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Response to independent assessment 2023/24 

1. Introduction
1.1 Each year the Electricity Authority Te Mana Hiko (Authority) measures its 

performance, the progress made in advancing its statutory objectives, and how well 

it is delivering against its strategy. 

1.2 In April 2024, the Authority commissioned MartinJenkins1 to conduct an 

independent assessment of the Authority’s performance in 2023/24. It focused on 

the Authority’s strategic ambitions set out in our Statement of intent 2021-252, 

assessing against four impact measures for three of our strategic ambitions 

(consumer centricity, trust and confidence and low-emissions energy). 

1.3 This document summarises the high-level findings from the 2023/24 independent 

assessment, including the themes raised in the assessment and our response. 

1.4 MartinJenkins also identified a range of opportunities for improvement that they 

recommend the Authority undertake in the future. Some are already underway as a 

part of our 2024/25 work programme, which we have highlighted below. 

2. Results summary
2.1 Overall, the Authority scored an average of 4.5 out of 5 across the four impact 

measures of our strategic ambitions. We saw an improvement across all impact 

measures compared with last year’s results and lifted our performance against all 

assessed measures over the last four years.   

Measure 
# 

Ambition Impact Measure 2020/ 
21 

2021/ 
22 

2022/ 
23 

2023/ 
24 

1 Consumer 
centricity 

Our decisions 
improve the way the 
sector meets 
consumers’ needs 

Assessment of the 
quality of our 
decision-making 
processes on meeting 
consumers’ needs 

3.9 4.25 4.1 4.4 

2 Consumer 
centricity 

Consumers are 
engaged with 
through our decision-
making processes 

Assessment of the 
quality of our 
engagement with 
consumers in our 
decision-making 
processes 

3.7 4.1 4.3 4.6 

3 Trust and 
confidence 

The Electricity 
Authority and our 
actions promote trust 
and confidence 

Assessment of the 
quality of material 
produced (eg, EMI 
reports, thought 
pieces) 

4.2 4.2 3.9 4.3 

4 Low-
emissions 
energy3 

Our electricity market 
settings enable an 
efficient transition to 
reliable low-
emissions energy in 
New Zealand 

Assessment of the 
ability of market 
settings to facilitate 
an efficient transition 
to low-emissions 
energy 

- 4.2 4.3 4.5 

2.2 Results from the independent assessment were included in the Authority’s Annual 

Report 2023/24 as part of our performance measures. The Authority uses 

1 MartinJenkins is an independent advice and consultancy firm with a long history working with government 
organisations. We use an external provider to ensure the assessment is independent, removing the risk of 
internal bias. This independent assessment has provided qualitative information on areas the Authority is doing 
well in, and areas for improvement, since 2021.  

2 Statement of intent 2021-25 (amended) 

3 The low-emissions measure was introduced in 2022. 

https://www.ea.govt.nz/documents/5429/Statement_of_Intent_2021-2025_u2RR5V6.pdf
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performance measures to assess progress against our statutory objectives. A range 

of measures and data sources may be used to assess an outcome. The results 

from the independent assessment are used alongside a consumer perception 

survey, participant perception survey and internally held data4. 

2.3 The use of many data sources allows the Authority to consider performance from 

many perspectives, and these sources work together to paint an overall picture of 

performance. Performance measures should be considered in the wider context of 

the outcome to which they relate. 

3. Opportunities identified for the Authority
3.1 As part of the independent assessment, MartinJenkins made a series of

recommendations to the Authority:

a. Increasing our focus on small business consumers

b. Using less formal and more direct engagement methods

c. Balancing reactive and proactive work

d. Lifting transparency

e. Improving the accessibility of web content.

3.2 MartinJenkins also noted that it may be timely for the Authority to undertake a more 

substantial assessment of our contribution to the low-emissions transition, with 

Aotearoa New Zealand’s second emissions reduction plan (ERP2) due to be 

published by the end of 2024. 

Increased focus on small business consumers 

3.3 MartinJenkins observed that there is scope for the Authority to grow understanding 

and engagement with small business consumers – particularly with winding up of 

the Consumer Advocacy Council. They noted that the needs of, and impacts on, 

small business consumers were not covered in depth in the relevant documents 

they reviewed. This led to their recommendation for us to consider what structures 

and processes we will use to listen to the voices of small business consumers 

more. 

Our response 

3.4 One of our statutory objectives is the protection of small consumers in their dealings 

with industry participants – which includes both residential and small businesses. 

Therefore, we want to work hard to ensure all consumers are all able to be a part of 

our decision-making processes. Providing clarity on our consultations and decision-

making process remains a priority for us and we continue to focus on improving our 

engagement. We have seen a greater uptake in non-participant involvement, by 

working on increasing accessibility over the past year through our language use, 

published articles, education workstreams and public consultations. However, most 

new non-participant involvement has been residential and not small business 

based. This encouraged us to continue increasing consumer accessibility to our 

4 The Authority engage a third party to conduct consumer and participant perception surveys, which contribute to 
measurement of Authority performance. Results are recorded in the annual report. 
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decision-making processes, and there is more we can do to increase involvement of 

small business consumers. 

3.5 For the 2023/24 year, we focused on improving our approach to collecting and 

monitoring retail data, which will continue into 2024/25. It will improve our visibility of 

the retail market and enable us to identify potential issues, publish more insights 

and make well-informed policy decisions that will benefit consumers – including 

small businesses.  

3.6 We also began an audience segmentation project in June 2024 to gain a deeper 

understanding of our different consumer audiences, and specifically to seek more 

information about small businesses and medically dependent consumers. This will 

enable enhanced communication through matching audiences, messages, media, 

products and services based on the specific needs and preferences of different 

consumer groups such as small businesses. Over time this will build our 

understanding of the range of consumers and their needs, to enable more targeted 

approaches to drive change. 

3.7 Additionally, our new advisory group, the Electricity Authority Advisory Group, is 

bringing the voices of our increasingly diverse stakeholder groups, including small 

business consumers, to Authority decision-making. The group exists alongside the 

Security and Reliability Council, as well as various technical working groups 

established to support specific projects. 

3.8 We are beginning to see the benefits of our work in this space in 2023/24 such as 

consumers making up most of the consultation submissions behind our decision to 

make the Consumer Care Guidelines mandatory. We will be monitoring to see how 

it continues to improve with our further efforts in 2024/25.  

Less formal and more direct engagement methods 

3.9 MartinJenkins recommended the Authority continue to build on and learn from its 

engagement exercises to become more visible and broaden its outreach. They 

noted that there is appetite among external stakeholders for us to make greater use 

of less formal and more direct engagement methods, including regular and ad hoc 

meetings, and are also keen for more proactive updates on our work programme. 

Our response 

3.10 For 2023/24, consumer centricity was one of our strategic ambitions: putting 

consumers and their varied perspectives and aspirations front and centre of what 

we do and how we do it. We agree that traditional and formal consultation and 

engagement processes don’t suit all consumers, and we need to explore new 

avenues of communication.  

3.11 During 2023/24, we began to test new ways to extend our reach and bring more 

diverse views to our work. This included using shorter-form online survey 

questionnaires alongside our usual formal submission processes, which aimed to 

make the process more straightforward. One of the first consultations using an 

online questionnaire alongside email submissions was on improving our Consumer 

Care Guidelines, and we received over 1,000 submissions mostly from consumers. 

With the success we saw from the first few consultations using this method, we are 

looking to use it more regularly and explore ways to improve it further. 

3.12 As a regulator, we are committed to doing everything within our power to tackle 

energy hardship. In March 2024, we hosted a consumer and industry wānanga. 

https://www.ea.govt.nz/projects/all/consumer-care-guidelines/
https://www.ea.govt.nz/projects/all/consumer-care-guidelines/
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This gave us some incredible insights, as well as areas to explore in more detail 

that could have a real impact for people living in energy hardship in Aotearoa. We 

received positive feedback from wānanga participants, with most expressing an 

interest in staying involved in future events. We hosted another wānanga in October 

2024 and expect this form of engagement will continue into the future. 

3.13 Our recently launched Power Innovation Pathway has received over forty 

submissions in its first month through a light-touch and efficient interface. We are 

connecting with and understanding the needs of stakeholders who we traditionally 

have less engagement from.  We will continue to provide timely regulatory advice 

and guidance through this channel. 

Balancing reactive and proactive work 

3.14 MartinJenkins suggested the Authority could develop an organisation-wide forward 

research programme across its functions. They expected it would help us prioritise 

and identify gaps and allocate resourcing to ensure reactive work doesn't crowd out 

more proactive work. 

Our response 

3.15 Our increase in baseline funding for 2024/25 has enabled us to rebalance our work 

programme with more proactive work. Previous increases to our baseline funding 

have been nominal, leading to our budget being pressured by significant increases 

in service provider costs and an increasing work programme that led to the need to 

prioritise reactive work.  

3.16 We refreshed the Authority’s strategic outlook out to ten years across the short, 

medium and long term. Our vision and strategic outcomes are set out in our 

Statement of Intent 2024-28 and Statement of Performance Expectations 2024/25. 

Through this work we have prioritised of a range of proactive work streams5  

informed through our own planning, the future security and resilience workstreams, 

Market Development Advisory Group's recommendations, the strategic baseline 

review recommendations6 and from our advisory groups.  

3.17 There is always room for more data and research to help support our decision-

making and regulation. As the Authority continues to evolve with the environment it 

operates in there is the opportunity to bring in more inhouse research to support 

this. We are working towards a better balance in our work programme to resolve 

problems as they arise while working on setting up New Zealand for the future. 

Lifting transparency 

3.18 MartinJenkins noted that much of the Authority’s work is highly technical, which can 

be a barrier to understanding for non-industry readers. They recommended this 

could be helped by increasing transparency through the use of more plain English, 

accessible explanations of industry terms, more graphics and linking background 

information. They also recommended including more timelines for decision-making 

5 Proactive workstreams include activities with outcomes medium- to long-term such as the ‘generation pipeline 
disclosure’ which works to improve the collection and publication of information on the generation 
development pipeline and energy and capacity adequacy (the Generation Investment Survey), in line with the 
Market Development Advisory Group’s recommendation. 

6 Strategic baseline review: An external assessment done by Sapere, commissioned by the Ministry of Business, 
Innovation and Employment, on the Authority’s positioning, performance and cost pressures. The report also 
provided recommendations for improvement. 

https://www.ea.govt.nz/documents/5430/Statement_of_intent_2024.28.pdf
https://www.ea.govt.nz/documents/5431/Statement_of_performance_expectations_2024.25.pdf
https://www.mbie.govt.nz/dmsdocument/27908-electricity-authority-funding-options-following-strategic-baseline-review-pdf
https://www.mbie.govt.nz/dmsdocument/27908-electricity-authority-funding-options-following-strategic-baseline-review-pdf
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processes and ensuring consultation calendars (joined with the Commerce 

Commission) were up to date.  

Our response 

3.19 Consumer centricity and trust and confidence were two of our ambitions in 2023/24 

and keeping consumers at the centre of our decision-making will always remain 

key.  

3.20 A key focus of publishing our content online is to connect relevant material so the 

user can navigate to connected projects, consultations and areas of interest more 

readily. The Authority has also increased the use of plain language through internal 

training to improve accessibility to complicated topics.  

3.21 The Authority’s regulatory strategy, which is currently under development, will show 

the links between our desired strategic outcomes, our regulatory functions and 

indicative work programme. This will provide transparency to industry participants 

and consumers about how we intend to prioritise our work over the short, medium 

and long term, to deliver on our statutory objectives.  

3.22 The Electricity Authority Advisory Group formed in June 2024 and will continue to 

bring the voices of our increasingly diverse stakeholder groups, including 

consumers, to Authority decision-making. This will help ensure consumers are a 

part of the decision-making process from the start.  

3.23 We are also undertaking several educational campaigns such as our competition 

and consumer mobility campaign. By improving consumers’ understanding of the 

electricity industry, they will be better informed to engage with the industry and 

make better choices. 

3.24 Transparency is also important for participants to engage meaningfully with us, and 

for other regulators who we work closely with via the Council of Energy Regulators. 

We are also partnering with the Commerce Commission to deliver the new Energy 

Competition Task Force7 where transparency between us and participants, 

stakeholders and consumers will result in stronger decision-making, all opinions 

being heard and ultimately better results. 

Improving the accessibility of web content 

3.25 The assessment also recommended we improve efforts to make it easier for 

consumers and other stakeholders with disabilities to engage in the Authority’s 

processes and gave specific suggestions for improving accessibility of our online 

content. 

Our response 

3.26 We want to make sure that all consumers have the support they need to be able to 

participate in our processes and decision-making, and feel confident in doing so. 

During 2023/24, we began improving the accessibility of our web content and 

processes by upskilling staff in plain English use for our publications and improving 

accessibility to our content through education campaigns. In 2024/25 we plan to 

7 The Electricity Authority and Commerce Commission have jointly established the Energy Competition Task 
Force to investigate ways to improve the performance of the electricity market. The Task Force was 
established in response to the fuel shortage and spike in wholesale prices in August 2024, in addition to the 
immediate steps we, and others, took to manage security of supply and bring prices down. 
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expand our consumer education campaigns for competition and switching 

providers, improving web accessibility of our published papers and video content. 

Potential future work to more substantively assess the Authority’s 

contribution to the low-emissions transition 

3.27 While it was not within the scope of the report, in light of the upcoming  delivery of 

New Zealand’s second emissions reduction plan (ERP2), MartinJenkins suggested 

the Authority consider how we contribute to the low-emissions transition, to align 

our work and staff emissions with new government policy.  

Our response 

3.28 Supporting New Zealand’s transition through electrification is one of the core 

priorities of the Authority and is also in line with both Government’s and the 

Minister’s expectations of us. Large quantities of new renewable electricity 

generation, increased use of distributed energy resources, new ways to participate 

and more participants are already on the horizon. The Authority has a significant 

role to play in supporting the electricity industry, working with other regulators and 

Government to achieve it. 

3.29 We have a wide range of proactive workstreams, both underway and upcoming 

from our internal research and our advisory group recommendations, that relate to 

supporting the transition. We will also assess and update our position to ensure we 

align with ERP2 when it is released to support the Government’s public service 

targets. This will involve not only our work, but also assessing the Authority’s own 

emissions and ways of working to reduce them. 

4. MartinJenkins report
4.1 The remainder of this document contains MartinJenkins report to the Authority. The

report details the findings of the independent assessments carried out by

MartinJenkins, including observations of what the Authority currently does well and

opportunities for continued improvement.

4.2 We note that, in the case of the external interviews undertaken for the assessment,

that the results presented are the perceptions of respondents as representatives of

their organisations and do not necessarily reflect the views of the Authority.

https://consult.environment.govt.nz/climate/second-emissions-reduction-plan/
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https://www.ea.govt.nz/documents/585/Energy_transition_roadmap_A3.pdf
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https://kaingaora.govt.nz/en_NZ/news/kainga-ora-and-ara-ake-partner-to-enable-solar-energy-sharing-trial/
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https://www.digital.govt.nz/standards-and-guidance/nz-government-web-standards/web-accessibility-standard-1-1/
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https://www.ea.govt.nz/news/press-release/improving-electricity-consumer-protections-and-choice/
https://www.ea.govt.nz/news/press-release/improving-electricity-consumer-protections-and-choice/
https://www.ea.govt.nz/projects/all/improving-consumer-choice/consultation/consumer-plan-comparison-and-switching/
https://www.ea.govt.nz/projects/all/improving-consumer-choice/consultation/consumer-plan-comparison-and-switching/
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https://www.ea.govt.nz/news/general-news/decision-to-clarify-responsibility-for-retailer-obligations/
https://www.ea.govt.nz/news/general-news/new-vectorised-scheduling-pricing-and-dispatch-model/
https://www.ea.govt.nz/news/general-news/new-vectorised-scheduling-pricing-and-dispatch-model/
https://www.ea.govt.nz/news/general-news/feedback-sought-on-the-future-operation-of-new-zealands-power-system/
https://www.ea.govt.nz/news/general-news/feedback-sought-on-the-future-operation-of-new-zealands-power-system/
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https://www.ea.govt.nz/news/press-release/electricity-authority-will-investigate-possible-undesirable-trading-situation/
https://www.ea.govt.nz/news/general-news/targeted-improvements-through-distribution-pricing-reform-issues-paper/
https://www.ea.govt.nz/news/general-news/targeted-improvements-through-distribution-pricing-reform-issues-paper/
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https://www.ea.govt.nz/news/general-news/mep-registry-obligations-for-regarding-dynamic-load-control/
https://www.ea.govt.nz/news/eye-on-electricity/let-the-sun-shine/
https://www.ea.govt.nz/news/general-news/decision-on-dispatch-notification-enhancement-and-clarifications/
https://www.ea.govt.nz/news/general-news/decision-on-dispatch-notification-enhancement-and-clarifications/
https://www.ea.govt.nz/news/general-news/decision-on-tpm-amendment-on-allocation-charges/
https://www.ea.govt.nz/news/general-news/decision-on-tpm-amendment-on-allocation-charges/
https://www.ea.govt.nz/news/general-news/authority-finalises-response-to-mdag-report/
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