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Evoenergy Energy Consumer Reference Council (ECRC) 

Meeting 26 Minutes 12 December 2018, 9.30am-12.30pm 

Evoenergy Control Centre Fyshwick 

 

Attendees 

Stephen Fahey Australian National University 

Adina Cirson Property Council of Australia (ACT) 

Glenys Patulny Tuggeranong Community Council 

Kevin Cox Gungahlin Community Council 

Rick Lord Council on the Ageing (COTA) 

Nick Clarke Engineers Australia, Canberra Division 

Larry O’Loughlin Conservation Council ACT (proxy for ACTCOSS) 

Ron Thompson Canberra Business Chamber 

Evoenergy 

Leylann Hinch Branch Manager, Asset and Network Performance 

Emily Brown Manager, Regulatory Pricing 

Chris Bell Manager, Electricity Regulatory Pricing Review  

Giuliana Baggoley Consumer Engagement Manager 

Alison Davis Manager Energy Markets and Contact Centre 

Phil Deamer Regulatory Affairs 

Glenn Pallesen Branch Manager, Customer Connections 

Erin Chancellor Evoenergy Brand and Communication Specialist 

Michelle Rowe Head – Brand Communications and Corporate 

Bianca D’Rosario Brand and Customer Engagement Strategist  

Helen Leayr Consumer Engagement 

Matthew Turner Manager, Control 

Kiera-Lee Barrett Contact Centre Team Leader 

Alison Davis Manager Energy Markets and Contact Centre 

Eddie Thanavelil Demand Side Innovation Engineer 

 

Apologies 

Stephen Devlin General Manager, Evoenergy 

Dennis Stanley Branch Manager, Asset Strategy 

Prof Barbara Norman Canberra Urban and Regional Futures (Director)  

Allan Williams            Chairman 

Michael Hopkins Master Builders Association 

Susan Helyar ACTCOSS 

William Yeap  Manager, Gas Networks 

Clinton McAlister Branch Manager, Works Delivery 

 

Papers distributed prior to the meeting: 

 Agenda meeting #26 

 Draft Minutes ECRC Meeting #25  
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1. Welcome and introductions  

ECRC Chairman Allan Williams was a late apology to the meeting. Evoenergy Consumer Engagement Manager, 

Giuliana Baggoley, served as chair in his absence and welcomed everyone to meeting 26, the final ECRC meeting 

for 2018.  

Apologies were noted. 

Alison Davis conducted a site safety induction for all attendees.  

2. Review and ratify the Minutes of Meeting 25 

There were no amendments to the draft minutes and therefore minutes of ECRC meeting 25 were ratified. 

3. ECRC member updates 

 

 Council on the Ageing - COTA ACT provides a telephone line and face to face advisory services at the 

COTA office in the Hughes Community Centre. The Seniors Information Line is a territory-wide 

information and referral service, and fields over 50 calls a day on a range of topics including energy and 

energy bills. COTA would appreciate some assistance with wording and details on who consumers can 

contact if they struggle to pay their energy bills or to understand online billing. It was agreed that 

Evoenergy would provide some wording and information to support COTA and that Evoenergy would 

communicate this need to ACT energy retailers to seek their input. 

 Conservation Council ACT (representing ACTCOSS for this meeting) – The Conservation Council ACT is 

looking for a new Executive Director following the resignation of Larry O’Loughlin. Applications close on 

11 January 2019. The Conservation Council speaks to many consumers and organisations about gas and 

is concerned that gas appliances are being subsidised in the ACT despite the ACT Government’s climate 

change policy. They would prefer batteries and solar PV be facilitated in the community and consider 

who should bear that cost. 

 Canberra Business Chamber – Dr Michael Schaper is the new CEO of the Canberra Business Chamber. 

He replaces Robyn Hendry, who resigned in September after four years at the helm. 

 

4. Control and Contact Centre  

Evoenergy Control Manager and Contact Centre Team Lead introduced ECRC members to Evoenergy Control and 

Contact Centre and ECRC members toured each location. At each location ECRC members heard an overview of 

the function of each facility and were able to ask questions during the tour. Information and discussion covered 

the following (including presentation material and ECRC questions) –  

 Operating hours and number of daily contact centre shifts 

 Training required to work in the contact centre, how the team coach each other 

 Call and queue system 

 Service levels that Evoenergy is obliged to deliver 

 Range of topics and concerns that the contact centre can address and support 

 How solar PV within the network is monitored and the effect it has on systems control 

 Specific questions related to recent ACT outage 

 How contact centre team members talk safety with people who call to report issues 

 Process flow from contact centre to control 

 How the control room manages the HV and LV network 

 What controllers see and how they work 
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 How Control manages planned and unplanned outages 

 Triaging if there are ever multiple, coincident network issues 

 Detection of smart meters on the network 

 Hours of operation of control 

 Control roles and responsibilities 

 

5. Regulatory matters – Update on 2019-24 Regulatory Proposal  

Mr Chris Bell, Electricity Regulatory Pricing Review Manager, updated the Council on the 2019-24 Regulatory 

electricity network regulatory determination  

On 29 November 2018, Evoenergy submitted its revised regulatory proposal for the 2019-24 regulatory control 

period which commences on 1 July 2019. The revised proposal can be viewed online at:  

https://www.aer.gov.au/networks-pipelines/determinations-access-arrangements/evoenergy-actewagl-

determination-2019-24/revised-proposal  

On this webpage, the Australian Energy Regulator (AER) invites interested parties to make submissions by 

11 January 2019 on Evoenergy's revised proposal and/or the AER’s draft decision. Submissions should be 

emailed to: evoenergy2019-24@aer.gov.au or mailed directly to Mr Sebastian Roberts, General Manager, 

Australian Energy Regulator, GPO Box 520, Melbourne, Vic, 3001.  

In its revised proposal, Evoenergy revised load forecasts and updated expenditure for 2017/18. In the AER’s draft 

decision, Evoenergy had been encouraged to provide additional justification for programs in the revised 

proposal. New growth and development in the ACT has contributed to forecasts and Evoenergy has provided 

clearer information on these plans.  

Evoenergy was also asked to focus on consumer benefits of information and communication technology (ICT) 

expenditure. The revised proposal draws on the ICT deep dive conducted in August 2018 and the subsequent 

Deep Dive Annex on substation monitoring and power quality and reliability – the consumer feedback from 

these activities.  

The forecast level of capex would result in a declining value of the Evoenergy’s regulatory asset base (RAB).This 

is relevant to the medium term direction of network prices since the RAB is important in return on capital and 

depreciation, in turn, major determinants of Evoenergy’s future revenue requirement. Evoenergy’s revised 

proposal capex forecast would cause the RAB to decline by 7% in the 5 years from 1 July 2019. 

Chris Bell reported that retail bill impacts associated with the revised proposal were on average less than 0.3% 

per year in real terms, $6/year for the average residential customer (usage of 8,000kWh per year) and $20/year 

for typical small-to-medium businesses (usage of 25,000kWh per year). 

Ms Cirson asked whether Evoenergy could comment on or provide some modelling for larger customers and 

asked for clarification around the categories ‘large’ and small-to-medium in this context.  

Evoenergy’s response was that whilst there is no typical ‘large customer’ – and only 30 ‘large customers’ within 

the ACT – the current modelling shared at the meeting would include large business owners/managers, and that 

the energy loads are based on the ICRC benchmark (25,000kWh ICRC benchmark). It would be possible to run 

and provide some modelling for Property Council members – this was taken as an action.  
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Mr O’Loughlin asked about the long term impacts on expenditure of undergrounding HV, and also of the 

substation monitoring program – does it reduce the need for capital expenditure in the future? 

Leylann Hinch explained that distribution substation monitoring offers visibility of the network, without which it 

becomes more difficult to manage the introduction of distributed energy resources (DER), and that when we do 

have visibility of this across the network our objective is to allow more DER. In the long term this will defer 

capital investment. As for the HV cable replacement program, it is not one of undergrounding overhead assets, 

but of replacement of existing underground assets. Where we install new suburbs, the standard is to have 

underground networks and where we underground some other network aspects – whether to mitigate against 

bushfire risk etc. – it delivers greater long term reliability. This in turn results in a reduced need for maintenance. 

One potential downside is that replacement costs more when it is eventually required.  

Ms Cirson asked about large suburban rebuilds and redevelopments – how does Evoenergy look at that? 

Leylann Hinch replied that we look for lowest technical network cost and development. When the question was 

asked about whether a major customer contributes any capital to that, Glenn Pallesen spoke to reiterate that 

Evoenergy always looks for the lowest-cost, technically acceptable solution to benefit the ACT customer. Often a 

developer will make a contribution on the basis of an aesthetic-based decision as it adds value for them (eg 

through visual amenity). 

Mr Fahey asked again about the impact of the revised proposal and costs to high voltage customers.  

Emily Brown responded that the average 0.3% per year increase applies to all customers, including large ones.  

Mr Cox raised the idea of allowing consumers to invest in Evoenergy’s network, though it was explained that this 

is not something considered within the regulatory process nor a decision that Evoenergy makes itself. It would 

be one made Evoenergy’s owners, Jemena and Icon Water.  

Emily Brown spoke about revisions to Evoenergy’s proposed tariff structure statement within the revised 

proposal and how we responded to the AER draft decision. Larger customers had attended Energy Matters, a 

workshop event that spoke about potential impacts to customers from the proposed changes. 

Emily also spoke about the three (3) cost pass through applications that Evoenergy has submitted to the AER. 

Mr Cox asked whether there are negative cost pass throughs –do these exist? 

Mr Bell and Ms Brown replied that yes, a range of penalties and incentives exist depending on obligations and 

rules that are applied and which may change over time. The National Electricity Rules require distribution 

businesses to identify both positive and negative events as triggers for approved pass through events. 

There was more discussion about the nature of these cost pass through requests and Mr Bell and Ms Brown 

explained that these relate to one-off costs in the current regulatory period and not ongoing costs. They relate to 

things like the costs of systems that had to be introduced to manage externally-led initiatives like Power of 

Choice and Ring Fencing Guidelines. Despite these being focussed on improving consumer choice and 

empowerment, they bring about costs for Evoenergy that were not allowed for. 

Glenn Pallesen also reminded the ECRC members that Evoenergy has demonstrated some cost reductions 

including the eight (8) metering team members who are no longer in our business doing this work. Ms Davis 

agreed, commenting that there were substantial changes to be made for Evoenergy to be compliant with the 

Power of Choice systems. Customers will realise the intended benefits through the next period.  



   

Evoenergy Energy Consumer Reference Council 
Minutes, Meeting 26 – December 12 2018  5 

Mr O’Loughlin asked about the costs of vegetation management. Leylann Hinch said it amounts to an additional 

$2.4 m per annum extending the management of existing operations. We manage these operations efficiently 

and they are benchmarked against other utilities that also carry out these works.  

There was further discussion about Ring Fencing and what this entails and the obligations (functional separation, 

financial separation, information separation and brand separation) that accompany this AER driven change. 

There is a cost of compliance particularly rebranding, and associated auditing and compliance processes. This is 

passed onto the consumer because the AER extended regulatory obligation that we have to comply with and it 

was unforeseen at the start of this regulatory period. The AER judges if we spent money on this prudently, and 

then determines if Evoenergy can pass through the costs for this.  

Emily Brown said that the AER scrutinises the costs.  

Ms Cirson asked whether the AER usually approves such requests.  

Emily Brown replied that this is hard to say and that the cost recovery may be smoothed over time or other 

alternatives.  

Kevin Cox returned to the idea of questions about Evoenergy’s proposal and where to get factual answers to 

questions when communities considered the proposal. 

Emily Brown suggested ECRC members liaise with Giuliana Baggoley, as a conduit for these requests.  

Rick Lord raised a question about networks incentivising renewable energy like other jurisdictions seem to do? It 

may be better raised through another avenue. As it is not really part of the regulatory process.  

ECRC members were asked about what engagement may be beneficial in the remaining weeks prior to the 

closing date for third party submissions. Evoenergy will provide whatever information it can via Evoenergy 

Consumer Engagement Manager, and will also model out proposal network billing impacts for larger customers 

to share with the Property Council ACT to support member communication. 

ECRC members discussed the appropriateness of drafting a submission (letter) from the ECRC and it was decided 

that the ECRC Chairman would liaise directly with members to determine the most appropriate action. 

6. Brand, Media, Communications  

Erin Chancellor presented the ECRC with a summary of our brand and communication activities over 2018. Erin 

told the ECRC that she is dedicated to Evoenergy and helping educate consumers about who Evoenergy is, what 

we stand for, how we help the community. And that though our team has been serving the community for many 

years, Evoenergy is quite new as a brand – that the past year has been focused on that education piece. 

Erin said she was there to ask what the ECRC members think might work well – what do we do more of, what 

should we do less of, what are some of our ideas that you love or hate? 

The objectives of the communication team were shared and some highlights of the year’s media coverage and 

achievements were showcased.  Erin also presented some research on consumer (Evoenergy) brand awareness 

and how the team want to improve brand awareness in the ACT community. 

Next, the ECRC were asked to provide input into some big thinking the team has been doing around options for 

community activities, brand-building and partnerships. 
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The ECRC were enthusiastic about the idea of Evoenergy leveraging key partnerships, especially with learning 

institutions and innovative organisations and researchers. That partnerships are a really important part of the 

innovation side of things. 

Members also felt that Evoenergy may reach more people by being present at community events and talking 

about our strengths in safety, reliability and innovation. Members also loved the idea of humanising Evoenergy 

and sharing stories of our team members e.g. a day in the life. This is well aligned with the direction the team 

would like to take and so was good endorsement of a possible approach during 2019. In particular, ECRC 

members were enthusiastic about the idea of an Evoenergy fitted out van or trailer that would be a good vehicle 

to take to schools and use at festivals etc. to deliver messages aligned with Evoenergy’s brand pillars and 

identity. 

Members suggested using a topic of interest – sustainability, electric vehicles etc. – to start a conversation about 

Evoenergy. 

More ideas were generated about how safety could be a central focus. Mr O’Loughlin liked the idea of engaging 

younger audiences with dangers of electricity and how to be safe around it.  

There was a comment around being unsure that children considered (what adults considered amazing, futuristic) 

technology as so unbelievable and would need to be engaged through other topics.  

The communications team offered their thinking around partnering with (or working similarly to) emergency 

services, or visiting schools to generate interest and awareness of our work. Visiting and getting out into the 

community as opposed to holding an open day seemed to be more popular among the ECRC members. 

Some ECRC members have organisations that look for sponsorship for events during the year and felt this should 

be considered by Evoenergy – community festivals, seniors’ days etc.  

Mr Clarke notes that Engineers Australia may prove an interesting partner and nominated other organisations 

that innovate like CSIRO, where there are shared interests. Suggesting too that there may be a 

career/recruitment angle to promote as well. Mr Clarke also spoke about some R&D local universities are looking 

at, and wondered how Evoenergy gets closer to that – do we have those relationships (Evoenergy does have 

good working / research relationships with local tertiary institutions and their institutes like the Energy Change 

Institute). 

Erin took an indication of interest from members who liked the idea of school programs. She was encouraged by 

what provided her team with a good start on some early planning and acknowledged the challenge ahead to 

educate the public about Evoenergy. 

When discussing the idea of whether people are interested in Evoenergy and whether they feel a part of it, Eddie 

Thanavelil mentioned that– there are ways that – beyond investing in Evoenergy infrastructure – people can feel 

a part of the network and have some ownership etc. Demand Management can be a big part of this. 

Erin again noted that what she was hearing was that people didn’t feel like an open day was a way to go but that 

community events may have more impact especially if they’re interactive. Hands-on. Some members did note 

that tours of certain parts may hold some interest and could coincide with other events in the ACT. 

Erin mentioned that the Evoenergy Hydrogen facility at CIT is an option for tours that showcase Evoenergy doing 

innovative work. Mr O’Loughlin responded that hydrogen is not yet a proven concept for mainstream residential 

supply and Evoenergy may benefit from demonstrating this innovation and leading to next steps. And that 

Reposit partnerships (Virtual Power Plant) is of interest too. 
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Erin promised to share more in the coming months and ECRC members requested that they be given further 

opportunities to contribute to these initiatives.  

7. Consumer Engagement Update 

Giuliana Baggoley, Consumer Engagement Manager, provided an update on recent and upcoming consumer 

engagement activities.  

In particular, ECRC feedback was sought on two topics –  

(1) Drafting Evoenergy’s new Consumer Engagement Strategy has commenced and the ECRC were asked to 

consider what role the ECRC would play in the creation of that strategy and within the strategy itself, 

given Evoenergy is developing greater maturity in engagement.  

Members considered the role of the ECRC and Mr O’Loughlin spoke of the importance of having a consumer 

reference council but that it may wish to evolve in some way. 

Members endorsed the value of an independent, experienced chair who helped steer the Council. 

Members were interested in what other utility consumer councils do in this space and it was agreed that 

members would submit ideas and opinions to Giuliana upon reflection and possible review of other Consumer 

Council activities and roles. 

(2) The Gas Networks Gas Access Arrangement Consumer Engagement and Communications Program 

commences soon and will culminate in the submission of the Evoenergy Gas Networks Access 

Arrangement Revision (5 year plan) that reflects consumer interests and feedback. The gas proposal will 

be submitted June 2020. ECRC members were asked how they would like to participate, what has 

worked well and what methods are most engaging. 

Other questions were what topics ECRC members wanted to know about now, and what they thought Evoenergy 

should know going into another engagement program.  

Engagement will cover the future of gas in the ACT, consumer choice, what is best for the network and the 

community.  

ECRC members wanted to know about where our gas comes from. What plans are being made to extend our 

network.  

In response to questions about renewable energy and investments in energy generation by Evoenergy Glenn 

Pallesen said that Evoenergy is energy agnostic though we remain interested in innovation in this space.  

Rick Lord said that what he heard about the recent deep dives is that they were exhausting. In terms of timing 

and length, and that it was harder if participants did not have much background on the topics. 

Kevin Cox said that there was real value in including experts in the mix alongside ‘average consumers’ 

Giuliana asked whether people felt there was benefit in running a program with one particular group (not 

replacing, but similar to the ECRC specifically for the gas access arrangement…potentially a citizens jury).  

Members were not opposed to this and expressed that there was a lot of content to get around.  
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Philip Deamer spoke as a regulatory affairs team member and project manager for the gas access arrangement 

revision. He agrees with everything said and the need to find right entry point and right people to involve. He 

noted the  dilemma some members of the ECRC have expressed about the gas network; that it distributes a fossil 

fuel and is therefore inconsistent (in the future) with the ACT and NSW government’s intention to reduce 

greenhouse gas emissions to zero. Philip mentioned that hydrogen is potentially part of solution to this 

sustainability dilemma and that other countries such as Korea and Japan and Germany have made progress 

towards using hydrogen as an energy fuel. Philip noted that safe and reliable operation of the gas distribution 

network is vital. 

Philip mentioned that converting gas appliances to a different fuel has occurred in the past, such as changes to 

Melbourne’s gas network from town gas to LPG.  

Glenys Patulny remarked that a possibility would be 2hours ECRC meeting and a subsequent meeting that served 

as a particular topic workshop/deep dive.  

 

8. Draft of post-meeting communique 

Presentations and associated discussions were noted for inclusion in the Communique.  

9. Next meeting – number 27 – February 13th 2019  

Giuliana Baggoley will circulate calendar invitations for all 2019 meetings before the end of 2018. Meetings will 

include a range of time and locations. 

The meeting closed at 12.35pm 
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ACTIONS ARISING 

Action Owner Due  

Circulate online links to 
information on other utility 
consumer councils for ECRC 
members to review and consider 
in regards to Evoenergy’s 
Consumer Engagement Strategy 

Giuliana Baggoley Completed December 12th 

Evoenergy to provide some large 
customer impact modelling based 
on Evoenergy’s EN19 proposal and 
information shared at the ECRC 
meeting no. 26 

Emily Brown and Giuliana 
Baggoley 

TBD 

Evoenergy to provide COTA with 
some information and contacts 
they can share with older 
consumers facing financial 
hardship 

Giuliana Baggoley (and internal 
Evoenergy team) 

December 21st 

Evoenergy to share COTA needs 
for information help line with ACT 
energy retailers 

Giuliana Baggoley Communicated with retailers 
December 20th 

Chairman Allan Williams to liaise 
with ECRC members on the idea of 
an ECRC third party submission to 
the AER on Evoenergy’s revised 
proposal 

Allan Williams January 11th 2019 

In progress 

ECRC members to provide 
feedback to Giuliana on how they 
would like to be involved in both 
the development of Evoenergy’s 
consumer engagement strategy 
and within the strategy itself 

ECRC members First week of January 2019 

Calendar invitations to circulate 
for 2019 meetings 

Giuliana Baggoley December 28th 

 


