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1 Customer
and stakeholder
engagement

summary

1 OVERVIEW

The engagement program and subsequent results
outlined in this summary have helped inform the
development of our Combined Proposal to the
Australian Energy Regulator (AER) for the 2024-2029
regulatory control period. Our Combined Proposal
details the funding we need to plan, build, maintain and
operate our transmission and distribution networks to
provide Tasmanians with safe, reliable and affordable
electricity during the five year period.

1.1 Approach to engagement

As an organisation, we understand that placing our
customers and stakeholders at the centre of our
business planning — conducting genuine engagement
with them on our plans and allowing them to shape
them where possible — is key to ensuring those plans
are in their long-term best interests.

This thinking builds on our previous reset engagement
efforts, but is also being driven by the rapid transition
occurring in Australia’s energy industry and the National
Electricity Market (NEM), which includes a conscious
move towards more sustainable energy sources by
customers, generators, retailers and network service
providers (NSPs).

We developed an engagement program for the
Combined Proposal that has sought to identify and
understand what is important to our customers

and stakeholders, and to build their knowledge and
understanding of the energy sector and our business
so they can participate in the program. We have used
their subsequent insights to help shape a Proposal that
is reflective of the feedback we have received. Read
more about how we have sought to integrate their
preferences in Section 1.3.

Capable of acceptance by the AER

In addition to developing a Combined Proposal that
is reflective of the preferences of our customers and
stakeholders, we have also endeavoured to create a
proposal that is capable of acceptance by the AER, in-
line with their key 2020-2025 Strategic Plan objective.

This work has been guided by the AER's Better Resets
Handbook (Handbook). Published in December 2021,
the Handbook sets out how the AER would like NSPs

to complete their revenue proposals, placing greater
emphasis on high quality engagement, as well as
offering more clarity on what should be in a proposal to
enable acceptance.

Although TasNetworks has not sought the early signal
pathway outlined in the Handbook when developing
our Proposal for the next regulatory control period,
we have endeavoured to meet the guidelines and
expectations outlined by the AER, recognising the
broader benefits to our customers that may come as a
result, including:

* Improved relationships and understanding between
TasNetworks and our customers

e Greater faith from all parties in regulatory processes

e The generation of new ideas and regulatory
approaches that benefit both customers and
TasNetworks

¢ Anincreased probability that the regulatory
proposal will be largely or wholly accepted at the
draft decision stage, resulting in a more efficient
reset process for all involved.

Specific details regarding how our Proposal seeks to
meet the AER's expectations can be found in
Appendix A.
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1.2 Engagement summary

Spanning 18 months of concentrated effort between July 2021 and January 2023, the engagement program is the
most comprehensive and diverse suite of engagement activities ever completed by TasNetworks. To date we have
directly engaged with 567 individuals in 61 activities, covering 64 topics.

The program marks a distinct step-change in our engagement maturity as an organisation, built from the ground-up
using direct input from our representative voices and key stakeholders during the early phases (see section 3.1 for
details of the program’s development). In addition to co-designing our engagement approach, we also released a
Draft Plan for consultation, attracting submissions from multiple stakeholders.

Each of these steps has helped create a more accessible, customer-focused program, evidenced by the fact that
participant trust in TasNetworks has to act in the best interests of customers has risen from a benchmark of
66 per centin the early stages of the engagement program to 89 per cent in latter stages.

Engagement activities have been structured and delivered in five distinct phases, resulting in the following -

Figure 1. Engagement by numbers
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Figure 2 provides a visual glimpse of the engagement journey to date, inclusive of key audiences, activities,
and the phases in which they occurred.

Figure 2. Engagement pathway
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1.3 How engagement has shaped our proposal

During the delivery of our engagement program, four key themes clearly emerged as priorities for our customers
and stakeholders. These themes remained largely consistent from Phase 1 research and planning in 2021, through
to our last main feedback gathering period in Phase 3 deep dives, completed in July 2022. As shown in Figure 3, our
customers and stakeholders were consistent in their advocacy for affordability, the need to cater for the renewable
energy transition, network reliability, along with social responsibility and sustainability.

Figure 3. Key themes
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Given the top concern for our customers was affordability, we have made trade-offs in our Combined Proposal that
exert downward pressure on costs, without sacrificing reliability and safety or undermining the delivery of the other
priorities of our customers and stakeholders.

Table 1 details changes made to our Combined Proposal as a result of customer and stakeholder feedback (see
Appendix B for details of what topics we discussed with each of our key audiences, and where readers can find
evidence of our response, either in our Proposal or other supporting documentation). Feedback that falls outside the
four main themes but that helped shape our proposal is also outlined in Table 2 of this section.
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Table 1. How engagement feedback has shaped our proposal

Key theme What we've heard How we've responded
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https://www.tasnetworks.com.au/about-us/corporate-social-responsibility/environment-and-sustainability/climate-change-response

Key theme What we've heard How we've responded
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https://www.tasnetworks.com.au/config/getattachment/b76a86c4-b340-49ff-96b9-f83ece768ef6/tasnetworks-energy-charter-report-2022_final.pdf
https://www.tasnetworks.com.au/config/getattachment/b76a86c4-b340-49ff-96b9-f83ece768ef6/tasnetworks-energy-charter-report-2022_final.pdf

Key theme What we've heard How we've responded

In addition to the feedback and responses outlined in Table 1, we also engaged with customers and stakeholders on
targeted topics. Table 2 outlines these topics, what we heard, and how our plans have changed as a result.

Table 2. Targeted topic feedback and our response

Topic/issue What we've heard How we've responded
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Topic/issue What we've heard How we've responded
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Topic/issue What we've heard How we've responded
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Topic/issue What we've heard How we've responded

Links to further information on customer and stakeholder feedback are provided in Appendix B.
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2 OUR ENGAGEMENT FRAMEWORK

This section sets out the principles, objectives, key audiences, and best practice guidelines used in the development
of our engagement program.

2.1 Co-design

In a first for TasNetworks, our engagement framework was built from the ground-up using direct input from our
representative voices, individual customers and key stakeholders during the early phases of the engagement
program. This work ultimately culminated in the development and release of our 2024-2029 Customer and
Stakeholder Engagement Strategy in January 2022.

Development timeline

July to August 2021 (co-design)

Workshops, forums and surveys with 63 representatives from our PRWG, CC, transmission customer
base, and Tasmanian councils to identify our engagement principles, objectives, methods, barriers
and success measures.

September 2021 (drafting)
TasNetworks' engagement team worked with our engagement consultancy, RPS Group, to shape the
insights from the co-design activities into a Draft Customer and Stakeholder Engagement Strategy.

October to December 2021 (consultation)

Meetings, workshops, focus groups and public consultation with 89 representatives

from our PRWG and CC, newly-established RAC, individual customers, and the general public to seek
feedback on the Draft Customer and Stakeholder Engagement Strategy.

January 2022 (release)
First official iteration of the Customer and Stakeholder Engagement Strategy was
publicly released on TasNetworks' website, engagement platform, and social media channels.

March 2022 (update)
Strategy received minor refinements based on feedback received during the public consultation,
including realignment of delivery program timelines.

December 2022 (update)
Strategy received minor refinements, including the addition of an overarching
purpose, and small amendments to the delivery program timelines.

This process is further detailed in our Customer and Stakeholder Engagement Strategy, while information on our
delivery program can be found in Section 4.
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2.2 Principles
Our engagement principles were shaped directly from feedback received during the workshops and forums
we hosted in the co-design stage in July 2021. The principles were subsequently endorsed for inclusion in the

Customer and Stakeholder Engagement Strategy by those who participated in the consultation stage.

Figure 4. Engagement principles
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https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/232430

2.3 Objectives

Our engagement objectives were also shaped by the feedback we received during the co-design stage, and
endorsed for inclusion in the Customer and Stakeholder Engagement Strategy by those who participated in the
consultation stage.

Table 3. Engagement objectives

Objective Description Principle
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2.4 Key audiences

We have sought to engage with a diverse range of customers and stakeholders, to build our knowledge of
their needs and perspectives and ensure we develop a Combined Proposal that is reflective of those needs
wherever possible. Figure 5 outlines our high-level audiences, while Table 4 details the key sub-groups for
each of these audiences.

Figure 5. Audiences by segment

National
Tasmanian

REGULATORS

Small business BUSINESS PARTNERS State Government
Local Government
Energy supply chain
Regulators

Industry partners

Distribution customers
Transmission customers
Representative voices

TasNetworks Combined Proposal 2024-2029 - Attachment 1 - Customer and stakeholder engagement summary



Table 4. Audience sub-groups

Segment  Group Sub-group

Residential
Prosumers (smart devices, electric vehicles, solar, batteries)
Customers experiencing vulnerability

Individual grid
consumers

TasNetworks Reset Advisory Committee
TasNetworks Customer Council
Representative voices TasNetworks Policy and Regulatory Working Group
Australian Energy Regulator Consumer Challenge Panel Members
Community Voices Program

Owner occupier

Customers experiencing vulnerability
Rural and regional

High consumption

Small business

Commercial (government agencies, councils, property managers,

developers)
Distribution Large embedded generators (solar, wind)
customers Large distribution customers (factories, hospitals)
Energy service providers
Energy aggregators
Transmission Major industrials (Bell Bay Aluminium, Norske Skog, Nyrstar, MMG)
customers Generators

TasNetworks Reset Advisory Committee

TasNetworks Council Forum

TasNetworks Generators Forum

Australian Energy Regulator Consumer Challenge Panel Members

Representative voices

Australian Energy Regulator
National Australian Energy Market Operator
Australian Energy Market Commission

Office of the Tasmanian Economic Regulator

Tasmanian .
Energy Ombudsman Tasmania

Tasmanian Minister for Energy
Tasmanian Minister for Local Government
Tasmanian Department of Treasury and Finance

Local Government Association of Tasmania

Generators

Retailers

Aggregators

Solar installers

Network service providers (distribution and transmission)

Australian Energy Regulator

Australian Energy Market Operator
Australian Energy Market Commission

Office of the Tasmanian Economic Regulator
Energy Ombudsman Tasmania

Partners

Electrical industry groups
Electrical contractors

Energy Networks Australia

Property Developers
Building industry groups (Master Builders Association)

TasNetworks team members

Internal

TasNetworks contractors
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2.5 Ability to influence

We have used the IAP2 Public Participation Spectrum to guide the development of our engagement framework,
and to ensure our delivery program is fit for purpose and in-line with industry best practice. Widely used in Australia
and overseas, the spectrum enables organisations to identify the appropriate level of public involvement in any
engagement process. Figure 6 is an approved adaptation of the official IAP2 model, representing TasNetworks’
2024-2029 revenue reset engagement program.

Figure 6. IAP2 Public Participation Spectrum (iap2.org.au/resources/spectrum).
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To support previous regulatory proposal processes, TasNetworks' engagement activities have tended towards the
‘Inform’ to ‘Consult’ end of the spectrum. However, for the development of the 2024-2029 Combined Proposal
we have sought to mature our approach, developing a program with activities ranging from ‘Inform’ through to

‘Collaborate’.
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2.6 Topics and audiences

Table 5 details what topics were discussed with which groups, and during which phase these topics were introduced into the engagement program.
Topics that have been engaged on across multiple phases are also noted.

Table 5. Topics and level of influence by audience
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2.7 Breadth and depth

We greatly value all feedback received from our customers and stakeholders. However, in shaping the plans in our
Combined Proposal, we have attributed more weight to the preferences and insights from stakeholders who have
been able to contribute to our engagement activities in a more informed way through deliberative processes over a
longer period.

This means that the often more detailed feedback gathered from deep and ongoing engagement with the
RAC, PRWG, and CC has been prioritised in the development of our Combined Proposal.

Nonetheless, feedback from broader engagement methods, such as our annual customer survey, individual
customer panels, discussion circles, focus groups and forums, has been used to confirm the direction provided by
our more deliberative groups, to ensure their thinking is aligned with and representative of our broader customer
base. Figure 7 illustrates the breadth and depth of our engagement activities with our key audiences.

Figure 7. Breadth and depth of engagement with key audiences/activities
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3 OUR ENGAGEMENT PROGRAM

Our engagement program utilises a variety of methods and channels to ensure we achieve a breadth and depth of
insight from a diverse and representative cross-section of our customers and stakeholders. Figure 8 illustrates the
evolution of the program'’s development.

Figure 8. Engagement program development
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3.1 Program design

We designed a phased engagement approach to ensure our customers and stakeholders could participate in the
engagement program to the greatest extent possible. This included introducing fundamental topics early, paving
the way for deeper engagement on topics of interest as we moved along the engagement pathway, and in response
to customers’ and other stakeholders’ needs and preferences (see section 2.6 to see the evolution of topics and
audiences).

There have been five phases of engagement (see Table 6), each with a distinct focus and deliverables.

These have been informed by a significant period of research, analysis and internal engagement, subsequently built
during the framework co-design stage using a combination of feedback gathered from our representative voices,
customers and stakeholders.
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Table 6. Engagement phases

Phase 3

DI=T=To)
dives

Jan-Jul 2022
33 topics covered

Focused on
conducting
deep-dives into the
topics and issues
that customers
and stakeholders
have highlighted,
gathering detailed
feedback to help
shape our Draft
Plan and Combined
Proposal.

Phase 4

Reporting
back

Jul-Oct 2022
13 topics covered

Involved with
seeking feedback
on our Draft Plan

with engaged
stakeholders and

customers, and
using these insights
to refine our

Combined Proposal.

Phase 5

Closing
the loop

Nov 2022-Jan 2023
18 topics covered

Concentrated on
reporting back
to our customers
and stakeholders
regarding how their
feedback has helped
shape our Proposal.

Adopting a phased approach has also allowed us to iteratively review our performance, enabling us to adapt
activities, locations, methods and topics according to the changing needs of our customers and stakeholders as well
as the external environment (e.g., COVID, rising inflation, rapid changes in the energy industry). In this way we have
been able to make incremental improvements to our engagement approach, which has helped minimise barriers to

participation.

Please refer to section 2.6 for a list of the topics covered in the program to date, along with details of the
engagement phase in which each topic was introduced and with which audiences it was discussed.
Section 3.2 provides detailed delivery programs for each of the completed phases, inclusive of audiences,

topics and ability to influence.
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3.1.1 Approach for
individual customers

i

This audience includes individual
energy customers and bill-payers
like private households. It also includes customers
experiencing vulnerability, such as those on low
incomes or living with a disability. Our representative
voices have also heavily advocated for the interests of
this group. 134 customers were engaged during the
five phases of engagement, covering over 20 topics in
20 activities.

Activities have included a mix of the following, focused
on breadth rather than depth of engagement:

» Face-to-face (F2F) and online focus groups
e Discussion circles

e Collaborative customer panels

e Online forums

e Online surveys

¢ Email updates.

Understanding what our customers value and

their concerns is fundamental to the successful
development of our Proposal. As an essential service
provider, it is also our responsibility to identify

and reach people who might be missed by other
engagement approaches, to ensure their perspectives
are reflected. This commitment to inclusivity can be
seen in the introduction of discussion circles into
Phase 3 of the program, which saw us engage with
30 individual customers from across the State who
were either experiencing vulnerability or living with a
disability. Appendix B provides links to the findings of
this engagement.

3.1.2 Approach for business

The business audience for our
engagement program has included small
and medium-sized businesses connected \
to our distribution network, as well as

large commercial and industrial customers taking
supply from the transmission network. The latter
group consumes around 50 per cent of Tasmania's
total energy production each year. The interests of
this group are also represented by one or more of our
representative voices groups.

Small/medium business customers

We have approximately 300,000 distribution
customers, of which around 11.5 per cent are small
to-medium businesses, encompassing everything

from one-person operations through to farming
ventures and government agencies. The interests

of this audience are represented within our CC and
PRWG by a number of peak bodies and their advocates,
who are free to liaise with their respective member
organisations and/or constituents.
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These groups generally operate at a deeper

level of engagement, covering more complex
subject matter than most other groups, due to their
advanced knowledge of the energy industry.

Refer to section 2.6 to see which topics have been
covered with these audiences.

Transmission customers

We have 15 transmission-connected customers across
the State, operating in industries such as mining and
manufacturing. Engagement activities with this cohort
have included:

e Online forums (tailored for transmission customers)
e 1:1 meetings (both in-person and online)

e Mixed online stakeholder forums

e Online surveys

e Email updates.

When developing our Proposal we engaged with

our transmission customers on nine topics across 13
engagement activities. Interactions with this group
have generally been at a higher level of complexity,
owing to their deep knowledge of the energy sector.
With the exception of individual pricing information,
the engagement has remained relatively broad in its
scope. Refer to Appendix B for links to the engagement
findings of these groups.

3.1.3 Approach for partners
This audience is broad, encompassing:

» those that shape the energy sector,
such as federal, state and local
government and regulators

®

e participants in the energy supply chain, such as
generators and retailers

e industry partners, such as electrical contractors and
building industry groups.

Given the diversity of these groups, various methods
have been used to reach them, including:

e Online forums

e Industry briefings

e Online surveys

e Mixed online stakeholder forums

* Email updates.




Local government forums

Collectively, Tasmania's 29 local governments
represent the largest component of the customer
base for TasNetworks' public lighting services, and are
also frequent users of TasNetworks' asset relocation
services, to facilitate the widening or re-routing of
roads. Commencing in 2021, the local government
forums are designed to:

e provide an opportunity for TasNetworks and
councils to better understand each other’s needs

e provide information that enables councils to
effectively plan their infrastructure and program of
works

» offer an avenue to raise any issues or concerns as
early as possible.

All local governments are invited to attend the forums,
which have been held as both online and in-person
activities across the State. To-date, eight topics have
been covered in five forums.

Generators’ forum

The Generators’ forum enables TasNetworks to engage
with existing and prospective Tasmanian generators
as a group, and to consider appropriate strategies and
plans in relation to the efficient development of the
Tasmanian power system. This includes proposed
transmission system planning considerations, strategic
issues related to transmission system developments
and related activities. While the forum is not a policy
or decision-making body, feedback and outcomes
from this group are used to help inform TasNetworks'
decision-making. The forum last meet in November
2021, and discussed two topics.

Retailer’'s forum

Held on an as-needs basis, the retailers’ forumis
designed to:

e provide an opportunity for TasNetworks and
retailers to better understand each other’s needs

e provide information that enables retailers to plan
their retail tariffs and services for customers

» offer an avenue to raise any issues or concerns as
early as possible.

To date, this audience have met twice and discussed
three topics.

3.1.4 Approach for
representative voices

TasNetworks' representative voices
include our:

e Customer Council

e Policy and Regulatory Working Group
¢ Reset Advisory Committee.

Activities completed with these groups have included:
¢ Workshops and meetings

¢ Online stakeholder forums and webinars

¢ Webinars

¢ Online surveys

¢ Email updates.

Customer Council

TasNetworks established the CC in 2015 to enable
ongoing conversations about issues that matter to
Tasmanian energy users. The key purpose of the
Councilis to:

¢ Evaluate current customer policies, procedures and
services that are offered to customers

¢ Provide ongoing customer feedback on services,
regulations, policies, and procedures

¢ |dentify opportunities for new processes that would
improve customer engagement.

CC membership includes a diverse range of
stakeholder segments, including:

¢ Individual customers — who are recipients of our
services and connected to our electricity and/or
communications network

e Business — small, medium and large business
customers who represent a group or individuals
impacted by or with an interest in our operations.
This also includes transmission customers

¢ Regulators — those responsible for shaping and
monitoring the energy sector, focused on achieving
the best outcomes for customers

¢ Partners — customers who we work with in a
collaborative manner to meet our connected
customers’ needs and to achieve best possible
outcomes for all involved.

The CC has met a total of four times during five phases
of engagement in a series of online and F2F workshops
to discuss 12 topics. The CC's topics of engagement
can be found in section 2.6, while links to reports from
their activities can be found in Appendix B.
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Policy and Regulatory Working Group

Established in 2014, the PRWG provides guidance on customer needs and acts as an advisory group on the
development of our Tariff Structure Statement (TSS).

The PRWG has broad representation from a variety of organisations with an interest in energy, including electricity
retailers, energy advisors, customer advocates and representatives of the business community. This allows a diverse
range of customer views to be represented, discussed and heard.

Since its inception, the group has focused on building capability by growing its understanding of the drivers that
underpin network pricing. They have met a total of seven times during five phases of engagement and considered
12 topics in a series of online and F2F workshops. Their topics of engagement can be found in section 2.6, while
links to reports from their activities can be found in Appendix B.

Reset Advisory Committee

Bill Harvey Dr Eleni Taylor-Wood John Pauley Leigh Darcy Richard Bevan Dr Cynthia Townley

TasNetworks formed the RAC in September 2021 with the purpose of helping shape our Combined Proposal for the
2024-2029 regulatory period.

The key objective of the RAC is to support TasNetworks' development of a Combined Proposal.that balances the
needs of our customers, owners and the AER.

Members of the public were invited to register their interest for the RAC via a public expression of interest process
and were selected by a TasNetworks panel. The RAC is co-chaired by a TasNetworks representative and one of the
six independent professional members from across Tasmania. Members have a blend of knowledge and experience
in energy, utilities, social research, future technologies, economics, governance and policy, sustainability, and
corporate strategy.

The RAC has met a total of seven times and discussed 17 topics during five phases of engagement, involving a
combination of F2F and online meetings. Sessions have included workshops and presentations from internal and
external subject matter experts, with a focus on informed discussion and analysis as part of their consideration of key
aspects of our Draft Plan and subsequent Combined Proposal.

Out-of-session activities have also been scheduled to further the group’s knowledge and capability, including site
tours and deep dives with subject matter experts on items such as TasNetworks’ network resilience strategy, capex
investment optimisation tool, and to address outstanding questions from meetings. RAC members have also held
independent conversations with the AER and members of the AER's Consumer Challenge Panel (CCP) regarding the
engagement process and outcomes.

An overview of the RAC and all meeting materials is available on their dedicated Talk with TasNetworks page.
Their topics of engagement can be found in section 2.6.
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3.2 Program delivery
This section details each phase of our engagement, including the specific activities, topics, audiences and their level
of influence according to the IAP2 Public Participation Spectrum. Table 7 provides a summary of the key metrics for

each phase.

Table 7. Engagement metrics snapshot

Activity metrics Phasel Phase2 Phase3 Phase4 Phase5 Totals

Individuals directly engaged 195 145 52 567

Total activities completed 33/33 10/10 3 61

Time spent directly engaging 96hrs 15hrs 7hr 139

Total topics engaged

* * * *
(new topic for phase) 33 (*30) 12 (*8) 18 (*tbc) 76 (*64)

Regions engaged N EICRIT RS EICRV GRS EICRW [ State-wide
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3.2.1 Phase 1 (Research and Planning)

Taking place between July and September 2021, Phase 1 was dedicated to uncovering customer and stakeholder needs and interest through research and then using the

emergent insights to directly shape our Draft Customer and Stakeholder Engagement Strategy. A total of 63 individuals were directly engaged, covering three topics in seven
activities across six hours of engagement.

Table 8. Phase 1 engagement program

Activity Audience Region Type Topics + IAP2 spectrum Jul Aug Sep
PRWG & CC workshop #1 | Members State-wide | F2F R_evenue reset overview (lnforn7), AER engagement expectations 1
(inform), engagement strategy inputs (collaborate)
Local government forum Council representatives | State-wide | F2F Revenue‘ Reset o.verV|ew linform), engagement 20+29 19
strategy inputs (involve)
Transmission customers,
Online survey local government, State-wide | Online | Engagement strategy inputs (involve) 7> <30
PRWG & CC

3.2.2 Phase 2 (Context and capability building)

Phase 2 ran from October to December 2021. It focused on building the knowledge and understanding of participants, identifying topics for the following phases of engagement
and seeking feedback on the Draft Customer and Stakeholder Engagement Strategy. Phase 2 included 10 topics covered in 15 hours of direct engagement across eight activities,

attended by 112 individuals.

Table 9. Phase 2 engagement program

Activity Audience Region Type Topics + IAP2 spectrum Oct Nov Dec
TasNetworks overview (inform), AER Draft Better Resets
RAC meeting #1 RAC members State-wide Online Handbook (consult), Draft Customer and Stakeholder 20
Engagement Strategy (collaborate)
Generators’ forum Generators State-wide Online Revenue reset overview (inform), topics for engagement (involve) 15
2019-24 revenue reset lessons (inform), expenditure forecasting
PRWG & CC workshop #2 | Members State-wide Blend (consult), topics for engagement (involve), Draft Customer and 16
Stakeholder Engagement Strategy (involve)
- South, . . . .
Individual . Revenue reset overview (inform), topics for engagement (involve),
Focus groups north-west, Online i 30 9+13
customers Draft Customer and Stakeholder Engagement Strategy (involve)
north-east
Public consultation General public State-wide Online Draft Customer and Stakeholder Engagement Strategy (involve) 15> <13
2019-24 revenue reset overview (inform), benchmarking
RAC meeting #2 RAC members State-wide F2F methodology (inform), pricing overview (inform), drivers of 2
investment and rates of change (consult)
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3.2.3 Phase 3 (Key topic deep dives)
Phase 3 ran from January to July 2022. Itincluded deep dives into the topics and issues that customers and stakeholders had highlighted in the first two phases. We gathered
significant feedback in this phase, before feeding it back into the business to help shape our Draft Plan and Combined Proposal. 195 individuals were directly engaged across

33 activities in over 96 hours of activity, covering 33 topics.

Table 10. Phase 3 engagement program

Activity Audience Region Type Topics + IAP2 spectrum Feb Mar Apr May Jun
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3.2.4 Phase 4 (Reporting back)

Occurring between July and September 2022, this phase was concerned with seeking feedback on our Draft Plan with stakeholders and customers. We have used these insights
to refine our plans ahead of submitting our initial Combined Proposal in January 2023. Engagement was conducted with 145 individuals on 12 topics, completed in 10 activities in
a total of seven hours.

Table 11. Phase 4 engagement program

Activity Audience Region Type Topics + |IAP2 spectrum Jul Aug Sep Oct

TasNetworks Combined Proposal 2024-2029 - Attachment 1 - Customer and stakeholder engagement summary




3.2.5 Phase 5 (Closing the loop)

The final engagement phase before submission of TasNetworks' Combined Proposal to the AER, Phase 5 took place between October 2022 and January 2023 and focussed
on informing our customers and stakeholders about how their feedback had helped shape our Combined Proposal. At the time of publication a total of 52 individuals had been
engaged on 24 topics in three activities.

Table 12. Phase 5 engagement program

Activity + audience Region Type Topics + IAP2 spectrum Nov Dec Jan
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4 EVALUATION OUTCOMES

Evaluating our activities and outcomes as we've progressed through the engagement program has helped ensure
our engagement has remained fit-for-purpose, and greatly supported the development of a Combined Proposal that
is reflective of the preferences and interests of our customers and stakeholders, as well as capable of acceptance by
the AER.

4.1 Evaluation approach

We have consciously adopted an iterative approach to evaluating and reporting on our engagement program from
the outset, based on a process of planning, doing, reflecting and evolving. We have endeavoured to focus on what
we have heard from our engagement participants, and how we are doing in terms of the quality of our engagement,

as well as meeting our overall engagement objectives.

Figure 9. Evaluation approach

>

ARS8 |

Planning

Doing

Reflecting & evolving

Success measures and
targets informed by the
co-design phase and bench

Capturing feedback at the
end of an engagement

activity or series of activities.

Completing post-implementation
reviews at the conclusion of
each major engagement phase.

marking against other NSPs. Adjusting approach, methods,

Key tool: post engagement :
v . S materials where necessary.

evaluation survey
(see Appendix E) Key tool: independently
compiled phase reports

(see Appendix D for links)

4.2 Measuring success

During our co-design phase, participants told us successful engagement would have the following
markers for them:

» Their voices were heard and considered, even when their feedback was not positive for TasNetworks

» Their knowledge and understanding had increased in areas such as revenue resets, the energy sector, and
TasNetworks’ operations

» They received post-engagement feedback in a transparent and timely way.

To measure the success and quality of our engagement, we paired our overall objectives with our measurement
methods. These methods and markers were informed by our co-design phase in 2021, along with benchmarking
against other similarly placed NSPs. A detailed overview of our metrics and methods is available in our Customer and
Stakeholder Engagement Strategy.

Overall, we aimed to achieve a minimum satisfaction rating of 70 per cent across all activities, phases and audiences.
Table 13 shows that since measurement commenced in Phase 2, we have met and exceeded this target for all but
one of our key metrics (ability to influence was clear).

Although the ability to influence metric is currently slightly below our desired average 70 per cent, there is clear
improvement since the baseline measurement of 50 per cent was captured in Phase 2, having achieved 78 per cent
in the most recently completed Phase 4.
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Table 13. Evaluation metrics by phase

Evaluation metrics Target Phase1(n/a) Phase2(n=44) Phase3(n=103) Phase 4 (n=27) Average (n=174)

Trust TasNetworks to act in
customers’ best interests”

Improved knowledge
(TasNetworks' operations)*

Improved knowledge
(energy sector)*

Improved knowledge
(revenue reset)*

Engagement activity
objectives were clear”

Ability to influence
was clear”

Felt TasNetworks had listened
to/heard perspectives®

Percentage of respondent who...

* ..agreed/strongly agreed TasNetworks would act in best interests of its customers

+ ..agreed/strongly agreed the information provided improved their knowledge/understanding

A ..agreed/strongly agreed the engagement session objectives were clear

# ..agreed/strongly agreed they were clearly informed to what extent they were able to shape TasNetworks' proposals for given topics

@ ..agreed/strongly agreed they felt TasNetworks had listened to/heard their perspectives.

4.3 External scrutiny

In addition to the above metrics and methods, we have also deliberately and consistently exposed our engagement
activities and program to ongoing scrutiny from several independent bodies to ensure we are:

» honestly and accurately appraising our efforts

e conducting best-practice engagement

» refining our approach, activities and materials when necessary.

RAC

Established specifically to provide input into the revenue reset's engagement program, the RAC provided initial
direction into the evaluation approach during the co-design phase, and has since had a key role in reviewing and
critiquing engagement efforts.

RAC members have been kept appraised of engagement activities and outcomes across the length of the
engagement program via written updates during pre-reading for scheduled meetings, verbal updates received
during scheduled meetings, and via push-notifications between meetings.

Additionally, RAC members have been surveyed after each of their seven meetings. On average, members indicated
they were satisfied (strongly agreed or agreed) with the following measures:

» Meeting was at time that suited them (98 per cent)

« Meeting location suited them (95 per cent)

» Objectives were clear and easy to understand (100 per cent)

» Content was clear and easy to understand (100 per cent)

* Their knowledge and understanding of the following had improved as a result of the engagement:
o TasNetworks’ operations (93 per cent)
o the energy sector (88 per cent)

o the revenue reset process (88 per cent)
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e Felt TasNetworks had heard their concerns and listened to them (93 per cent)
e Trustin TasNetworks to act in the best interests of customers (95 per cent).

Conversely, just 63 per cent of RAC participants stated they strongly agreed or agreed with the statement that it was
clear if engagement topics could be influenced or not, with 36 per cent saying they neither agreed nor disagreed.
This feedback is consistent with that of other audiences (see Table 13).

Rounding out this work, RAC members have also chosen to publicly critique their experience of the engagement
program, culminating in the publication of an independent report (see Appendix D for the report link).

Australian Energy Regulator Consumer Challenge Panel (CCP)

CCP members assist the AER to make better regulatory determinations by providing input on issues of importance
to consumers. TasNetworks was appointed three expert CCP members in December 2021 to oversee the
engagement program:

* MsHelen Bartley
e Ms Robyn Robinson
e Mr Mike Swanston.

TasNetworks representatives met with CCP members eight times between December 2021 and January 2023,
covering:

» latest engagement activities

e topics of interest to consumers

e lessons learned

e issues raised by consumers, or by TasNetworks with consumers

e updates on the development of TasNetworks' Combined Proposal — topics and issues
e CCP member observations and reflections on engagement activities

e upcoming engagement activities (focus, topics, approach, audience)

e areas the CCP could assist TasNetworks.

Additionally, CCP members also attended a selection of TasNetworks' engagement activities, including:
* One collaborative customer panel

» Three Reset Advisory Committee meetings (F2F and online)

e One retailer forum (online)

o Two stakeholder forums (online).
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Appendix A — AER engagement expectations

Table 14 outlines how TasNetworks has endeavoured to meet the AER’'s engagement expectations, as outlined in the Better Resets Handbook on the AER website.
Table 14. AER engagement principles and expectations

Principles Engagement expectations + how our program seeks to satisfy
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Principles Engagement expectations + how our program seeks to satisfy
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Principles Engagement expectations + how our program seeks to satisfy
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Principles Engagement expectations + how our program seeks to satisfy
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Appendix B — key evidence links
Table 15 provides a quick reference to information on specific topics in engagement reports, publicly available on Talk with TasNetworks.

Table 15. Key evidence links
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https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/235232
https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/235233
https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/241842
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/249795
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/249794
https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/210422
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/242893
https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/210422
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/249007
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/249010
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/249014
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248901
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/223941
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248803
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248891
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/243567
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/249010
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248803
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248901
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/249018
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/241356
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/241355
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/243567
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248894
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248878
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/250428
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248891
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248891
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248890
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248878
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248873
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248879
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/250428
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248894
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248878
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/237385
https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/210422
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248872
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248873
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248872
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/250428
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248901
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248879
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/250428
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248890
https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/210422
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248878
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/241593
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248889
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248873
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248878
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/250424
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248878
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/248878
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/237385
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/242893
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/241590
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/250431
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Appendix C — key engagement methods

Talk with TasNetworks (talkwithtasnetworks.com.au)

Type: digital
AR Access: open
Suits audiences: all those with an internet connection/ proficient with technology

Launched in 2020, Talk with TasNetworks is a dedicated engagement platform, designed to

give our customers and stakeholders a central online space to their share thoughts and feedback
and gain access to key information. As a digital resource, it is possible to view or participate via
the platform at the participant’s convenience. Examples of activities and content on Talk with
TasNetworks includes surveys, polls, discussion papers, FAQs, news articles, Q&As, and event

notices.
"L Collaborative customer panels
~ ”
- - Type: F2F (or online if required)
7N ~ Access: by invitation
ﬁ Suits audiences: individual customers

Collaborative customer panels consist of approximately 15 statistically representative individuals,
recruited randomly to provide qualitative feedback on chosen topics. Panels might meet
multiple times for approximately 2.5 hours at a time, and can be used to understand customer
perspectives based on their location, particular issues, or different customer cohort needs.

Discussion circles

Type: F2F
Access: by invitation
Suits audiences: individual customers, vulnerable customers

Study circles are designed to allow organisations to hear directly from customers experiencing
disadvantage. The circle will usually consist of a small group of recruited individuals who meet
in a familiar, safe place to have an informal conversation about energy issues relevant and
important to them. A session may run from 1.5 to 2.5 hours, and the circle may meet up to three
times to explore the nominated range of issues.

Focus groups

Type: F2F (or online if required)
e Access: by invitation
Suits audiences: individual customers, partners, business, regulators, internal

Focus groups allow organisations to ‘drill into’ and understand specific customer interests or
needs. Individuals are randomly recruited to reflect a specific community or demographic
groups (such as people living with disabilities, or young people). The focus group may run for
two hours and usually include a maximum of 12 participants who focus on one specific issue or
option being considered.

Representative voices meetings

Type: F2F (or online if required)
Access: by invitation
Suits audiences: partners, business, regulators

TasNetworks hosts a number of reference group meetings on a regular basis for our CC and
PRWG. A newly created group, the RAC, joined this category from October 2020. Sessions

are typically hosted by subject matter experts from within TasNetworks, with set agendas.
Individuals are appointed either as representatives of a particular demographic or organisation,
or in the case of RAC members, based on their knowledge and experience.
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Appendix D — source document links

The following documents detail both the framework for our engagement program and the subsequent sources
from which our Combined Proposal has been shaped. Each of these documents, and more, are available on our
dedicated engagement platform, Talk with TasNetworks.

Customer and Stakeholder Engagement Strategy

Phase 1 Engagement Report

Phase 2 Engagement Report

Phase 3 Engagement Report

Phase 4 Engagement Report

Phase 5 Engagement Report

Reset Advisory Committee Independent Report
2024-2029 revenue reset project on Talk with TasNetworks
Individual engagement activity reports and materials

Link to Draft Plan submissions
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https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/232430
https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/235232
https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/235233
https://talkwith.tasnetworks.com.au/70268/widgets/343267/documents/241842
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/249795
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/249794
https://talkwith.tasnetworks.com.au/70268/widgets/358753/documents/250067
https://talkwith.tasnetworks.com.au/tasnetworks-r24
https://talkwith.tasnetworks.com.au/tasnetworks-r24/widgets/357907/key_dates
https://talkwith.tasnetworks.com.au/tasnetworks-r24/news_feed/draft-plan-submissions

Appendix E — engagement evaluation survey

The following survey has been used throughout the engagement program to iteratively measure customer and
stakeholder satisfaction and trust levels for engagement activities.

Figure 10. Engagement evaluation survey

TasNetworks R24 engagement evaluation survey

Survey starts Finish

All fields marked with an asterisk (*) are required

1. Please indicate to what extent you agree or disagree with each of the following statements regarding the R24 engagement activity you recently participated in *

The activity was at a time that suited me o o o
The activity was held in a location that suited me O @] @] O o
The objectives of the activity were clear and easy to understand @] @] @] O e}
The activity content was clear and easy to understand O O O @] O
It was clear if the topics we discussed could be influenced or not o o o (@) (@]
The information provided improved my knowledge and/or understanding of TasNetworks' operations @] @] @] O @]
The information provided improved my knowledge and/or understanding of the energy sector O O O O @]
The information provided improved my knowledge and/or understanding of the revenue reset o o o o o
process

| feel that TasNetworks listened to and heard my perspectives/concerns during this activity @] @] @] O e]

| trust TasNetworks to act in the best interests of its customers

2. Do you have any suggestions about how the engagement activity could be improved? *

Please add your comment here...

3. What did you value most about the engagement activity? *

can'tbe blank

Please add your comment here...

4. Do you have any other comments about the engagement activity you recently participated in for TasNetworks' R24 project? *

Please add your comment here...

ABOUT YOU...

5. Please indicate what date you participated in your engagement activity *
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6. Please indicate what type of engagement activity you participated in *

O Online customer forum (21 July)

O Reset Advisory Committee meeting

O Policy and Regulatory Working group meeting

© Customer Council meeting

© Discussion circle (Launceston, Hobart or Ulverstone)
© Customer panel (Launceston or Hobart)

O Focus group

O 11 meeting/interview

O Council forum

© Other (please specify)

7. Please select the option that best describes you *

O | am a stakeholder of TasNetworks

O lam a TasNetworks transmission customer

O | am aresidential TasNetworks customer

O I'am a small-medium business TasNetworks customer

O | am a member of one of TasNetworks' advisory groups (RAC, PRWG, CC)

O Other (please specify)

8. Please provide your first name and initial (for participation verification purposes only). For example, "Katie D*. *

Please add your comment here...

07255
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