We are also considering a customer journey analysis to understand the customer’s 

experience of our programs and what benefits resonate to them. 

“Being part of the future” is a big value proposition 

for communities that you could build here 

We agree and are increasingly looking to use our trials and BAU programs to support our 

advocacy efforts. An exciting opportunity we are currently pursuing community energy projects 

and we continue to engage with local community energy groups on joint opportunities. A very 

recent example is working with these groups to co-design and submit an application to DELWP or 

“shovel-ready” local battery opportunities through the “Neighbourhood Battery Initiative.” 
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Addressing CAP feedback 
[Forward View of Topics] 
 

What we heard What we propose to do 

Recommend the sessions go into more granularity to 

bring out the uniqueness of each network. 

 

We will endeavour to ensure our topics include views and perspectives that speak to the 

uniqueness of each network and the uniqueness of the segments that reside in each network.  

 

We would appreciate any specific feedback the CAP has on the depth for each issue when we 

send agenda items ahead of upcoming meetings 

Broader public policy discussions from state and federal 

governments. 

• What are the interventions you are operating 
within? 

• What are / are not beneficial?  

 

Noted – we will seek to include topics that discuss this issue and appreciate the CAPs offer to 

advocate for networks where interventions are in place that are not beneficial for customers. 

Recommend a discussion following NEM 2025 decision. 

Working through implications for network development 

particularly around demand side participation will be very 

important.  

 

We see this as a major customer impacting topic that we seek the CAP’s input on in 2021. 

 

Given the size and timing of this topic in 2021, we are proposing to hold an ‘out of sessions’ CAP 

meeting to specifically discuss the future of the NEM. We are proposing to hold this session in 

April, and will also invite additional stakeholders with subject matter expertise that will add to the 

perspectives we will gain from the CAP. 

DER integration and emerging technology including tariffs 

(including export tariffs), EV strategy, battery trials.  

 

We note the CAPs interest in this topic, and these topics will be included in the ‘out of session’ 

CAP meeting on the future of the NEM. This is to reflect CAP’s feedback that a key to addressing 

these is understanding their interconnectedness, and not view them as stand alone items. 

Digital innovation 

 

Noted – we will include Digital Innovation based topics in future sessions 

Long term scenario modelling  Noted – we will include long term scenario modelling in future sessions 
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Testing the idea of public safety power shutdowns to 

prevent fire starts with the CAP and how this interacts 

with REFCL investment. 

We will include this topic in our agenda for the upcoming May session. We will invite Dene Ward 

(Manager Network Risk & Assurance) to join us to discuss this topic. Dene will also speak to how 

this approach could/would interacts with REFCL investment. 

 


