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Executive summary

SA Power Networks, as a regulated Network Service Provider, is required every five years to
submit a Regulatory Proposal to the Australian Energy Regulator (AER). SA Power Networks
must demonstrate customer and stakeholder participation in the development of the Proposal.

SA Power Networks designed three phases of customer engagement in its 2020-2025
Regulatory Proposal Customer Engagement Program, subsequently redesigning this in
mid-2018 to incorporate a fourth phase. This evaluation considers success against objectives
for the original three-phase design.

In undertaking this evaluation, Think Human has undertaken analysis of the existing
evaluation data that has been generated throughout the Program, from participants’ feedback
surveys, staff meeting notes, workshop reports and interim monitoring and evaluation reports,
both internal and external to SA Power Networks.

This desk-based analysis provided the foundation for subsequent interviews with members of
the Customer Consultative Panel, Customer Reference Groups and SA Power Networks staff.
Interviewees had varying levels of engagement throughout the Customer Engagement
Program and varying levels of experience of both the Energy sector and of the Regulatory
Proposal process.

How well did SA Power Networks engage its customers?

Think Human has made an assessment of SA Power Networks’ performance in the
2020-2025 Regulatory Proposal Customer Engagement Program based on data gathered
from participant feedback throughout the program and on interviews carried out with
participants in September and October 2018. It also draws on the AER’s Consumer
Challenge Panel Governance Handbook to understand the role of this group in the
customer engagement programs of Network Service Providers. The actual levels of
participation achieved are presented as a range in Figure 1, to cover all activities in the
Engagement Program. We have also proposed a target range of participation for future
customer engagement programs. This target range assumes that SA Power Networks’
customer engagement practice will continue to deepen and evolve as it continues to
invest in the relationships with its Customer Consultative Panel and Reference Groups. It
also draws on the views expressed by staff that SA Power Networks wants to build on
current practice to push engagement practice with its customers towards deeper
involvement and collaboration where possible.
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What elements of the 2020-2025 Regulatory Proposal
Customer Engagement Program worked well?

What worked What did not work Recommendations for
future
printed information and prioritising needs of SA %* redesign Phase Three,

pre-reading for
workshops

access to, and
responsiveness of, key SA
Power Networks staff
commitment to working

Power Networks
customers in
Engagement Program
decisions

setting realistic and
achievable expectations

particularly Deep Dives
to ensure alignment with
expectations and
engagement of the right
people (See ‘How could
it work better’)

openly and managing inequitable %* clarify stakeholder roles
collaboratively with power dynamics at outset and
stakeholdersReference between stakeholders continuously monitor
Group structure Overly reactive to and review
responsiveness to demands of AER’s % clarify decision-making
Customer Consultative Consumer Challenge regarding process
Panel early in Panel redesign at outset and
engagement stretching of time continuously monitor
Commitment to ongoing commitment and risk of and review
engagement over-investment %* ensure stakeholder
participation and financially voices are balanced and
accessibility of senior clearly defined representative of needs
staff participant expectations of Regulatory Proposal
Directions workshops for each phase process throughout
responsiveness and the impact of the AER’s Engagement Program
openness of SA Power Consumer Challenge %* clearly define desired
Networks to meeting Panel on the broader and undesired outcomes
‘offline’ stakeholder relationships for each stage and for
Early and open provision visibility and clarity about the overall Program
of figures and projections decision-making, % ask participants to
for the Proposal particularly in relation to indicate whom they
broad representation at the Final Regulatory Plan represent and how they
recruitment stage are transferring
information and
feedback to and from
this group as part of
their selection procedure
* review the participation

at key stages in the
Program and widen to
include other
stakeholders to influence
in response to
customers’ priorities and
needs



Recommendations

Based on the interviews undertaken by Think Human with participants in the 2020-2025
Regulatory Proposal Customer Engagement Program and data drawn from participant
feedback throughout the program, we make the following recommendations. These
recommendations build on what participants consider SA Power Networks to be doing well ,
and where they see opportunities for improvement. They also draw on best practice in
customer engagement and evaluation methods and on Think Human'’s independent
observations.

Continue on the positive journey

With the current 2020-2025 Regulatory Proposal Customer Engagement Program, SA Power
Networks has taken a huge step forward from the 2015-2020 Regulatory Proposal process in
its commitment to and expertise in delivering effective and meaningful stakeholder
engagement processes. SA Power Networks should continue to build effective, collaborative
relationships with these groups, drawing in external facilitation to enable this as required, to
establish effective working partnerships.

Define desired and undesired outcomes at the outset

Whilst the 2020-2025 Regulatory Proposal Customer Engagement Program had objectives
defined for the program a a whole and for each deliverable, future engagement could be
improved by defining this in terms of outcomes, or the change or impact that SA Power
Networks and its key stakeholders wish to see as a result of the program as a whole and as a
result of each phase. This can be further refined to describe specific outcomes sought for the
Regulatory Proposal and for particular stakeholder groups.

Co-create ‘balanced guardrails’ around the process

Whilst the current Regulatory Proposal Customer Engagement Project has stayed true to its
initial design, it has at some key points expanded beyond the intended outputs and
deliverables. We recommend that in future SA Power Networks works with key customer
representatives in the early stages of the Engagement Program to define ‘guardrails’ for the
process that balance:

1. the financial investment to deliver

2. the time investment to participate and

3. the equitable opportunity for all key stakeholders to participate appropriately and
effectively.

These ‘balanced guardrails’ are illustrated in figure 2, with an assessment of what was
achieved in the current Engagement Program and what a recommended future target would
be, that keeps costs and time in balance and prioritises breadth of participation across
stakeholder groups.

figure 2
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Get the right people around the table

With the definition of clear and agreed desired and undesired outcomes at the outset, it
should also become easier to identify the right make up of participants for each phase and
each deliverable. This could include drawing in specialists and technical experts in particular
areas of the Regulatory Proposal Engagement as required.

Set realistic, constructive and achievable expectations for

and with participants

In the current 2020-2025 Regulatory Proposal Customer Engagement Program early stage
planning documentation shows that each phase and deliverable was planned to meet a certain
level on the IAP2 Spectrum of Public Participation. We recommend that future Engagement
make more explicit to define the level of involvement in each phase by stakeholder group, and
that ongoing monitoring assesses the success of SA Power Networks in delivering to that
level. This should include the appropriate level of participation from the IAP2 Spectrum and
also protocols for decision-making, both in each phase and for the Program overall, and be
monitored throughout the Program.

Clarify and monitor the role of the AER’s Consumer
Challenge Panel

In the 2020-2025 Regulatory Proposal Customer Engagement Program the role and remit of
the AER’s Consumer Challenge Panel (CCP14) appears to have evolved over time and become
unclear to both SA Power Networks and to other customer representatives. In future
Engagement Programs their role and remit should be clearly defined in line with the AER’s
Consumer Challenge Panel Governance Handbook at the outset with the AER, SA Power
Networks and Customer representatives. Defining with the AER where their role adds value
and rigour and where it is important for the direct customer voice to come through is critical
to a successful and constructive relationship. The AER’s Consumer Challenge Panel role
should be subject to similar levels of ongoing monitoring throughout the process as other
aspects of the Engagement Program.



Introduction

Background and purpose

Think Human was commissioned to undertake a comprehensive evaluation of the SA Power
Networks 2020-2025 Regulatory Proposal Customer Engagement Program. SA Power
Networks, as a regulated Network Service Provider, is required every five years to submit a
Regulatory Proposal to the Australian Energy Regulator (AER). SA Power Networks must
demonstrate customer and stakeholder participation in the development of the Proposal in
line with the AER’s Consumer Engagement Guidelines for Network Service Providers.

This evaluation was to consider the Customer Engagement Program as a whole and its
effectiveness against meeting its stated objectives, with a particular focus on the participant
experience, and make recommendations for the future, including the development of an
Evaluation Framework to guide future practice.

Structure of this report

This report is divided into three main sections:

1. A summary of key Program Phases against intended objectives and intended participation
level on the spectrum of participation from the International Association for Public
Participation (IAP2)

2. A qualitative evaluation of the whole Program against SA Power Networks’ stated
objectives for the 2020-2025 Regulatory Proposal Customer Engagement Program

3. Recommendations for the future

There are five appendices to this report:

1. Adraft model for future Engagement programs

2. An evaluation framework for future Engagement Programs

3. The interview guides used in both customer and staff interviews for reference, with
4. The updated program overview from SA Power Networks

5. A summary of SA Power Networks’ KPl monitoring reports.

Methodology

In undertaking this evaluation, Think Human has undertaken analysis of the existing
evaluation data that has been generated throughout the Program, from participants feedback
surveys, staff meeting notes, workshop reports and interim monitoring and evaluation reports,
both internal and external to SA Power Networks.

This desk-based analysis provided the foundation for subsequent interviews with members of
the Customer Consultative Panel, Customer Reference Groups and SA Power Networks staff.
Interviewees had varying levels of engagement throughout the Customer Engagement
Program and varying levels of experience of both the Energy sector and of the Regulatory
Proposal process. Participants were selected by SA Power Networks to a set of criteria
provided by Think Human, to ensure a broad range of voices and experiences.

In total 11 people were interviewed in developing this evaluation, five SA Power Networks
staff and six customer representatives involved in the Customer Engagement Program. Staff
interviewees included some who were heavily involved in the program and others who only
contributed in specific subject areas; customer representatives were drawn from the Arborist
Reference Group, the Business Reference Group, the Renewables Reference Group, the
Community Reference Group and the overarching Customer Consultative Panel. Given the
small number of participants, names of participants are not included in this report to respect
the confidentiality of what they have shared.



Think Human did not speak with anyone from the AER’s Consumer Challenge Panel, as it is
our understanding that their role is outside the Regulatory Proposal Customer Engagement
Program and as such will be separately evaluated by the AER. Likewise, we have not focused
on evaluating the Program against customer and stakeholder engagement standards as
defined by the AER, IAP2 and AccountABility's AA1000 (Objective five in SA Power Networks’
Program objectives) as this is focus of previous and ongoing evaluation work being carried out
by another consultancy.

Naming conventions

Within this report, all proper names that are commonly abbreviated are written in full on their
first occurrence and subsequently abbreviated. There are three exceptions to this:

- SA Power Networks is always written out in full

- SA Power Networks’' Customer Consultative Panel and the AER’s Consumer Challenge
Panel, abbreviated in common parlance respectively to CCP and CCP14, are always written
out in full to avoid potential confusion arising from similar acronyms.

Any quotations in this report from staff are labelled as such. All other quotes are from
customer representatives.

In most cases, the term customer is used to refer to customers or consumers. In some cases a
distinction is made between customers and customer representatives, a distinction made by
interviewees themselves rather than by Think Human. Finally, the term ‘participant’ is used
when the context is about participation in the Regulatory Proposal Customer Engagement
Program rather than their views as a customer per se.

Disclosure

Finally, in the interests of full disclosure, the author of this report, Melanie Lambert of Think
Human, declares that she had a role in delivering three elements of the 2020-2025 Regulatory
Proposal Customer Engagement Program: the design and delivery of the Culturally and
Linguistically Diverse Engagement in September-October 2017, and the facilitation of the
Future Networks and Information Technology Deep Dives in May and June 2018.



2020-2025 Regulatory Proposal Customer
Engagement summary: phase by phase

Throughout the 2020-2025 Regulatory Proposal Customer Engagement Program SA Power
Networks has gathered feedback from participants after each engagement opportunity. Each
stage has already been reviewed to assess its effectiveness at delivering against the various
Engagement standards adopted by SA Power Networks, namely the Australian Energy
Regulator’s (AER) Consumer Engagement Guidelines for Network Service Providers, the
International Association for Public Participation (IAP2)’s Public Participation Spectrum and
AccountABility’s AA1000 Standards. As such, this evaluation has focused primarily on the
qualitative data gathered from participants in the process, to review the whole Program'’s
effectiveness in delivering against the stated objectives of the phase and the overall program.
It focuses on identifying what worked, what could be improved, and making recommendations
for future customer and stakeholder engagement.

A summary of each phase is outlined in figure 3, with a high level assessment of its success at
meeting its intended objectives and stated level of participation on the IAP2 spectrum. (SA
Power Networks has developed a revised version of this diagram which describes a fourth
phase,included for reference in Appendix four.)

figure 3
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Phase 1: Strategic Research & Early Engagement

Objectives

Intended level of
engagement on
IAP2 spectrum

Participants

Key engagement
activities

What worked

What didn’t work

Sources

Actual
achievement on
IAP2 spectrum

Assessment of
success against
objectives

1. Understand current customer and stakeholder needs, values and
priorities

2. Develop an engagement approach that builds on previous
engagement experiences

3. Build the capacity of stakeholders to engage

Consult/Involve (all stakeholder meetings are identified at this level)

SA Power Networks’ Customer Consultative Panel and Customer
Reference Groups

Customer Research
Reference Group survey
Planning workshops
Regulatory briefing sessions

Early engagement of stakeholders in designing the process

Clearly defined purpose, goals and scope of engagement
Responsiveness to stakeholder feedback: e.g. Vulnerable Customers
and Culturally and Linguistically Diverse Customers

Insufficient time allocated to unpack and deeply understand different
viewpoints

Not enough clarity on what aspects of the Proposal were open to
influence by the consumer voice

Some confusion with breadth of issues tackled and sense that voices
were not all heard

2017 2020-2025 Regulatory Proposal Customer Engagement Advice
report

Planning Workshop Feedback

One-to-one interviews with customer representatives

Consult /Involve

SA Power Networks was successful in developing a robust engagement
approach as a result of this phase of work, which showed significant
improvement from previous Customer and Stakeholder Engagement
work. They showed commitment to building stakeholder capacity to
participate effectively, as demonstrated from the verbatim feedback
and the input of stakeholders in subsequent phases of engagement.

The depth and breadth of content in the subsequent Directions
workshops suggests that they were successful too in deepening their

understanding of customer and stakeholder needs. Verbatim feedback
from the subsequent workshops suggest that participants in this stage
were satisfied with the content developed as a result of this phase.



Phase 2: In-depth Engagement

Objectives

Intended level of
engagement on
IAP2 spectrum

Participants

Key engagement
activities

What worked

What didn’t work

Sources

Actual
achievement on
IAP2 spectrum

1. Deliberate on specific engagement themes

2. Understand customer and stakeholder preferences and priorities

3. Engage in two-way dialogue to understand the unique views,
experiences, values and priorities of targeted customer groups

4. Ensure engagement outcomes are considered in business planning

Consult / Involve

Customer Reference Groups, Members of the public throughout South
Australia AER’s Consumer Challenge Panel (final Directions Workshop
only)

Directions workshops, Culturally and Linguistically Diverse (CALD)
Engagement, Vulnerable Customer Conversations, Business Customer
Conversations, Tariff Regulatory Proposal Workshop, Talking Power
online engagement

Building participants’ basic knowledge and understanding of the role of
SA Power Networks and how this interfaces with other players in the
Energy market

Time given to group work and break out discussions

Being listened to and commitment to two-way dialogue and to hearing
the consumers’ voices

Session plans and briefing packs prepared for each workshop

Talking Power online engagement on specific issues, notably Future
Network

Some participants feeling out of their depth, either through lack of
financial or technical expertise

Some information presented was overly complex or presented in too
dense a format to digest and understand

Some participants felt time was too tight, with too much time
dedicated to information sharing and not enough to discussion and
deliberation

Directions workshops participant feedback

Directions workshops staff debrief notes

2018 2020-2025 Regulatory Proposal Customer Engagement Advice
report (KPMG)

One-to-one interviews with customer representatives

Inform / Consult



Assessment of
success against
objectives

SA Power Networks was successful in the Directions workshops at
gathering broad understanding of the preferences and priorities of its
customers and stakeholders. The inclusion of CALD and Vulnerable
Customer engagement processes ensured they understood the nuance
of needs across their customer base. Likewise, SA Power Networks
carried the priorities identified in this stage through to their business
planning and modelling for the next phase of engagement.

However, against Objectives 1&3, SA Power Networks fell short of
deliberation and deep two-way dialogue in the design and delivery of
the engagement opportunities, particularly in the Directions
workshops, which were heavily weighted to information-sharing. From
interview feedback, a number of the specialist Reference Groups
deliver to the level of Involve, with the Arborist Reference Group being
at the level of Collaborate.

Phase 3: Draft Plan Development and Engagement

Objectives

Intended level of
engagement on
IAP2 spectrum

Participants
Key engagement
activities

What worked

What didn’t work

Sources

Actual
achievement on
IAP2 spectrum

Deliver targeted workshops to deeply explore complex and technical
discussion topics

Involve

SA Power Networks Customer Consultative Panel and Reference
Groups, AER’s Consumer Challenge Panel

Deep Dive workshops, additional technical workshops, Talking Power
online engagement

Access to and participation of senior staff and technically
knowledgeable staff

Printed materials and openness to providing additional information in
response to participants feedback

Addition of more workshops made time commitment burdensome to
some participants

Increasingly vocal role of AER’s Consumer Challenge Panel

Lack of clarity about decision-making in the lead up to submitting the
Plan

Managing expectations of all stakeholders

Inconsistency between Deep Dive content and approaches depending
on different skills and knowledge bases of staff presenting

Deep Dive participant feedback

Deep Dive Workshops staff debrief notes

2018 2020-2025 Regulatory Proposal Customer Engagement Advice
report (KPMG)

One-to-one interviews with customer representatives

Consult /Involve



Assessment of SA Power Networks was successful in delivering a series of targeted

success against workshops on the priority themes identified in earlier stages. However,

objectives given the range of participants involved, SA Power Networks fell short
of the target to deeply explore complex and technical topics effectively
with all those participating. This was due to a range of factors,
including: the capacity of those in the room to contribute; limitations of
time to bring participants up to speed with content whilst also having
time to deeply explore the topics; the size and breath of the participant
group; and challenging group dynamics which did not always support
the positive and collaborative exploration of issues.

We would also propose that the stated objectives for this stage fall
short of what is required to bring this program to a clear and agreed
outcome and leave the later stages of the program, after the Deep Dive
series, ambiguous and without clear objectives for how to draw the
Engagement Program to a close and ensure ongoing stakeholder
relationships and engagement. This should be addressed in future
Engagement Programs in the Program design stage in Phase One.

Summary of success: Levels of Engagement

In designing and delivering any Customer and Stakeholder Engagement Program, it is
important to define in advance the level of participation that is intended for each stakeholder
group and monitor success at enabling people to engage at that level. Whilst the desired level
of engagement for each engagement activity was documented at the outset, it does not
appear that a similar assessment was undertaken of each stakeholder group. The diagram
below indicates our assessment, based on data analysis and participant interviews, of the
range if involvement for each stakeholder group in the Regulatory Proposal Engagement
Program, and our assessment of where they should be positioned in future engagement
programs.

This target range assumes that SA Power Networks’ customer engagement practice will
continue to deepen and evolve as it continues to invest in the relationships with its Customer
Consultative Panel and Reference Groups. It also draws on the views expressed by staff that
SA Power Networks wants to build on current practice to push engagement practice with its
customers towards deeper involvement and collaboration where possible, as well as on AER
guidance documentation about Customer and Stakeholder Engagement and the Role of the
AER’s Consumer Challenge Panel.

figure 1
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Overall evaluation of the 2020-2025
Regulatory Proposal Customer Engagement
Program

Obijective 1: Ensure customers and stakeholders are well
equipped to actively participate in the engagement

Summary

From the evidence examined and the interviews conducted, SA Power Networks seems to
have shown a genuine commitment to equipping participants to actively participate. From
initial stages through to Deep Dives and Draft Plan consultation, participants have had access
to printed materials and resource packs to help build their knowledge base in order to input
effectively to the process. Reference Group members have had access to their own members’
section of the Talking Power website, which has acted as a depository for information and
reports from the workshops they have undertaken together. Interviewees also noted the ease
of access they have to staff with SA Power Networks to answer their specific questions and
the responsiveness of staff to any requests for supplementary information.

However, it should be noted that in trying to engage simultaneously with such a broad
spectrum of stakeholders, from regular consumers to special interest groups and consumer
technical experts, SA Power Networks has inadvertently created some barriers to engagement
and participation for some stakeholders whilst failing to meet expectations of others.
Likewise, their decision to be responsive to the demands of all stakeholders has resulted in the
Program expanding considerably in terms of number of workshops and thus the time
commitment required from participants. This has largely been driven by a small number of
participants, notably the AER’s Consumer Challenge Panel, and does not seem to reflect the
demands of the majority of consumer and customer representatives.

Theme 1.1: Access to SA Power Networks staff and resources
to enhance participation

Participants in the 2020-2025 Regulatory Proposal Customer Engagement
Program were positive about the level of access they had to SA Power
Networks staff and resources to enable them to participate effectively. A
representative from a small advocacy group highlighted the fact they were paid
for participation made it possible for them to commit scarce resources with
compensation to the organisation.

Many participants commended SA Power Networks for the presence and
active participation of their senior management throughout the engagement
process. This was not confined to their presence at formal engagement
opportunities such as workshops but their genuine openness to be available
for one-to-one meetings and briefings at the request of participants.

The participants we interviewed who told us they were ‘customers’ rather than
‘customer representatives’ (their distinction) were particularly positive about
how approachable they felt SA Power Networks staff and leadership were.

Participants who have been involved with SA Power Networks for a longer



period of time, and particularly those who were involved in the last Regulatory
Proposal process, were unanimously positive about the direction of travel they
have seen in SA Power Networks move in, with observations made that
leadership seems more on board with consumer engagement and customer
focus.

However, it should also be noted that not all staff who were involved in the
2020-2025 Regulatory Proposal Customer Engagement Program were highly
skilled in community engagement. A large number of staff were involved, some
on account of their deep technical expertise, but this at times came at the
expense of clarity and accessibility of information for non-technical
participants.

Theme 1.2: Managing the dynamics and demands of stakeholders to enable
better participation

The 2020-2025 Regulatory Proposal Customer Engagement Program has
engaged with a wide set of diverse stakeholders: 2892 participants across all
channels, representing consumer voices, consumer advocacy and
representative groups, special interest groups and technical expert consumers.
Whilst the dynamics between these different stakeholders seemed to work
well in the early stages, it became increasingly challenging in the later stages,
particularly in Phase 3: Deep Dives & Draft Plan Development.

Regular consumers and less technical participants voiced a range of views
about the impact of their fellow participants’ input. Whilst some found the
higher levels of expertise amongst some participants added helpful content
and provoked a deeper level of discussion, others felt intimidated and shut
down by it. A consumer representative who has been involved in previous
Regulatory Proposal Customer Engagement processes questioned the
appropriateness of the AER’s Consumer Challenge Panel’s participation in
particular, finding them to be a dominant voice and and a dominating force in
driving the engagement, at the expense of the voice and participation of SA
Power Networks’s consumers. Whilst they asked good questions and
enhanced other participants' knowledge, there was a question mark about
whether that was their role and if they could have a more effective role in
empowering others in the room to speak up.

As the process developed the balance of demands and needs of different
stakeholder groups came into tension. Whilst SA Power Networks responded
to requests from the AER’s Consumer Challenge Panel to add in more Deep
Dive workshops, particularly in addressing the Future Networks theme, and
pushed for more and more granular detail in the workshops, other participants
felt that these increasing demands made the commitment too time-consuming
for them to be able to stay as actively involved as they had planned. Where
stakeholders have stayed involved, this has come at significant cost in terms of
time and, in the case of organisations, resourcing.

Likewise, others felt the push for more and more granular detail took them into
areas where they felt they were not the right people to comment. In these
circumstances, they also questioned if the others in the room were the right
people as well, and if there could be a more productive discussion offline with
a small group of subject-matter experts.

This aligns with data from SA Power Networks's Key Performance Indicator
reports for Phase Three, where the only KPI tracking below target is for
reference group involvement; this was tracking on target in Phase Two.



Theme 1.3: The balance of sharing information to enable participation
without being seen to lead or mislead

SA Power Networks came into this 2020-2025 Regulatory Proposal Customer
Engagement Program acutely aware of their shortcomings in the previous
Regulatory Proposal process five years previously. As a result, they resolved to
design and deliver the process in as open and transparent way as possible. In
the early stages, particularly in the Directions Workshop, which were broader
and more general in nature, this worked well.

However, in Phase Three, particularly in the Deep Dive workshops, SA Power
Networks staff expressed discomfort with the level of granular detail being
shared and seen as ‘fact’ when the figures and data shared were early stage
calculations. Likewise, SA Power Networks staff talked of trying to offer
alternative scenarios along with recommended options, but felt some
participants saw this as too leading. In some cases, staff presented proposals
for investment that came across as a ‘fait accompli’ rather than open to
discussion and feedback.

The level of detail provided at the Deep Dives in many cases seemed to miss
the mark and either fell short of some participants' expectations or surpassed
others’ ability to engage meaningfully.

A number of staff and participants suggested the use of the term ‘Deep Dive’
was unhelpful as it set expectations that participants would be able to dig into
the granular detail when in many cases this detail was not available, the people
in the room were not the right people to comment on it, or in some cases, the
staff presenting were not equipped with the requisite skills to take
stakeholders on a ‘deep dive’.

What worked What did not work Recommendations for
future

v printed information and O prioritising needs of SA %* Redesign Phase Three,
pre-reading for Power Networks customers particularly Deep Dives
workshops in Engagement Program to ensure alignment

v access to, and decisions with expectations and
responsiveness of, key O setting realistic and engagement of the right
SA Power Networks achievable expectations people (See ‘How could
staff O managing inequitable it work better’)

v commitment to working power dynamics between * Clarify stakeholder roles
openly and stakeholders at outset and
collaboratively with continuously monitor

stakeholders and review



Objective 2: Engage customers and stakeholders on issues
that matter to them

Summary

From the evidence available through workshop feedback and from one-to-one participant
interviews, it would seem that SA Power Networks has made considerable efforts to engage
customer and stakeholder representatives effectively on issue that matter to them. This is in
stark contrast to reported previous efforts, and SA Power Networks is to be commended for
the huge leap forward it has taken in resourcing and commitment to customer engagement. In
particular, the Reference Group model is an effective mechanism to tailor the engagement to
the particular skills, expertise and interests of a sub-group of participants. This represents
effective use of time and resource for both SA Power Networks and for its stakeholders.

However, in the forums that catered to a broader group, spanning significant variations in
technical and sectoral knowledge and perspectives, the efficacy of the Program design to
engage all stakeholders on issues that directly mattered to them became diluted. At times the
wrong people were in the room, which led to them either not participating or contributing
outside their field of expertise and knowledge. Likewise, the sheer volume of engagement
opportunities meant that some participants withdrew or reduced their involvement leading to
their voice, and thus the views of their stakeholder group, not being heard throughout the
Engagement Program.

Theme 2.1: Using reference groups or specialists to do focused work in
areas of interest and knowledge

Participants identified the Reference Group structure as a helpful and
constructive aspect of the Program design. The Reference Groups were based
on the success of the Arborist Reference Group, established during the last
Regulatory Proposal period to address a particularly contentious issue and set
of relationships. SA Power Networks staff also reported the positive impact of
this structure and the ongoing positive impact of the Arborist Reference
Group, and senior managers indicated an intention to continue with the
Reference Groups after the end of the Regulatory Proposal period. A key
success factor in the Reference Groups is creating clarity in the roles, influence
and expectations, the building of long-term relationships and the mutual trust
that comes with that, which sets SA Power Networks up well for future
engagement and participation of stakeholders.

A number of participants questioned if there were too many Reference Groups,
or if there were too many engagement opportunities outside of the Reference
Group structure, motivated by a ‘quantity over quality’ driver. There was a
suggestion that any engagement outside the Reference Group membership
could be focused on areas of specialism, to enable ‘Deep Dives’ to genuinely
go deep, and bring back the insights from these sessions via a neutral
facilitator or via a small number of Reference Group members to the main
Reference Group forum.

A number of examples of this were cited, for example, on the issue of
appropriate investment in property maintenance, where a ‘deep dive’ with
agencies such as the Property Council or the Urban Development Institute of
South Australia engaged to do focused and informed deliberation. Likewise,
another participant spoke about the Information Technology Deep Dive in
particular being dominated by questions about details that they felt were
outside the expertise of the questioners; again, a Deep Dive with a small group
of external specialists could have added value, with insights and opportunities



being brought back to the Reference Groups and Customer Consultative Panel.

Theme 2.2: Striking a balance between stakeholder demands or interests
and the needs and priorities of the Regulatory Proposal process

As has already been mentioned above, SA Power Networks made a decision to
respond to the needs of stakeholders throughout the process and made a
number of changes to process as a result. A significant decision made in
consultation with the Customer Consultative Panel was the addition of two
dedicated processes to hear specifically from vulnerable customer groups and
Culturally and Linguistically Diverse customers, both of whom were identified
as facing significant barriers to engagement in the main Program. SA Power
Networks and its Customer Consultative Panel should be commended for this
important step towards inclusivity.

However, later in the process some key decisions were made to alter the
Program design that seemed to be driven by a minority of participants.
Notably, the decision to increase the number of Deep Dive workshops from
the original four to a total of ten seemed to be driven by a request from the
AER’s Consumer Challenge Panel rather than the Customer Consultative Panel.
However, this decision had a significant knock-on impact on all stakeholders,
significantly increasing their expected time commitment to the Program; this
was also true for SA Power Networks staff time commitment. This decision
must also have added significantly to the cost of the Program. This increase in
investment in time and cost means that SA Power Networks has incredibly
high hopes for the impact their investment will have on the Proposal’s
acceptance by the AER, but some expressed doubt that it would have any
noticeable impact.

A number of staff in particular noted the absence of the ordinary customer in
the later stages of engagement. As has already been noted, a number of those
who did continue with engagement as representatives of the regular consumer
voice felt they were unable to compete with some of the louder and more
technically knowledgeable voices in the room. This voice, and not just those of
technical experts or special interest groups, is important to hear in the
Regulatory Proposal process.

Theme 2.3: Opportunities for ongoing participation on issues of
importance to consumers

SA Power Networks senior managers involved in interviews confirmed that they
intend to maintain and continue to develop the Reference Group structure after
the Regulatory Proposal period, as an effective way to continuously connect
with and hear the voice of SA Power Networks’ consumers and stakeholder
groups. Whilst they were unclear exactly what the format would be and if this
would change from the existing model, they were clear that this would be
undertaken in consultation with the Customer Consultative Panel membership.
Senior managers recognised that SA Power Networks has significantly increased
its capability in consumer and stakeholder engagement and see this as a
worthwhile investment setting them up for the future.

Within the 2020-2025 Regulatory Proposal Customer Engagement Program
there has been significant divergence in practice between staff and across
Reference Groups, and different visions of what the future of engagement could
and should look like. However, the commitment of executive leadership to this



Program is a positive indication for the future.

What worked What did not work Recommendations for
future

v Reference Group O overly reactive to * clarify decision-making
structure demands of AER’s regarding process

¥ responsiveness to Consumer Challenge redesign at outset and
Customer Consultative Panel continuously monitor
Panel early in O stretching of time and review
engagement commitment and risk of % ensure stakeholder

v commitment to ongoing over-investment voices are balanced and
engagement financially representative of needs

of Regulatory Proposal
process throughout
Engagement Program

Case Study 1: the Arborist Reference Group

In 2011, SA Power Networks was ‘at war’ with key stakeholders regarding vegetation and the maintenance of
power lines, and, as acknowledged by senior staff within the business, SA Power Networks has “zero
engagement with customers”. In response, and to ensure this adversarial situation did not recur, the Arborist
Reference Group (ARG) was established, to draw together key stakeholders and subject matter experts to work
together to find better solutions. As a result of seven years of an evolving partnership, the Arborist Reference
Group in late 2018 feels that the relevant content of the 2020-2025 Draft Plan has been developed in a truly
collaborative way. “It has 100% evolved together.”

However, this journey has not been straightforward. Both staff and ARG membership acknowledge they had to
work slowly and steadily to build trust in what began as a very hostile environment. However, given the context
at the time, all parties recognised that “bashing heads together’ was not going to achieve good outcomes, and
so, as one member told us, ARG members were asking “how can we influence together with SA Power Networks,
in collaborative partnership, to improve what is delivered?”

Key factors in contributing to the success of the ARG seem to be:

= honesty and openness on the part of SA Power Networks to acknowledge previous mistakes and a
commitment to move in a positive direction

= acceptance that change takes time and patience to work gradually to repair trust and build relationships that

work

clarity on what can be influenced and what can’t

- commitment to having the right partners around the table and stretching for the higher levels of the IAP2
Spectrum of Participation wherever possible

= the skill and commitment of the SA Power Networks staff with responsibility for the Reference Group.

The ARG is now described as a forum where “we have heated discussion but with enough trust and
respect” (ARG member).

An ARG member we spoke to acknowledged that the issues they deal with may be complicated , but they are
often not as complex as other issues which are the focus of other Reference Groups. The membership of other
groups may also have more competing priorities. Likewise, the skills and experience of SA Power Networks staff
will vary. However, SA Power Networks should be encouraged at the success of the ARG and provide the
requisite support to other Reference Groups before the next Regulatory Proposal period to build a similarly
strong set of shared values and objectives, working practices and skilled internal leadership. This may ensure
strong collaborative partnerships exist on an ongoing basis to support the business to understand its customers
day to day. ARG membership suggest that some groups may require external facilitation to reach this point, or
on an ongoing basis, to reach negotiated outcomes.



Objective 3: Ensure ‘no surprises’ for both SA Power
Networks and our stakeholders throughout engagement
process

Summary

It is our assumption that this objective for the 2020-2025 Regulatory Proposal Customer
Engagement Program is driven by a desire to ensure that mistakes made in the previous
Regulatory Proposal period are not repeated, and that as far as possible, SA Power Networks
works collaboratively with all stakeholders, including the AER and its Consumer Challenge
Panel so that outcomes are predictable and spring from ongoing dialogue. As a result of
dialogue and planning in partnership with stakeholders in Phase One, the general design and
flow of the Engagement Program has been known and anticipated by participants, with key
building blocks of the design remaining as planned.

However, despite this, stakeholder expectations of each stage in the 2020-2025 Regulatory
Proposal Customer Engagement Program have not always been met, with elements such as
the Deep Dives either under or over-delivering in terms of content and depth, depending on
individual stakeholder perspectives and pre-conceived ideas. More could be done to tighten
up descriptions and clarify expectations in the design and development stage. This lack of
specificity is particularly apparent in the later stages of the Program. At the time this report is
being developed there appears to be pressure being put on SA Power Networks to continue
engaging right up to submission of the final Proposal in January 2019.

SA Power Networks’ commitment to respond to the ongoing demands of the AER’s Consumer
Challenge Panel has led to surprises for other participants in the extra commitment of time
and resource required to participate. Likewise, SA Power Networks staff report that the role of
the AER’s Consumer Challenge Panel itself has evolved in surprising ways for them, which they
believe are beyond its stated remit.

Finally, the ability of SA Power Networks to build significant relationships of trust with key
stakeholders is to be commended, given the lack of trust that existed at the outset. There is
still much work to be done on this, with deficits in trust still existing in some pockets, but the
continuation of Reference Groups after the Regulatory Proposal period is over, will set SA
Power Networks in good standing for future engagements to be underpinned by trust.

Theme 3.1: Building clarity of expectations around each phase of
engagement

In the early stages of the 2020-2025 Regulatory Proposal Customer
Engagement Program staff developed a range of assessments and guiding
documents to shape the Program and levels of engagement. In this early
documentation there was discussion of Deliberative Forums in addition to the
Directions Workshops, Deep Dives and online engagement. However, in
subsequent planning this was decided against to keep the cost of the Program
to a reasonable level. This engagement method was identified as sitting at the
Collaborate level in the IAP2 spectrum of participation; with its removal from
the Program, all subsequent engagement was designed to deliver at the levels
of Inform, Consult or Involve.

Directions workshops were designed to consult with people, and largely these
delivered as described, albeit with significant elements that sat in the Inform
level. Their structure and audience, as well as how they were described, aligned
with their intended purpose and largely met expectations.



However, as already noted earlier in this report, our assessment positions the
Deep Dive workshops as being somewhere between Consult and Involve. As
suggested by a number of participants and staff in interviews, ‘Deep Dive’ was
an unhelpful naming convention for the workshops, as they did not deliver to
the expectations technically skilled participants in the room. Likewise, we
question if the naming inadvertently gave a mandate to the AER’s Consumer
Challenge Panel to drive for greater and greater depth than was not helpful for
others in the room. This is not to say that there is not a role for a ‘Deep Dive’
process, but more that careful consideration is given to the representation in
the room to adequately participate.

Theme 3.2: Designing the later stages of engagement well to lead to good
outcomes that meet expectations

At the time of undertaking this evaluation report the 2020-2025 Regulatory
Proposal Customer Engagement program is in its late stages, with Draft Plan
feedback having been submitted and under consideration by SA Power
Networks.

Whilst some participants feel they can now trust what SA Power Networks
puts forward from here, others, particularly those from special interest groups,
felt that this final engagement stage is too short to enable proper engagement
with the Draft Plan and worry that there will be changes in what eventually
goes up to the Regulator as a result.

A concern raised by staff was remaining uncertainty about the role and
expectations of the AER’s Consumer Challenge Panel moving towards
submission of the Regulatory Proposal.

We do observe that SA Power Networks has updated the 2020-2025
Regulatory Proposal Customer Engagement Program to reflect a fourth phase
of engagement, an amendment to the initial Program design.

Theme 3.3: The role of relationships and trust in ensuring ‘no surprises’

Participants who had been involved in the previous Regulatory Proposal
process or who have been involved in other capacities with SA Power
Networks for some time noted positively the commitment and continuity of
senior staff involvement in the 2020-2025 Regulatory Proposal Customer
Engagement Program. These participants were in unanimous agreement that
SA Power Networks had made huge improvements in the last five years and all
recorded higher levels of trust now than they had at the start of the
Engagement Program. Some staff who had been involved previously were now
involved in leadership, leading to a gradual building of trust and relationships
that were viewed positively. Likewise staff saw the benefits in meeting directly
with customers and building a deeper knowledge of their needs and
circumstances, to guide decision-making.

Participants noted the approachability and visibility of staff throughout the
Engagement Program and as a result many feel that by this late stage in the



process, they have had their say and have nothing more to input. This is
echoed by SA Power Networks staff who observe that there are ‘no surprises’
in feedback on the 2020-2025 Draft Plan.

One very experienced participant questioned the impact of the AER’s
Consumer Challenge Panel in the relationship between SA Power Networks
and its customer stakeholder groups, voicing concern that their involvement
was in fact disruptive to the building of ongoing relationships of trust. Whilst
others did not voice this concern in this way, some did note that the scepticism
of some of their peers was in stark contrast to their own growing trust in SA
Power Networks.

What worked What did not work Recommendations for
future
v participation and O clearly defined %* clarify decision-making
accessibility of senior participant expectations processes to vary the
staff for each phase Program design at the
v Directions workshops O the impact of the AER’s outset
Consumer Challenge * clearly define desired
Panel on the broader and undesired outcomes
stakeholder relationships for each stage and for
O visibility and clarity about the overall Program

decision-making,
particularly in relation to
the Final Regulatory
Proposal



Case Study 2: The role of the AER’s Consumer Challenge Panel

The three quotations above sum up the range of views and perspectives on the AER’s Consumer Challenge Panel shared with
the evaluator by participants and staff. All SA Power Networks staff interviewed in the evaluation voiced concern about over-
reach of AER’s Consumer Challenge Panel members in their contribution and influence during stakeholder engagement
workshops, describing members as ‘driving the process’ and ‘influencing views.' Likewise, staff felt that the AER’s Consumer
Challenge Panel had come with one agenda: to drive down the price.

One very experienced consumer representative, who has extensive involvement in 2020-2025 Regulatory Proposal Customer
Engagement processes, felt that the active involvement of the AER’s Consumer Challenge Panel put the relationship between
SA Power Networks and its own stakeholders at risk and stifled the voices the customer representatives. This was only
partially borne out in interviews with other customer representatives, where others did not seem to think less positively or
have less trust in SA Power Networks as a result of the AER’s Consumer Challenge Panel’s involvement, but in some cases it
did shut down the voices of consumer representatives. In speaking of the AER’s Consumer Challenge Panel one participant
said: “My peers are not interested in hearing ordinary voices”.

The role of the AER’s Consumer Challenge Panel in consultation forums and workshops as described in the Governance
Handbook is:

“In situations where the CCP is invited to attend consultation forums / workshops being conducted by the [Network Service Provider]
NSP, sub-panel members are encouraged to limit comment on detail discussed at such forums. The primary function of the CCP in
these situations is to assess the usefulness of engagement. However, the CCP may contribute by facilitating links between the NSP
and stakeholder interests.”

AER’s Consumer Challenge Panel, Governance Handbook, January 2017.

The author of this report was involved in two Deep Dive workshops as facilitator and as an external observer of the AER’s
Consumer Challenge Panel’s role on these two occasions would describe it as being beyond the above description. In the
Information Technology Deep Dive in particular AER’s Consumer Challenge Panel members acted as key spokespeople to
feed back commentary and opinion from participant groups rather than observers of the engagement. Whilst some
participants did value the AER’s Consumer Challenge Panel members’ input to provide greater depth and wider knowledge, it
is questionable if in the current 2020-2025 Regulatory Proposal Customer Engagement Program their role fell within the
description above of ‘facilitating links between the NSP and stakeholder interests’.

A number of staff expressed concern that the role of the AER’s Consumer Challenge Panel is ambiguous and open to
interpretation. As a result, they did not push back as much as they feel with hindsight they should have done. SA Power
Networks made a number of significant changes to the design and scope of the Engagement Program as a direct result of
AER’s Consumer Challenge Panel demands. As is noted in the main report, some of these decisions came with significant
additional cost in time and money, not just to SA Power Networks but to customer representatives and in many cases their
employers. They also feel this ambiguity has led to the role being overly shaped by the personality of the particular AER’s
Consumer Challenge Panel members. This final point was also voiced as a concern by one of the consumer representatives.
SA Power Networks staff told us:

“Next time we would handle the AER’s Consumer Challenge Panel differently. We would start with the AER, SA Power
Networks and the AER’s Consumer Challenge Panel in a room and jointly agree the remit and brief.” Staff member

Key lessons for the future

Clarify the role and remit of the AER’s Consumer Challenge Panel at the outset and schedule regular check-ins to align
expectations of SA Power Networks and the Australian Energy Regulator

Define specific roles and expectations of AER’s Consumer Challenge Panel at each phase of Engagement and monitor
impact on desired outcomes on ongoing basis, particularly in relation to impact on other stakeholders’ participation in the
Program and relationship with SA Power Networks

Ensure customer representatives feel safe and supported to voice their priorities, needs and opinions and monitor on an
ongoing basis. This should include the option to withdraw AER’s Consumer Challenge Panel members from some forums if
it is having a detrimental impact on other stakeholders speaking up, or to design the Engagement Program to create
different types of forums and workshops with different levels of participation and mix of participants (see Appendix 1:
‘How could it be better?’).



Objective 4: Ensure that the concerns and views of our
customers and stakeholders are considered in the prudent
optimisation of our costs, services and prices

Summary

SA Power Networks is to be commended for the huge steps forward it has taken in the last
five years since the 2015-2020 Regulatory Proposal period, when customer knowledge was
largely drawn from research and data without extensive face-to-face engagement. SA Power
Networks has undertaken an ambitious and extensive engagement program and
demonstrated genuine commitment to take on board the views of customers and stakeholders
in the 2020-2025 Regulatory Proposal. The impact of this is far-reaching beyond the
Regulatory Proposal period and will leave a legacy for SA Power Networks in strengthened
relationships and deepened trust. With in this, however, it is important for SA Power
Networks to have confidence in whom participants are representing; at present, that is not
always clear or backed up by the perception of participants.

However, in designing and delivering such an ambitious program, SA Power Networks has
struggled to keep track of all the threads of inputs and outputs, with the result that some
participants feel a little overwhelmed or unclear with how their input has shaped the Draft
Proposal and struggle to get visibility into the complexity of the process.

SA Power Networks has been rightly focused on its own customers, but has perhaps been
unduly led and overly influenced by the AER’s Consumer Challenge Panel. This has
inadvertently made it harder at times for SA Power Networks to genuinely hear its own
customers and stakeholders. Likewise, with the huge commitment of time and resources that
the 2020-2025 Regulatory Proposal Customer Engagement Program has entailed, there are
other stakeholders in the energy continuum who have perhaps not been as involved as
customers would like, such as retailers and legislators, all of whom exercise control over parts
of the system that impact significantly on SA Power Networks'’s customers and stakeholders.

Theme 4.1: Making visible and explicit how stakeholders views and
priorities have influenced decisions

Some participants felt that it was difficult to track where changes have been
made as a result of specific feedback and so find it hard to trust what was in
the Draft Plan. Staff also shared that they find it challenging to make explicit
how trade-offs and decisions have been made as a result of participants'
feedback; whilst they feel it has and is happening, it is hard to directly link back
to specific feedback from a specific participant. Some of this may also be due
to the number of engagement activities that have now occurred with,
according to participants, significant repetition of information.

The decision to add engagement activities at the Deep Dive stage with the
same broad group of customer representatives and stakeholders may also have
negatively impacted the ability of SA Power Networks to connect directly and
deeply with particular stakeholders with particular concerns and questions.
Likewise, this decision cut against early feedback gathered in Phase One from
customer representatives concerned about the commitment of time and
money that the 2020-2025 Regulatory Proposal Customer Engagement
Program would require.

The issue of trust seems to be critical to how stakeholders feel about this
influence. In the absence of being able to track back to specific impact, views



are varied on how influential they have been, and seem to stem from the
amount of underlying trust that has been built. Where this exists, it has been
forged through the responsiveness of SA Power Networks to individual
requests for information and one-to-one meetings and the visibility and
accessibility of SA Power Networks leadership in Engagement events.

Theme 4.2: Broadening the reach of engagement and participation to
genuinely impact costs, services and prices

A small but experienced minority of participants interviewed in the evaluation
identified what they felt was a missed opportunity in the 2020-2025
Regulatory Proposal Customer Engagement Program: to engage more
proactively with other players in the energy continuum and expose them to
the customer’s voice and priorities. Significantly, this included legislators and
retailers, who these participants recognised as players that hold significant
power to control outcomes and limit possible customer-focused strategies that
SA Power Networks and its customer representatives could develop. Another
small group of customer representatives wanted to see retailers around the
table for another reason, namely that the overriding issue for their stakeholder
groups is price and retailers are so critical in determining the ultimate price of
energy.

Theme 4.3: Building clarity of whom participants represent and how they
are representing their views

A number of participants interviewed in the evaluation were slightly
ambivalent about who they represented and how they communicated the
interests of this group. Motivations to get involved varied, from a genuine
interest in the Regulatory Proposal process to seeing participation as a way to
get closer access to SA Power Networks on issues of concern to them or their
stakeholder group to learning more about SA Power Networks to share with
clients. One or two participants were explicit that whilst they had been invited
to participate by a group, they did not see themselves as being at engagement
events under that banner. Whilst a broader motivation to participate than
simply the Regulatory Proposal process is not wrong, it does need to be
considered in how people are selected and how they are passing information
both to and from SA Power Networks to the broader customer or stakeholder
group they represent.

A number of participants voiced concern about whom others represented and
sought greater clarity in the room about what people's interests and priorities
were.

This observation included the AER’s Consumer Challenge Panel, with a number
of experienced participants and SA Power Networks staff feeling they needed
greater clarity on what their role was and whose interests they were
representing.



What worked

responsiveness and
openness of SA Power
Networks to meeting
‘offline’

early and open provision
of figures and projections
for the Proposal

broad representation at
recruitment stage

What did not work

o

lack of visibility to track
back key decisions made
to key inputs by
participants

ongoing accountability
for, and transparency of,
the stakeholder groups
represented by
individuals

engagement of other
stakeholders within the
energy continuum that
impact customers

Recommendations for
future

E 3

ask participants to
indicate whom they
represent and how they
are transferring
information and
feedback to and from
this group as part of their
selection procedure
review the participation
at key stages in the
Program and widen to
include other
stakeholders to influence
in response to
customers’ priorities and
needs



Learning and recommendations for the

future

The direction of travel and the legacy for the future - how can SA Power
Networks ensure future engagement builds on lessons learnt?

Continue on the positive journey

With the current 2020-2025 Regulatory Proposal Customer Engagement Program, SA Power
Networks has taken a huge step forward from the 2015-2020 Regulatory Proposal process in
its commitment to and expertise in delivering effective and meaningful stakeholder
engagement processes. Whilst there is of course room for improvement, SA Power Networks
should be commended for their positive direction of travel, as noted by all participants
involved in this evaluation, particularly this who had experience of the previous process. Of
particular note is the creation of the Reference Group structure, building on the success of the
Arborist Reference Group. Again, these are not yet fully developed and require ongoing work
to continue to build trust and reciprocity. SA Power Networks should continue to build
effective, collaborative relationships with these groups, drawing in external facilitation to
enable this as required, to establish effective working partnerships.

This approach will necessitate an ongoing, measured investment of time, money and resource.
However, this should lead to a less costly Engagement Program in five years’ time, with much
less time required to build foundational knowledge and establish trust.

Define desired and undesired outcomes at the outset

Whilst the 2020-2025 Regulatory Proposal Customer Engagement Program had objectives
defined for the program a a whole and for each deliverable, future engagement could be
improved by defining this in terms of outcomes, or the change or impact that SA Power
Networks and its key stakeholders wish to see as a result of the program as a whole and as a
result of each phase. This can be further refined to describe specific outcomes sought for the
Regulatory Proposal and for particular stakeholder groups. It is also our recommendation that
undesired outcomes are clearly articulated, as this helps to identify warning signals if the
program is beginning to deliver unintended negative outcomes. Both desired and undesired
outcomes are best defined in a collaborative process with key customer representatives from
Reference Groups. This will help to ensure the Program delivers to expectations of all
stakeholders and will guard against scope drift that suits the needs of some but not all key
stakeholders.

Co-create ‘balanced guardrails’ around the process

Whilst the current Regulatory Proposal Customer Engagement Project has stayed true to its
initial design, it has at some key points expanded beyond the intended outputs and



deliverables. This has been most notable in the later stages of engagement, namely with the
addition of six extra Deep Dives and the ongoing intensity of engagement as SA Power
Networks works towards submission of the the Regulatory Proposal in January 2019. A
number of participants have questioned if this amount of additional engagement is having a
commensurate impact on the Plan or if the Plan would be just as good with less engagement.
Likewise, a number of participants question if this additional engagement was driven by and in
response to the needs of the majority, or if it was driven by a small minority of vocal
stakeholders.

As external observers, we have concerns that the significant investment of time and budget
into making these additions to the Program will have a detrimental impact on SA Power
Networks’ ability and willingness to make steady and ongoing investment into customer
engagement; it is our experience that this sort of sustained investment reaps better rewards in
the long-run, as has been experienced by SA Power Networks in the case of the Arborist
Reference Group.

We recommend that in future SA Power Networks works with key customer representatives in
the early stages of the Engagement Program to define ‘guardrails’ for the process that balance:

1. the financial investment to deliver

2. the time investment to participate and

3. the equitable opportunity for all key stakeholders to participate appropriately and
effectively.

These ‘balanced guardrails’ are illustrated in figure 2, with an assessment of what was
achieved in the current Engagement Program and what a recommended future target would
be, that keeps costs and time in balance and prioritises breadth of participation across
stakeholder groups.

figure 2

Achieved Future target



Get the right people around the table

With the definition of clear and agreed desired and undesired outcomes at the outset, it
should also become easier to identify the right make up of participants for each phase and
each deliverable. In the current 2020-2025 Regulatory Proposal Customer Engagement
Program, SA Power Networks has blended and at times blurred the lines between customer
engagement and stakeholder engagement; indeed, when the group around the table has been
too stretched across these two groups, the engagement has at times failed to deliver to
participants’ and SA Power Networks's expectations. Likewise, some stakeholder voices have
perhaps been missed through this blending. SA Power Networks should work with its
Customer Reference Groups to define at the outset of each phase who should be at the table,
dependent on the focus of work as developed int he previous stage. This could include
drawing in specialists and technical experts in particular areas of the Regulatory Proposal as
required. Finally, SA Power Networks and its Customer Reference Group partners should have
the ability to refer back to their shared desired and undesired outcomes if any participants are
pushing the agenda outside these parameters.

Set realistic, constructive and achievable expectations for
and with participants

In the current 2020-2025 Regulatory Proposal Customer Engagement Program early stage
planning documentation shows that each phase and deliverable was planned to meet a certain
level on the IAP2 Spectrum of Public Participation. SA Power Networks also undertook a
stakeholder mapping assessment. Whilst both of these are valuable exercises, we recommend
that future engagement make more explicit to participants the level of involvement they can
have in each phase, and that ongoing monitoring assesses the success of SA Power Networks
in delivering to that level.

Likewise, SA Power Networks should define for and with each stakeholder group what is an
appropriate level of engagement for them at each stage and for the Engagement Program as a
whole, and assess the effectiveness of this at each stage through feedback from participants.
It is our observation that the levels of participation changed over time, particularly with
reference to the AER’s Consumer Challenge Panel. This early definition should include the
appropriate level of participation from the IAP2 Spectrum and also protocols for decision-
making, both in each phase and for the Program overall, and be monitored throughout the
Program.

It should also be noted that naming conventions are important in setting realistic expectations.
SA Power Networks should consider carefully how deliverables are named; it is our
observation that the name ‘Deep Dive’ did not serve SA Power Networks well in the
2020-2025 Regulatory Proposal Customer Engagement Program and set unrealistic
expectations.



Clarify and monitor the role of the AER’s Consumer
Challenge Panel

In the 2020-2025 Regulatory Proposal Customer Engagement Program the role and remit of
the AER’s Consumer Challenge Panel appears to have evolved over time and become unclear
to both SA Power Networks and to other customer representatives. It should be noted that
the current Evaluation has not spoken directly with AER’s Consumer Challenge Panel
members, but it would be our recommendation that their role and impact in this 2020-2025
Regulatory Proposal Customer Engagement Program is reviewed by the AER. In future
Engagement Programs their role and remit should be clearly defined at the outset with the
AER, SA Power Networks and Customer representatives. Defining with the AER where their
role adds value and rigour and where it is important for the direct customer voice to come
through is critical to a successful and constructive relationship. The AER’s Consumer
Challenge Panel role should be subject to similar levels of ongoing monitoring throughout the
process as other aspects of the Engagement Program.

Conclusions

From the interviews undertaken in this evaluation with participants in the 2020-2025
Regulatory Proposal Customer Engagement Program, along with the data analysis of ongoing
monitoring documentation, it seems clear that SA Power Networks has made strong progress
in the last five years in its commitment to, and professionalism in, customer engagement.

The 2020-2025 Regulatory Proposal Customer Engagement Program was well-defined and
designed with customer participation and largely stayed within the parameters of the original
design.

However, a number of decisions to adapt the original design, mainly in scope and scale of
engagement activities, has had some unintended consequences. This has created imbalance
between cost, time and participation. In delivering these additional engagement activities, SA
Power Networks has increased the financial cost and time commitment required by both SA
Power Networks staff and customer representatives, whilst giving more power to a
disproportionate minority of participants voices. This seems to be particularly true of the AER
Consumer Challenge Panel, with many of the additional engagement activities being in
response to their requests.

With ongoing and sustained investment and commitment to embedding customer
engagement into business as usual, particularly at the higher and of the IAP2 Spectrum of
Participation, SA Power Networks should be in a much stronger and more mature place by the
next Regulatory Proposal period in five years time. Likewise, there should also be a strong and
empowered group of SA Power Networks customers, with ongoing involvement in decision-
making, who will understand their role and have a strong working relationship with the
business. This should help to hold SA Power Networks accountable for the quality and the
balance of their engagement program.



Appendix one: How could it be better?

Suggestions from participants for future design of the
Regulatory Proposal Customer Engagement Program.

The challenge

From the interviews undertaken in October 2018, there seems to be broad agreement
amongst participants and staff that the transition from Directions workshops to Deep
Dive workshops was problematic. Whilst Directions workshops largely met
expectations, being described as and delivering a broad view of the issues at hand to a
diverse audience and gathering the views and priorities in the room at an equally
broad level, Deep Dives were felt to miss the mark. In trying to cater for a range of
expectations and levels of expertise in the room, from everyday customers to
members of the Consumer Challenge Panel, the Deep Dives delivered significant
additional knowledge for many in the room but did not engage in the level of
deliberation and decision-making that others expected.

A range of interviewees made suggestions for how the process could be redesigned for future
Customer Engagement programs. These suggestions came from SA Power Networks staff
members and from members of three different Reference Groups and have a number of similar
characteristics, including the need to:

e undertake deeper work with key stakeholders on specialised themes before taking these
options to the broader stakeholder group

e engage all stakeholders on issues that matter to them, at an appropriate level to their
expertise and circumstance

e build ongoing trust and reciprocity between SA Power Networks and its key stakeholder
groups.

The proposed solution

The following describes at a high level a revised process for consideration. This is inspired by
the feedback of participants and is illustrated in figure three below.

1. Customer Reference Group planning workshops: building on the methodology and
process from the 2020-2025 Regulatory Proposal Customer Engagement Program
2020-2025, this critical foundational phase could be improved in future engagement
programs by ensuring clarity and agreement on shared principles for the engagement,
decision-making protocols and guardrails of budget, time and stakeholder involvement.

2. Directions workshops: building on the success of the 2020-2025 Regulatory Proposal
Customer Engagement Program, Directions workshops offer an effective methodology
early on in the process to take the issues shaping the Regulatory Proposal proposal to a
wide audience and to hear the voice of the everyday customers and their representatives
to understand their current issues, priorities and challenges. These could be improved by
including input from the Reference Group membership as well as SA Power Networks
staff. This will be made easier if relationships and partnerships continue to be built in the
intervening period, as has been the case with the Arborist Reference Group.

3. Issue Prioritisation Session: an opportunity to gather the top priorities from the
Directions Workshop process and consider alongside top priorities for SA Power
Networks and for the AER, as represented by the AER’s Consumer Challenge Panel. This
session would be a facilitated deliberative process to enable Reference Group members,



SA Power Networks and the Consumer Challenge Panel to identify and agree the top
priority issues to explore and refine in the Think-Tank process.

Think-tank. A strand or tier of engagement where key participants with a deeper level of
specialism and knowledge could go deeper on the issues identified in the Issue
Prioritisation Session. Think-tank groups would be independently facilitated and involve
these specialist participants working in partnership with SA Power Networks, to create
co-designed options to consider for the Proposal. These sessions could also include
invited experts, not part of the on-going engagement but drawn in to contribute on very
specific themes, for example discussions on non-network aspects of the Regulatory
Proposal, such as property, information technology, personnel or fleet. These co-designed
options would therefore be shaped by the experience and expertise of both SA Power
Networks and external ‘critical expert friends’ to push SA Power Networks’ thinking and
challenge its assumptions. The Consumer Challenge Panel could also be active
participants in these sessions, subject to their agreed mandate with AER and specifically
as AER’s representative in the room. These Think-tanks should be limited in number to
stay within the guardrails of budget and time, and thus should focus on the most critical
or controversial issues in the Proposal, as identified by the Issue Prioritisation Session.
Options created in these sessions would then be subject to preliminary modelling and
costing by SA Power Networks, with any issues, challenges or opportunities in each for SA
Power Networks being made explicit.

Customer Reference Forum: the proposals developed by the Think-tank groups, along
with the subsequent analysis and modelling undertaken by SA Power Networks, would be
taken into a two-day forum to work through and deliberate with the broader Reference
Group membership. The purpose of this would be to identify preferred options for
inclusion in the Draft Proposal. This focused attention across the priority issues in a two-
day in-depth forum enables issues to be considered alongside each other with choices
and trade offs being more visible and explicit than was possible through Deep Dives
(which took each area of expenditure and dealt with it individually). The Consumer
Challenge Panel should not participate in this forum, although they may be present in an
observer capacity only. Their observations and questions could then be discussed with
key SA Power Networks representatives in a separately facilitated process between day
one and day two of the forum. Any suggested alterations to the proposed content as a
result of the Consumer Challenge Panel discussions should be made explicit to Reference
Group members. This allows for greater clarity in how decisions are made and ensures
that recommendations at the end of day two are reached in partnership between SA
Power Networks and Reference Group members.

Draft Plan development and engagement: this final stage should be shaped by the
decision-making protocols and principles agreed in the initial Planning workshops and
lead directly from the outcomes of the Customer Reference Forum. This stage should
largely be carried out with the Customer Reference Group membership, with any changes
made by SA Power Networks shared with and discussed with their Reference Group
partners. The goal of this stage is to ensure that the Draft Plan submitted to the AER has
the endorsement of the Customer Consultative Panel and Reference Groups.

figure 3: A model for the future

Customer Reference

Group Planning Directions Issue Prioiritisation Think Tank
Workshop Workshops Session Process
- SA Power Networks + SA Power Networks - SA Power Networks - SA Power Networks - SA Power Networks - SA Power Networks
- Customer - Customer - Customer - Customer « Customer - Customer
Consultative Panel Consultative Panel Consultative Panel Consultative Panel Consultative Panel Consultative Panel
« Broader community - AER Consumer - Subject experts - Customer « Customer
members Challenge Panel . AER Consumer Reference Groups Reference Groups

- Independent facilitator Challenge Panel - Independent facilitator
- Independent facilitator
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Appendix three: interview guides

Staff interview guide: overview

Background: Desired outcomes

- role, responsibilities in program - challenges in achieving

- length of time on program - steps taken to meet outcomes
- best and worst about program - unintended outcomes?

- what has kept you awake?

Your journey: (use journey map)

emotional journey - starting point, highs, lows, why, what was happening?
key decisions, key pivot points

- moments - of clarity, learning

today - effectiveness, positioning, impact

end of project - confidence, changes

looking to the future - hopes

Reflection:

did well

do differently

- impact on staff involved

- impact on engagement approaches in future

- impact on SAPN

- most important lesson for your practice

- most important lesson for SAPN

- 3 images to sum up the program

- message to a colleague or yourself in 5 years time




Customer interview guide: overview

Background:

nature of role, representation, how engaged
length of time involved / extent of
involvement

- involvement in design?

best and worst about program involvement

Your journey: (use journey map)

Channels & engagement:

- how did you engage? how
was it easiest to engage?

- Most helpful channels?

- barriers to engagement?

- highs and lows in
engagement?

- emotional journey - starting point, highs, lows,
why, what was happening?

- listening / responsiveness

- levels of trust along journey - highs and lows

- knowledge and information - highs and lows /
communication / feedback

- clarity in your role - highs and lows - what was
expected of you?

- today - effectiveness, impact, satisfaction (+0-5

ratings for above)
- end of project - confidence, ongoing role
- looking to the future - hopes

Desired outcomes

- how did they do? do they
know what you think?

- alignment with your
priorities

- anything they missed?

- any unintended outcomes?

Reflection:

- did well

- do differently

- what will you tell others about your contribution?
- most important lesson/message for SAPN

- 3 images to sum up the program

- message for AER?




Regulatory Proposal

Appendix four

Customer Engagement Program (updated)

uoisstwuqns jesodoid

fio0ye)nbay Sz0z-020T -

SaWo0INQ

YdJeasal ;awoisn) «

W10} YJ0MJIN InIng
ssauIsnq uonNquIsiq «

n:o‘_o 9JUDI9)3Y
buybr dngnd «

dnoun buppopy
uoneibaju| ¥y3q ¢

SuoLSSNISLp
dnoun a)ua13)aY «

uoye)nsuoy) pajabiel

6102 ue[-810Z PO
juswdojanap

jesodoid £i01ejnbay
¥ aseyd

¥oeqpasy
uoLe)Nsuod
uejd Yeiq - z abejs
ue)d yeiq S¢0z-020T -
spodai doysyiop
anig daaq - T abels

Sawi0dnQ

43v 3y} jo
1sonbai je sdoysyiop jedtuydI) «

yuawabebua Aunwwo) «
youne] «
uoLjeynsuo) ueld yeiq :z abexs

£bojouydap
uoLjewoju] « xxade) ¢«
bunybry anqng « ERUEN
£X SHIOMBN jo spana ¢

anjn4 « JuBWa)elS
xadp « a1npns yuey «

sdoysyopn aniqg daaq :T abels

810¢ 1das-uer

uorjejnsuod g
Juawdojanap uejd yeiq
;€ aseyq

Modal
sjybisuj ;amod bupye] -

Modai suoljesianuo)
Jawojsn) Jjqesaupnp -

Modas yuawabebu3y qy) -
yodas doysyiopy suopaig -
Sawo0dINQ

SUOLJESIDAUO)
13wojsn) ssauisng «

SUOLESIIAUO)
13WO3SNY) 3]qeIAUINA «

juswabebul (q1y)) asianlg
Aeansinbury pue Ajjeanyn) «

yuawabebu3 payabiel

Lx sdoysylop suoraiq

L10T 290-bny

213N} 3y} JO YIOMIBN ¢
IUII|LSaI pue Ayjiqendy «
AL «

sawy} Judwabebuy -

ylomawesy
welsboid yuswabebuy -

|dieasay Jawoisn) -

SawiodnQ

£3ning dnoin arudivyY
U2Jeasay Jawolsn)
Loz AInf-g34

Juawabebud Ajea g
U2Jeasal Jibajesns

weiboid yusawabebua 1awo)snd
jesodoid A10je)nbay Sz0z-020z

SYIOMIB JaMO VS



KPI tracking report

Appendix five

198483 MO[3q 3JOW 4O %QT

198183 MO|9q %6-T

papaadxa Jo 1w 1984e]

%6-T Aq alow Jo

%0T Aq papaadxa 1984e]

@

@

1$3W021n0

*109(oud uonenjeas jJuswade3ua-1sod SuIydIeISA0 UB UIYIIM SDIIAIIDE MIINDY e
‘podal |4y aseyd juswase8ua-1sod auedasd pue Suppesy |d) MBINRY e
‘s3uiyaligap 109oad-150d Ul SBIIAIIDE MBINSY e

‘3jelidoadde 1 Aiainoe Jo uoelall Ixau ulyim ssuiulea) Ajdde pue AliAIOe Yoea JO pud 3y 3B S199YS UOIIEN|BAD MIINDY e

:Sulionuoy

(¥3v) 401e|N30Y AS49U7 UElRAISNY
9y1 jo 1sanbau je sdoysyiom |edluydal e
sSunea|N dnolo 2dualaRY 9 dID @
sulloy 0o8T e
sSuileaw |esaje|lg e

(speojumop Adod yj0s
pue Adood pJey) ue|d 1eaq jo uonnquisiq e
suSiedwed ejpaw |B120S pue SuISIlDAPY e

o3ed ;sioquiaw
91eAd Suipnpul Juswade3ua auluQ e

sul-doup pue ||eis

1934ew ‘sAep p|aly Suipnjoul Juswadedus
Allunwwod oJlow pue [euoiSey e
juawaSeSua |eusaiu] e
JUBWNIOP MIIAIDAO g uoljewlue dlydess e
uoiNQUISIP 1@ Yyounej ue|d yeuq e

1SaNIANDY
uollel|nsuod ue|d yeuq :¢ 28ei1s

s3unea|N dnouo 2ouaJaRY R dID e
s3unoaw |esole|lg e
aul30y Jamod BupjjeL 008T e
juswagdedua auluQ e
0TX sdoysyJopy @AIq doag e
1S9NIAIDY
sdoysyiom aniqg daaq :T a8ers

uoielnsuod 1 Juawdojanap uejd yeuaq :€ aseyd

s3unas|N dnoJo 2JuaJaeY 3 dID e

sSunaaw |esale|lg e

aulloy Jamod Bupj|e 008T e

juawageSua aulup e

SUOI}BSI9AUOD JBWOISN) Ssauisng e

SUOI}ESIDAUOD JOWOISND J|qeJIUINA
juawasdedus (Q1vD)

9sJanIQ Ajjeanisindul] pue Ajjeanyn) e

/X sdoys)Jom suojdaliq e

ISAIUAIY

juswasesua yydap-u| :g aseyd

weJdoud uonenjen e
s3ulalq
Buip|ing Ayioeded uspjoyadeis e
sdoysyiom
Sujuue|d Juswa8e8ua Japjoyadeis e
Asnuns dnoug adususey e
42Jeasal JOWOISNI Uollepuno4 e
:S3IUAIY
juswaseSua Ajaed
13 |ydJeasad 21891e4)s T aseyd

SHIOMISN
Jamod

VS W

7.

‘weJs3o.d Juswadedu3 Jswoisn) ay} jo aseyd yoes Sulnp uayeapun saljAlRde Juswadedua pue Yyoieasay ‘T 9|qel

Modaus Supjoeay |d) € - T soseyd
weaso.ad Juswade3ud J2wolsnd GZ-0Z0¢ 1959y A1oje|nsay



(398.4e3 0O€) UONLYNSUOD
ue|d Jeaqg ul panjoaul ajdoad 9T¢
198.e3 SuIpasIXa %S

(pappe 9 pauue|d Ajjleniul )
P13y saAlp daap 0T
1984e3 SuIpaaIXd %99

zaseyd
ui pasesus (198481 000°7) ¥£6'T
1984e3 Mo|3q %E'T

yoJeasay T
aseyd ul panjoaul (198.1e1 098) 896
19841 9n0qe %ZT

way3} 03 Jayew eyl
S9NSS| UO SIDP|OYde1s
pue siawo3lsnd a8edu3l

Spe uolleyNsuod ue|d Yeid
yum suonesijgnd o1aw Jo yoeay
hENTREY]]

uoI3e}NSU0I ue|d 1eug
punoue ssaud jo diysiapeal G518
19w 19816

0} papuodsaJ aulzoy
103[oud 1953y Jamod Suijel %00T

(198412
00¢) papeojumop sue|d 1eip /72
%€T Aq papasaxa 1984

(1284.1 05S) PaInquisIp
sue|d 1yesp Adod puey /S
%t AQ papasoxa 19848

SUOISSaSs UO[1e}NSUOD ue|d 1eld
Jeusajul pue ui-doup 104 19w 3981

za8e1s
€ 9seyd

0} papuodsaJ auljzoy
109(oud 1959y Jamod Sujjel %00T

uoney|ioey
doyssuom yum palysiies %6

JYELVALETIE]
91edidiyed o1 awi aienbape
YHM DAOQE IO PaIJSIIES %8

Ayue)d uoprewJoyul
Y3IM SA0Qe 10 palysiies %b3

1 23e1s
€ 9seyd

‘weJsdo.ud Jusawadedul Jawoisn) ayi 4o aseyd yoes Sulinp uddenapun SaIAIIE 104 S9AI1[qo 1sulede Suiniodal |d) "z 9|9el

0} papuodsau auljzoy
103[oud 1959y Jamod Sujel %00T

uone|ey
doysyIom yum paysiies %6'86

JELGETE]
91edidiued 01 awil a1enbape
YHM DAOQE IO PalJSIIes % /8

AyJe|d uolzew.oyul
UM 3A0GE 10 PBYSIIES %'S6

z 9seyd

IELRGETE]
91edidiued o1 awil a1enbape
YHM DAOQE J0 Palsiies % 08

Ayue)d uonzew.oyul
UM 3A0GE 10 PalsiIes %T'EL

T aseyd

j1uawadedua

9y1 ui a1eddijed
AjoAnoe o1 paddinba
|]om 2Je siapjoyayels
pue sJawo3snd ainsuj

andalqo




ssa20.d juswaseSua
ay3 Suipaedau siapjoyaxeis
woJj paAladal syulejdwod

s8unasw
dnoug asuauaey 1e pajuasaud
pue sepuage uo uollelnNsuod
ue|d yeup uo sazepdn %00T

suoIssas ul-doup ay3 03 payAul
sJ1aqwaw dnoud 92ua4a)al JO %00T

(s1aquiaw z9/Lv) 531
j1uawa8e3ua ul pajeddinied
sJaquaw dnoJd 9dua4a)aJ %0/L

s3uileaw dnouo 3dua.134aY 1e
pajuasaid pue sepuade uo ssadoud
aAI1q daa uo salepdn %00T

sanIp daap ay3 03 palAul
sJaqwaw dnoJd 92ua43434 JO %00T

ssa204d JusawaseSua
ay3 Suipaedau siapjoyaxeis
woJy paAladal suulejdwod

(s4ivquisw 29//¥) saninnde
1uawadedus ul pajedidiyed
siaquaw dnoJs 9ousJa)ad %9/

sdoysyJom
SUOI323J13 |y} 03 papAul
s1aquaw dnoud 92uaJajad Jo %00T

ssa20.4d JusawasdeSua
ay3 Suipsedau siapjoyaxeis
woJj paniadal suulejdwod

yoeouddy juswadedul
91 uo y2eqpasy papiroid
sJaquaw dnoJs 92uaJa)al JO %69

|

yoeouddy juswaseduy
9Y3 U0 oeqpaay) apinoad 03 paAuL
sJaquaw dnoJs 92uaJa)ad Jo %00T

ss9o0.4d

1uswa3e3us 3noy3noayy
SJ19p|OYa)e3S Jno pue
SYI0MIBN JOMOJ VS Y104
10} Ss3sldJns ou, aunsug

e|paw |e|dos
BIA Suoissaidwl pue SMIIA ‘Yoeay
19w 19816

pasn sjauueyd eipaw [e120S ||V
oW 19816

(198411 9184 UBdO %EE)
suado snbiun %8 ¢y
papaaxa 19318

1U3S SI9113|SMIU JaMOd Subj|e] XIS
1w 1981

zase1s
€ aseyd

sdoysyJom aAIq daag
ul panjoaul ajdoad (198481 002) OC
198.e3 3N0qR %07

|

s3uneaw dnoug adualasey
1e pajuasald pue sepuade ssaooud
aAIQ daag uo salepdn %00T

passnasip saidoy
10 98ueJ 3Y3 YUM palJsiies %76

T 23e1s
€ aseyd

papinoad sanzunyioddo
1uswade3us jo aduel
Y3 YUM dAOQE IO PaIJSIIeS % G6

passnasip saidoy jo adued
943} YHM SA0Qe JO pIlYsiIes %' L6

@

juawadedua
T 95eyd Ul PaA|OAU] SIDWOISND
0J19W %S/ /|euoidal Jo %ST
19w 198.e]

z 9seyd

papino.d saiiunoddo
juswadesua Jo adues 3y} yum
9AO0QE 10 PalsIIes %98

passnasip saidoy jo adued
9yl YIIM SA0qEe IO PIlJSIIeS %L 'T6

@

T 9Seyd Ul PaA|OAU] SIDWOISNI
0J19W %G/ /|euoidal Jo %ST
1w 198.e]

T aseyd

(penuiuod)

wiay3 0} Jo11ew eyl
S3NSS| UO SJap|oyels
pue siawo3isnd 98e3u3l

andalqo




colgelLtadsy e

(zdvi

pue S3S000TVY Yyum
uawusie + Y3v ‘Ndvs)
s9|dipulid Juswagedus
JUBA3J3J [|E S1P2W
juawagedua Jno ainsul

0} papuodsals suoissiwgns %00T
AENTREYIL]]

(o€ 1984e1) JoaMmod
Sunjje] uo paysignd sasuodsau €€
%0T Aq papaadxa 198ie|

Jamod Sunjjey ui uonedied
9A1)de (198481 00€) OVE
198.1e1 an0qe %ET

@

SIINS 01 papinoud
saAIg daaQg wouy d2eqpasy Jo %00T

$s220.d 2yl UIYIIM PaIapPISUOd
9J9M SMB3IA 1BY3 UOIIDBISIIES %06

@

Jamod Supjje] uo
Sunedpied AjaAnoe aiam sjdoad
(128183 00S) 0T 198401 MOJ3q %8T

|

19mod 3unyjel
uo paJaisi3au (198481 00LT) S6E'T
198481 MO|2q %8T

@

7 95eYd Ul PaA|OAUL SI9WO03ISND
0J39W %S/ /[euoiS8al JO %ST
19w 19816

$$220.d 3yl UIYIM PaIBPISUOI
2JaM SM3IA 1BY31 UOIIBISIIES %E'SE

@

sallAOe Juswadedua T aseyd
40 S9149S yoea uiyum pagedus

siaployaiels Aay (198.4e3 098) ¥EOT
%0¢ Aq 1984e3 Suipasdx3

|

yoJeasay Jawoisn)
UOI}EPUNO4 U] PAAJOAU] SIBWOISND
0J19W %G/ /|euoiSal Jo %ST
BENTREYIL]]

$s9204d BY31 UIYIM PaJIIPISUOD
9JaM SMB3IA 1BY3 UOI1IBISIIES %E 69

sao1d

pue $32IAISS ‘S3S0D UNO
J0 uonesiwnido yuapnud
9Y3 Ul paJapisuod

a.e siap|oyadjers

pue s1aWwo3snd

JNO JO SM3IIA pue
SUJ92U0J Y3 Jey} Aunsul

(g 198412)
1uasaudau Aayy suonesiuedio
/ siaqwisw dnoud aoualaal
WoJj PAAI9IAL SUOISSILIONS 9

19w jou 198ie]

z 98e1s
€ 9seyd

ssa20.d juswaseSua
ay3 Suipsedau siapjoyayels
woJj panIddaJ syulejdwod g

T 23e1s
€ 9seyd

z 9seyd

T aseyd

(panuinuoo) ssaooud
j1uswa3e3ua noy3noayy
SJ9p|OYyadels uno pue
SHJOMIBN JOMOJ VS Y104
Jo4 sastudins ou, aunsu3

aA13[qOo




sdnoJ3 @ouaJajas uo sdnoud jeuonejussaldal Aluoulw /padejuepesip /a|qelauinA JO %9 CT/%TC
%8 Ag 198.e1 Suipasix3

A1j1q1sS920€ 3j0Wo0Ud

03 weJs3oud uswasesua
Jno jo ugisap ay3 uo

SM3IA SJap|oyayels Suiiaul
‘AAISN|oUl 99 :dAISN|IU|

ssa480.d uj| :juswudie
ss9204d Juswadedua Jap|oyaxers
40 Sunies uonenjeas NI

z9%e1s

€ aseyq

91eludoidde asaym
pajuawa|dwi pue passalppe
suoljoe uojjet3ajul yusawadeduy
passalppe %001

ysiyie
paulejuiew / pauolide ale ‘mojaq
pue wnipaw 1e ‘suoioe 9
passappe %001

YsiH
—jJuswanoidw] pue mandy e
ySiH - uoneuswa|dw| e
YSIH - Supedaid e
YSiH - Suluueld e

y3IH -s4apjoyayels
pue adods ‘@sodind e

YsIH
- UOI1BJS31Ul PUB DDUBUISNOD e
:810¢ Ael\ quswudije
$s920.d Juswade3ua Jap|oyayels
40 Suiies uonenjead 9N

T ase1s

€ aseyd

Aj8uipiodoe
pauoioe aJe ‘mojaq pue
wnipaw 1e ‘suolioe 9N d) %00T

wnipsin
- JudwanoJdW] PUB MIIADY e
wnipajAl — uoppeyusawadw| e
y3iH - Sunedasd e
ySiH - Buluueld e

y3iH -s1apjoyayeis
pue adoads ‘asodind e

YsiH
- UOI}BJ331Ul pUB DDUBUIIAOD) e
/102 Joqwialdas woJy Juswudie
ss920.4d Juswadedus Japjoyayels
40 Suiies uonen|eas 9N

Z 9seyd

wnipsy
- Juswanoidw] pue MIINDY e
wnipaA - uonejuswsajdw]| e
ySiH - Suuedaud e
ySIH - Suluueld e

y3SIH -s4apjoyadjeis
pue adods ‘@sodind e

YsiH
- UOI}BJS91U] PUB SDUBUISNOD e
:jJuawudie

$s920.d Juswade3us Jap|joyayels
40 Suneu uonenjend 9N

T aseyd

juawadedua

J9p|OYae]S 404 SauldpIng
92130e4d poo3 pue Aioie|ndau
MO||04 :92139e1d poOD

9|dpungd

‘wes3o.d Juawadedul Jawoisn) ayl Jo aseyd yoea ulunp uayelapun saiiAle 4oy sajdipuld ad110e.d 159 sulede 3uiiodad |dY € d|qel




s8unasw
oY 7 e ssad04d Juswadedua
pue sdoysy4om uo saiepdn %00T

paja1igap pue ysnoayi-uni
sdoysyom %00T

sal1IA1n0e Juawasedua

papualle SBAIINIBXD NAVS ¥
FEITREYIT]]

s31}IA130e JuswWade3ua papualie
S9AIIN2AX3 NdVS (198401 1) §
19841 9A0QR %GT

Aj@n1309y40 91edidinied 0y swiy
91enbape pey Asyi 1eyl snoqe 1o
pa1jsiies aA0qge O PalSIIes %08

ssaulsng ay3 ssoJoe
jJuswadedus 03 yoeoudde
1U33SISUOD pUe PA1eUIPJI00D
‘annoeoud y :3udisisuo)

paniadal syure|dwod g

paAIa2aJ syule|dwod o

ssadoud
9Y1 UIY1M paJapISuod aiam
SM3IA 1BY1 SAOQE JO PALSIIeS %06

,

paAIa2aJ syule|dwod o

ssaoo.d
9Y31 UIYUM PaJapPISUOD 2J9M SMIIA
1841 SAOQE 4O P3SIIeS %E'S6

,

paAIa23J syule|dwod o

ssaooud
Y3 UIYHM PIJIPISUOD 9I9M SMIIA
1843} SA0QE 4O P3IYSIIeS %E'69

"JUNOJJE Ojul UYe}

99 ||!M 32eqpad4 JI3Y3 Moy
pue juswade3ua Jno elA sn
woJj 199dxa ued siapjoyaels
1eym Sujuijano Apiespd
‘qualedsuel) ag :jualedsuea)

passaJppe uollew.oul
2Jow J0y4 Ss3s3anbalt %4001
19w 19846

AjaA1aye
91edpijed o1 swiy a1enbape pey
ASy3 1eY3 Sn0qe 10 palysiies %8

Ayuepd uonrew.oyul
Y1M DAOQE JO PalYSIIes% g

AlaA1103)49
a1ediped o1 swiy a1enbape pey
Asy3 1eY1 9A0qE JO PaIlSIIeS %t/ 8

Aye|d uolzewoyul
Y1IM DAOQE JO PaLSIIes % S6

AjaA1103)49
91eddied 03 swiy ayenbape pey
Aay3 1eY1 9A0qE JO PaLSIIeS %108

Ayue|d uonrew.oyul
Y}IM DAOQE JO PalYsIIes %1 €/

uoledlunwwod

Ajowi} pue Jueas|as

‘4e9d ‘uado elA ‘siap|oyaxels
Jno wuoju| :uadQ

SI1IAI}0B UOIIE}NSUOD
[le Sulinp paJapisuod A|iqISsaddy
passaippe %00T

z 98e1s
€ aseyd

sdoysyJom
||e Sulnp paJapIsuod AM|igISsaddY
passalppe %001

1 33ers
€ aseyd

juawadedua
ul pajedidined s1awoisnd
9|geJau|nA (1981e1 05) 89
19841 9n0Qe %9€E

juawadedua
u| pajedidilied siowoIsSNd VD
(198411 05) ¥S - 1981E1 DAOQR %8

z 9seyd

yoeouddy juswadeduy
9Y1 uo yoeqpaay papirosd
sJsaquaw dnous aduaJajad JO %69

|

T aseyd

Anigissadoe ajowoud

01 wesSoud Juswadedua
ano jo udisap ay3 uo

SMBIA ,SJap|oyayels Sullaul
‘BAISN|DUl B9 :dAISN|IU|

9|dnund




ss9204d JuawaSe3ua ay3 Suipae8as s1ap|o0Ya|e1S WOy PaAIRIAL Sjule|dwod Q

paysi|qeisa J21s18a4 sanss|

oeqpesy

Jea)d pue 3dwoud Suipinoad
‘SUJ92U02 03 puodsal

pue Japisuo) :anisuodsay

(34e1s
0} Ja14gap) |esodoud Aioie|nday
wJojul 0} pjay sdoysyom |eusaiul
18 pajuasald suolssIWqgns JO %00T
AENTREYIL]]

Suipsedau
S[|ed pue s|iewsa 40 %00T 03 Ajday
1w 198.e]

z98e1s
€ aseyd

2oUepuUdYIe Ul JUSWSeuew
J01U3S Y1m sdoysyJom 40 %00T

papinoud
sainiunyoddo juswagefua
40 98Ul 3yl YlIMm UOI1DBISIIeS %T6

@

passnasip saidoy
31 Y}M 3A0QE JO PBISIIES %T6

@

T 3sers
€ aseyd

jJuswade3us u| pajeddiyied
OYM SJ3WO0ISND 3|qeJaU|NA JO
(¥984e1 05) 89 - 198.€3 3N0QR %9E

|

1usawadedua
ul pajedied oym siawoisnd
9sJanIp Ajjeanisindul) pue Ajjeanyjnd
40 (3984e 0S) 7S - 198483 SN0 %8

9ouUepuUINE Ul JUBWISeuBW
Jo1uas yum sdoysyiom jo (3081e3
%SL) %68 - 193183 9n0qE %Y T

@

papinoud
sainiunyoddo juswadedua jo
98ueJ 9yl Yy1Im UOI1dBYSIIES %' S6

|

passnasip so1doy
3Y3 YUM 3A0QE 10 PalYSIIeS %' L6

z 9seyd

papinoud
sainniunyoddo juswadedua jo
98ueJ Y31 Y3Im UOI1D.JSIIES %918

passnasip sa1doy
31 YHM dA0QE JO Palysiies %/ 16

@

T aseyd

SUJ9OU0D
pue SMaIA SJap|oyayers

JNo puejsiapun o}

%93s pue 03 udisi] :Suludisn
SUJ9OU0D

pue SMalA Siap|oysyels

JNo puejsiapun o}

333s pue 0} ua1sI] :8uluaisi]

9|dpund




SupuIy J1aya Ul uoisndUl Joy
SJINS 03 papinoud yoeqpasy %00T

s3uieaw dnoug adualasay 1e
pajuasaud pue sepuade uo ssadoud
uol1e}nsuod uo saiepdn %00T

ssaJgoud
ul ss304d JO UOIIBN|BAD DINDY  ®

oejd ul uiiodas |d) e

uol3oeysires doysyIom ||BIDA0 %/8

|

supjuiyy
J13y3 ul uoisnjoul 1o} SFIAIS 03
papinoud syiodau Jolell|ide) %00T

s3uneaw dnoug 2dualay 1€
pajuasaid pue sepuade uo ssasoud
aA1g daaq uo salepdn %00T

sanig daaq@ Suipnjoui saniade
1uawadesua Jo %00T J91e
pIay sSuieaw jaugap jeulau]

9oe|d ul Suiodad |d) e

saAIg doaq pue
sdoysyJom suoidaJig uipnjoul
sallAIde Juawade3us Jo %00T
J9)je p|ay Suizeaw Jalgap [eulalu|

9oe|d ul Suiuodad |d) e

11A130€ JuswaSedud Jo %00T
J9)4e p|ay Sunaaw Ja1igap [eulaiu]

‘9oe|d ul Suiodad |d) e

‘swel8oud juswadedua
24n1n} 01 s3uluiea| Ajdde
pue juswadedus Jo $s220NS
93 24nsea|\ :9|qeinsesn

(%G 1984e) ‘suaquidw 79/1€)
s8unesw
dnou8 souauayau ul pajeddined
sJsaquaw dnoJs aouaJalad JO %05

€ aseyd

(%S, 198.e1 ‘susquiswi z9/zt)
S3IAIIOR
1uawadeSus ul pajeddinied
sJjaquiaw dnoJus aduaiajal 0o %0/

T a8e1s
€ aseyd

(%SL 19841 ‘susqIBW 29// 1)
SallAOe
1uawadeSus ul pajeddilied oym
siaquaw dnoud aduaJajal JO %9/

Z 9seyd

yoeouddy juswadesu]
91 uo yoeqpaay papiroad
sJiaquaw dnoJus aduaJajal JO %69

|

T 9seyd

's309foad pue sanss| oyl
03 paJojie} pue pasijliond
s Juswade3ua aunsus

pue Ajuea a8e8u3 :pa1asie)

9|dungd




