
 ICRC 

independent competition and regulatory commission 

Licensed Electricity, 
Gas and Water and 
Sewerage Utilities 
Compliance and Performance 

Report for 2007–08 
 

 

 

 

 

 

 

 

 

 

Report 6 of 2009 

June 2009 

 



The Independent Competition and Regulatory Commission (the Commission) was established by 
the Independent Competition and Regulatory Commission Act 1997 (ICRC Act) to determine 
prices for regulated industries, advise government about industry matters, advise on access to 
infrastructure, and determine access disputes. The Commission also has responsibilities under 
the ICRC Act for determining competitive neutrality complaints and providing advice about other 
government-regulated activities. Under the Utilities Act 2000, the Commission has responsibility 
for licensing utility services and ensuring compliance with licence conditions. 

Correspondence or other enquiries may be directed to the Commission at the addresses below: 

The Independent Competition and Regulatory Commission 
GPO Box 296 

CANBERRA CITY ACT 2601 

Level 2 
12 Moore Street 

CANBERRA CITY ACT 2601 

The secretariat may be contacted at the above addresses, by telephone on (02) 6205 0799, or by 
fax on (02) 6207 5887. The Commission’s website is at www.icrc.act.gov.au and its email address 
is icrc@act.gov.au. 

 

http://www.icrc.act.gov.au/
mailto:icrc@act.gov.au


Foreword 

Utilities licensed to supply electricity, gas, water and sewerage services in the ACT are required to 
comply with a number of statutory and regulatory obligations under the Utilities Act 2000 (the 
Utilities Act), licences, and technical and industry codes of practice. One such requirement is to 
report annually to the Independent Competition and Regulatory Commission (the Commission) on 
the utility’s compliance with these obligations and performance of functions under the Act. 

Each year, the Commission prepares a report summarising utility licensees’ compliance with their 
statutory obligations, and a complementary report which comments on the performance of 
individual businesses and utility sectors both during the year and over time.  

This is the seventh year for which reports have been prepared by the Commission. The report 
combines the compliance report for 2007–08 and the performance report for the same year.  

The utilities’ compliance reports to the Commission serve a number of purposes. First and 
foremost, they are the principal means by which the Commission monitors utility service 
providers’ compliance. Second, they provide information to utilities and other interested parties on 
the nature and extent of licensees’ compliance and, more generally, their performance. Third, by 
identifying underperformance or non-compliance, the reports provide utilities with a means of 
addressing and improving their performance. 

The compliance component of this report documents compliance with a broad range of obligations 
imposed on licensed utilities by ACT regulatory instruments: the Utilities Act, utility licences and 
industry codes made under the Utilities Act. The performance component of this report has a 
broader focus in relation to utilities: in particular, financial performance, customer service 
standards, safety net arrangements and the environment.  

Much of the information contained in the report is derived from utilities reporting against 
compliance and performance indicators that have been agreed nationally by the Utility Regulators 
Forum, a cooperative arrangement of state and national utility regulators. 

The Commission is the ACT’s principal regulator of energy and water and sewerage businesses. At 
the time the report was completed, the Commission had responsibilities for setting prices for water 
and sewerage and for retail electricity. The Commission’s economic regulatory responsibilities for 
electricity and gas distribution businesses were transferred to the Australian Energy Regulator 
(AER) in January 2008. The Commission also administered the utility licence framework 
established under the Utilities Act. Its energy utility licensing functions will eventually be 
transferred to the AER, in line with a nationally agreed timetable. 

In its capacity as regulator, the Commission monitors and enforces utilities’ compliance with their 
obligations under the Utilities Act, utility licences, and industry and technical codes. 

While reporting performance information is one of a utility’s obligations under the conditions of 
its licence, it is also an important public accountability mechanism. It provides assurance that 
service quality and other service obligations are being met. Through these reports, regulators and 
consumers can judge whether utilities in the ACT are meeting their service obligations and how 
they are performing in comparison with the market in general. 
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The approach taken is broadly consistent with previous Commission reports. In this report, as in 
the 2006–07 report, fewer comparisons than in previous years have been made between the 
performance of ACT utilities and those in other jurisdictions. Comparisons have been retained if 
they are of particular interest to key stakeholders, can be attributed to reliable data, provide 
information on areas where the ACT performance in previous reports has been of concern, or are 
not available in material published by other regulators or industry bodies. Certain comparative 
figures have not been updated for 2007–08 due to unavailability of interstate data. These instances 
are noted in the text.   

In producing this report, the Commission also aims to provide a wider picture of the state of the 
ACT’s energy and water markets. 

 

 

Paul Baxter 
Senior Commissioner 

30 June 2009 
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Executive summary 

Background to this report 

The Independent Competition and Regulatory Commission (the Commission) has a number of 
statutory roles in relation to the licensing of electricity, gas, and water and sewerage network 
service providers and/or retail suppliers operating in the Australian Capital Territory (the ACT). 
One of these roles is to monitor licensees’ compliance with the conditions of their licences and to 
report on that compliance to the ACT Government. 

An operating licence issued under the Utilities Act 2000 (Utilities Act) requires utilities to notify 
the Commission of any material breaches of the licence conditions, legislation, codes of practice, 
directions or guidelines as soon as they become aware of them. The Utilities Act also requires 
utilities to report annually on the performance of their functions under the statute and their 
compliance with licence conditions. 

Licensees are also required to report against a number of performance indicators, such as numbers 
of customers and complaints. Although this form of reporting is different from compliance 
reporting, and serves a different purpose, it forms part of the Commission’s overall reporting 
program. 

While reporting performance information is one of a utility’s obligations under the conditions of 
its licence, it is also an important public accountability mechanism. It provides assurance that 
service quality and other service obligations are being met. Through these reports, regulators and 
consumers can judge whether utilities in the ACT are meeting their service obligations and how 
they are performing in comparison with the market in general. 

Utility services—main features 

Below is a brief overview of the utility services regulated by the Commission including 
information on customer numbers and consumption volumes, and overall trends in each utility 
sector. 

Electricity 

Most of the electricity sold in the ACT is sourced from National Electricity Market (NEM) 
generators elsewhere in Australia. Less than 2% of the ACT’s total electricity is generated in the 
ACT. The ACT has one licensed electricity distributor: ActewAGL Distribution. During 2007–08, 
ActewAGL’s distribution network supplied electricity to over 158,000 metered supply points, of 
which over 143,000 were to residential customers and over 15,000 to non-residential. During the 
year, 2,831 GWh of electricity were delivered; 1,681 GWh, or just over 59%, went to non-
residential customers. While distribution to non-residential connections tended to increase over the 
six-year period from 2002–03 to 2007–08, levels of distributed power to the residential market 
remained relatively flat. 

The ACT electricity retail market comprises mainly residential customers, who totalled just over 
137,500 at the end of June 2008, accounting for just over 90% of total customer numbers. 
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However, as noted above, non-residential customers accounted for a greater share of electricity 
consumption. In 2007–08, the average electricity consumption in the ACT was 18.6 MWh per 
customer, down slightly on the 18.7 MWh the previous year and 19.2 MWh in 2005–06. For 
residential customers, the average was 8.3 MWh, also down slightly on the previous year. 
Customers consuming less than 100 MWh a year accounted for 98% of total customer numbers; 
only 1,287 customers consumed over 160 MWh in the year. Electricity supply customer numbers 
increased by 1.3% over the 12 months to June 2008 to 151,354, with a 0.4% increase in the 
residential sector and a 10.8% increase in the non-residential sector. 

Electricity suppliers reported total sales of 2,818 GWh in 2007–08, a slight increase on 
2,799 GWh for the preceding year. 

Natural gas 

Natural gas accounts for about 9.1% of total energy consumption in New South Wales and the 
ACT. The gas sold in the ACT is sourced primarily from the Cooper Basin in South Australia and 
is transmitted through the Moomba to Sydney pipeline by East Australian Pipeline Limited 
(EAPL). The transmission pipeline in the ACT is a 6 km section of that pipeline, and EAPL is 
licensed under the Utilities Act to carry out that transmission operation. 

The ACT has one licensed gas distributor: ActewAGL Distribution. ActewAGL Distribution’s 
licence authorises it to provide gas distribution and gas connection services. At 30 June 2008, 
ActewAGL Distribution’s network comprised 3,509.5 km of medium-pressure and 248.9 km of 
high-pressure mains. In 2007–08, ActewAGL distributed 6,925 TJ of gas to 94,590 customer 
supply points. ActewAGL Distribution’s customer base for gas rose by almost 11,000 from the end 
of June 2003 to the end of June 2008. 

During 2007–08, seven utilities were licensed to supply gas in the ACT: ActewAGL Retail, 
Country Energy, Dodo Power and Gas Pty Ltd, EnergyAustralia, Jackgreen (International) Pty 
Ltd, Sun Retail and TRUenergy Pty Ltd. There were 94,213 gas supply customers in the ACT on 
30 June 2008, an increase of 1% over the 2006–07 level; 98% of all customers were residential. 
Total gas sales rose sharply to over 7,200 TJ, the increase largely attributable to an increase in 
sales to non-residential customers, with average gas sales to that group rising from 1,167 GJ per 
customer to 1,322 GJ. 

Competition in the retail electricity and gas markets 

The process of allowing customers to choose their preferred electricity retailer commenced in 1998 
for customers using more than 160 MWh/year. On 1 July 2003, all customers were able to choose 
their preferred retailer. The right of all gas customers to choose their preferred supplier was 
introduced on 1 January 2002. As of 30 June 2008, there were seven licensed gas retailers and 17 
licensed electricity retailers in the ACT. However, not all licensed retailers were active in the 
market. 

In 2007–08, only five electricity suppliers supplied more than 100 customers. A further two 
supplied from 10 to 100 customers and five others supplied less than ten customers. The remaining 
five electricity suppliers were not active in the market. Following a period of strong switching 
behaviour in 2006–07, there has been a noticeable reduction in switching patterns. Only 6,051 
customers changed retailers in 2007-08, compared to 11,040 in 2006–07, a reduction of 45.2%. 
These numbers do not include ActewAGL customers switching from standard to negotiated 
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customer contracts which would add to the total number of customers switching in the year, and 
the total number of customers who are on negotiated contracts. 

The number of gas customer switches per fortnight peaked at just over 500 in July 2007 and 
declined to around 100 per fortnight in the latter period of 2007–08. The decline is around the 
same as the decline in the number of electricity customer switches. 

Water and sewerage services 

ACTEW Corporation was the only entity licensed to supply water and sewerage services in the 
ACT in 2007–08. ACTEW Corporation owns and manages the entire water and sewerage system 
in the ACT, including water storage and harvesting, treatment, bulk supply, reticulation and 
supply, and sewage collection and treatment. It has a range of retail customer service functions 
such as reading meters, issuing accounts and handling customer complaints. 

ACTEW Corporation delivered 37,213 ML of water to over 141,000 ACT premises and 
properties, and 3,437 ML to Queanbeyan (bulk water) in 2007–08. In addition, under the 
environmental flow requirements, ACTEW Corporation released 6,666 ML as environmental 
flows. Residential properties accounted for around 95% of all properties supplied by ACTEW 
Corporation but for only 64% of the water supplied to ACT properties. Average water 
consumption for residential premises fell from 239 kL in 2006–07 to 194 kL in 2007–08. For non-
residential premises, the average level supplied fell from 2,215 kL to 1,995 kL over the 
corresponding period. 

In 2007–08, ACTEW Corporation operated over 3,000 km of sewerage mains and channels, 
collected and treated a reduced level of 25,707 ML of sewage with the average level of sewage 
collected per property falling to 187 kL. The lower level of treated sewage is largely the result of 
less water being used in toilet flushing. 

Utility compliance 

The report highlights compliance issues that arose during the reporting year and also provides a 
summary of compliance against obligations under the Utilities Act relating to network operations 
and minimum service standards. Having considered the reports submitted and the advice of other 
regulators, the Commission is of the view that utility licensees were generally compliant with the 
requirements of the Utilities Act, licence conditions and industry codes during 2007–08.  

Financial performance 

The report provides financial performance information for licensed energy retailers (for example, 
total revenue, customer characteristics, consumption, and average consumption, billing and costs), 
the ACT’s sole electricity distributor (for example, revenue, operating costs and earnings), and the 
ACT’s supplier of water and wastewater services (for example, revenue, consumption, operating 
costs and earnings). 
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Electricity distribution and regulatory accounts 

ActewAGL Distribution is the regulated distributor of electricity to all customers in the ACT. 
While ActewAGL Distribution’s total revenue in 2007–08 rose to just under $132 million, total 
operating costs fell to $39 million, resulting in an increase in earnings before interest and tax to 
$70.5 million. The level of earnings before interest and tax reflects the capital intensive nature of 
this business and the need to generate a reasonable return on the investment in the infrastructure 
owned and operated by the distributor. 

Revenue from total network charges has risen steadily over recent years, from $104.9 million in 
2003–04 to $124.3 million in 2007–08. While revenue from the residential sector was fairly flat at 
around $43 million over the four years to 2006–07, it rose by nearly 10% to over $47 million in 
2007–08. Over the same period, non-residential revenue continued to rise, from just under 
$62 million in 2003–04 to over $77 million in 2007–08. 

Electricity supply 

The report provides information on revenue, customer numbers, supply and electricity prices for 
the period from 2004–05 to 2007–08. Some of the key features that emerge are: 

• Total revenue rose by 22.3% in 2007–08 to reach $396.6 million, with the non-residential 
sector contributing nearly $247 million, or just over 62% of the total. 

• Total customer numbers rose by 1.3% during 2007–08 to 151,354, with residential customers 
contributing 137,582, or 91% of the total. 

• The average cost of power for non-residential customers rose by 26.3% in 2007–08 and was 
the main contributing factor to the sharp increase in overall revenue for suppliers. 

Gas supply 

The report provides details on revenue, customer numbers, consumption levels and prices for gas 
for residential and non-residential customers from 2004–05 to 2007–08. Total revenue for gas 
retailers supplying to ACT customers rose by 13.7% in 2007–08, to $102.5 million, largely due to 
the $9.3 million increase in revenue of from residential customers, and to a lesser extent by the 
$3.0 million rise in revenue from non-residential customers. 

Water and sewerage services 

Water and sewerage services in the ACT are provided by ACTEW Corporation and managed by 
the ActewAGL joint venture. The report provides information on ACTEW Corporation’s revenue, 
expenses and pre-tax rate of return on assets for its water and sewerage services.  

In 2007–08, profit before tax rose by nearly 12% over the preceding year, to $52.4 million, the 
result of a marked increase of $18 million in revenue compared with a more moderate rise of $12.5 
million in expenses. Revenue rose mainly due to higher regulated water and wastewater prices. 

The water tariffs applied by ACTEW have also been increased to allow recovery of primarily fixed 
costs which have continued to be incurred despite reduced water consumption in severe drought 
conditions. There have also been significant increases in costs associated with the repair work 
undertaken in catchment areas following the 2003 bushfires. 
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ACTEW Corporation’s total water supply revenue rose slightly to $67.9 million. The main 
contributor to the increase was the average volumetric charge, which rose from $1.24/kL in 2006–
07 to $1.56/kL in 2007–08. 

Sewerage services consist of two fixed charges: one for residential properties (the supply charge), 
and one for non-residential properties (the fixtures charge). In 2007–08, ACTEW’s sewerage 
services revenue increased by 9% to $105.5 million. Revenues have increased each year since 
2002–03, reflecting growth in the customer base and an increase in the supply and fixture charges. 
The number of billable fixtures rose by 6.3% in 2007–08. 

Customer service performance 

Customer service is primarily concerned with customer complaints, network service quality and 
call centre performance. The report presents information on licensees’ customer service 
performance and compares it to previous periods. The performance measures considered cover: 

• customer complaints 

• reliability of services  

• the efficiency of call centre services. 

Customer complaints 

The ACT’s Consumer Protection Code establishes a range of minimum service standards which 
apply to suppliers of utility services in the ACT. Customer service indicators cover timely 
provision of service, call centre performance, and complaints. A complaint is defined as any 
expression of dissatisfaction with an action, proposed action or failure to act, or about a product or 
service offered or provided by the licensee, where a response by the service provider is explicitly 
or implicitly expected. Complaints do not include general enquiries or requests for advice. 

The report compares numbers of complaints across all licensed utilities in 2006–07 and 2007–08, 
and categorises the most common complaints made in 2007–08. In the electricity distribution 
sector, complaints about customer service were the most common (33%). In the gas distribution 
sector, complaints about connection issues were the most common (also 33%). For gas suppliers, 
complaints about marketing were the most common (50%). For electricity suppliers, complaints 
relating to disconnections and service requests not being met were the most common. 

Reliability of services 

Electricity distribution 

During the year, ActewAGL Distribution made 2,734 new physical connections, down slightly on 
the 3,093 made the previous year, and reported that all new connections were made on or before 
the date agreed with the customer. 

ActewAGL Distribution provided information on the reliability of electricity supply for: 

• overall interruptions—all sustained interruptions, including transmission, directed load 
shedding, planned and unplanned interruptions 

• planned interruptions 

• unplanned interruptions, excluding transmission outages and directed load shedding 
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• normalised unplanned interruptions—interruptions that did not exceed a threshold system 
average interruption duration index (SAIDI) of three minutes, or were not caused by 
exceptional natural or third-party events, or were such that the distributor could not reasonably 
be expected to mitigate the effect of the event by prudent asset management. 

Typically, three indicators are used to measure network performance: SAIDI, SAIFI and CAIDI: 

• SAIDI measures the total number of minutes in a given year, on average, that a customer on a 
distribution network is without electricity. 

• SAIFI (system average interruption frequency index), measures the average number of 
interruptions per customer per year. 

• CAIDI (the customer average interruption duration index) measures the average duration of 
each interruption in minutes. 

The average time without power (SAIDI) for the overall network has continued to increase (from 
an average of nearly 47 minutes per customer per year in 2004–05 to nearly 64 minutes in 2007–
08). The average number of interruptions per customer (SAIFI) has remained relatively stable from 
2005–05 to 2007–08. The average level of duration per interruption in minutes (CAIDI) has 
steadily risen (from 215 minutes in 2005–06 to nearly 255 minutes in 2007–08), with levels 
similar for rural and urban areas.  

Gas distribution 

ActewAGL Distribution reported 129 unplanned interruptions in 2007–08 (in which five or more 
customers lost supply), which equates to 1.36 unplanned interruptions per 1,000 customers. The 
number of interruptions per 1,000 customers was low throughout the period, as was the total hours 
‘off-supply’. 

In 2007–08, there were 229 mechanical or third-party damage incidents to ActewAGL 
Distribution’s medium-pressure system mains and services. No mechanical damage incident was 
reported for the high-pressure system. While performance against this indicator is largely beyond 
the control of the distributor, there are measures that a utility can take to reduce the potential for 
damage—for example, encouraging members of the public to ‘dial before digging’. 

The number of gas leaks identified on a distributor’s network is used as a measure of the network’s 
integrity and the effectiveness of the distributor’s maintenance strategies. Such factors as the 
distributor’s renewal strategies, the condition of the assets and the extent and effectiveness of 
leakage surveys, as well as seasonal and environmental factors, influence this measure. Leakages 
are identified mainly by members of the public or through the distributor’s leakage surveys. 

In 2007–08, members of the public reported 842 gas leaks on ActewAGL Distribution’s gas 
network. This continues the trend of reported leaks decreasing since 2004–05 when the number 
reached 1,140. All reported gas leaks related to the medium-pressure system; none involved the 
high-pressure system. 

Water supply 

ACTEW Corporation reported 682 planned interruptions to water supply in 2007–08. These 
exclude interruptions for the replacement of water meters. Most of these outages were needed 
because of new subdivisions or large connections to water mains and service line repairs. The 
average total outage time for customers in 2007–08 of 0.51 minutes compares favourably with 
2 minutes the previous year and nearly 3 minutes in 2004–05. 
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In 2007–08, ACTEW Corporation experienced 594 unplanned interruptions, down by 18% on the 
previous year’s level of 727 and the 2005–06 level of 798. 

Sewerage services 

During planned work on the sewerage system, customers usually retain the use of facilities such as 
toilets or sinks. It is usually possible to divert flow from the customer’s premises so that there is 
minimal inconvenience to the customer. Customers are asked to reduce water use on the day that 
the work is carried out, and the work is usually completed by close of business. 

Unplanned interruptions are usually the result of blockages in customer drains or in the sewer 
main, resulting in sewage spills onto customers’ properties or into their buildings. This often 
impairs the customers’ ability to dispose of sewage. A blocked main usually affects only a small 
number of properties. 

The number of unplanned interruptions to sewerage services increased from 1,985 in 2006–07 to 
2,059 in 2007–08; it remained well down on the 2,777 recorded in 2004–05. The 2007–08 level 
was equivalent to 14.6 unplanned interruptions per 1,000 properties, a slight increase compared to 
2006–07. The average outage time at 2.0 minutes was virtually unchanged from the 2006–07 
average. 

There were 3,344 sewer main breaks and chokes in 2007–08; of these 3,040, or 91%, were 
estimated by ACTEW Corporation to have been caused by tree roots. This is significantly higher 
than for sampled utilities in other parts of Australia. During the year there were an additional 2,077 
property connection sewer breaks and chokes, the vast majority of which (1,794, or 86%) were 
also attributed to tree roots. 

ACTEW Corporation attributes the high incidence of sewer overflows to problems with tree roots. 
The problem is worse in Canberra than in some other cities because of extensive plantings on 
Canberra’s nature strips, a relatively low average rainfall (compared to other major Australian 
cities) and an extended period of drought.  

Call centre performance 

Telephone responsiveness is one of several indicators used to measure the quality of customer 
service. In the ACT, ActewAGL Retail (electricity) and ACTEW Corporation share a call centre 
for retail enquiries. Call centres for other ACT retailers are provided either on a national basis or 
for combined ACT and New South Wales regions, and separate ACT data have not been reported. 
The network operators—ACTEW Corporation, ActewAGL Distribution (gas) and ActewAGL 
Distribution (electricity)—have separate call centres and separate numbers for general and 
emergency network enquiries and notifications. ACTEW Corporation also has a drought advisory 
line. 

Call centre performance for ACT licensees varied significantly, both between and within utility 
sectors. It is difficult to draw overall conclusions about relative performance because of the 
differences in the types of services that utilities provide, the nature of the call centres, and the 
types of calls made to the various call centres.  

Electricity distribution 

In 2007–08, ActewAGL Distribution’s call centre received 52,939 calls and answered 70% of 
them within 30 seconds. This compares favourably with the previous year’s levels of 66,065 calls 
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being made and 63% of them being answered within 30 seconds. During the year 14% of all calls 
were classed as ‘abandoned’, well down on the 21% level in 2006–07. These figures may, 
however, include calls from customers whose query may have been answered by a recorded 
message and so were not in reality ‘abandoned’. 

Electricity supply 

Call centre performance varied significantly between the ACT electricity suppliers for which call 
centre data are available. The proportion of calls responded to in 30 seconds in 2007–08 ranged 
from 78% for ActewAGL Retail to 86% for TRUenergy, while the average waiting time for calls 
to be answered ranged from a low 18 seconds for Country Energy to 77 seconds for ActewAGL 
Retail. The proportion of total calls abandoned was low for all utilities, ranging from 1.8% for 
TRUenergy to 4.2% for ActewAGL Retail. 

Gas distribution 

ActewAGL Distribution (gas) was unable to provide the Commission with comprehensive data for 
2007–08. The call centre received 8,372 calls in 2007–08, with only 137 calls, or 1.6%, dropping 
out or being abandoned. 

Gas supply 

Like electricity suppliers’ call centres, gas suppliers’ call centres tend to serve a number of 
jurisdictions. The call centres of Country Energy and EnergyAustralia also serve both electricity 
and gas customers. Some of the key features of call centre performance during 2007–08 are: 

• percentage of calls responded to within 30 seconds was similar for the three suppliers, ranging 
from a low of 77% for EnergyAustralia to 85% for TRUenergy 

• average waiting time varied considerably, ranging from a low of 18 seconds for Country 
Energy to 53 seconds for ActewAGL Retail 

• calls abandoned, as a percentage of total calls, was low, ranging from 2% for TRUenergy to 
4% for ActewAGL Retail. 

Water and sewerage 

ACTEW Corporation received over 49,000 water and sewerage calls on its non-emergency 
numbers and just under 27,000 calls on its emergency number, with average waiting times of 75 
and 23 seconds respectively. 

Customer safety net arrangements  

The report provides information on various hardship indicators. Utility regulators have agreed to a 
set of nationally consistent reporting requirements for electricity distribution and retail businesses. 
Access to utility services is determined by the availability of the infrastructure and the ability of 
customers to pay bills (a function of the price of the service and of demand). Accessibility is also 
influenced by utilities’ safety net arrangements (for example, availability of instalment plans and 
flexibility in payment arrangements) and credit management strategies (for example, security 
deposits). For electricity retailers, customers’ ability to access services is measured by hardship 
indicators such as disconnection for non-payment of accounts, reconnection of customers within 
seven days of disconnection, the use of instalment payment plans, direct debit defaults, and the use 
of security deposits. 
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Disconnection for non-payment of accounts 

Before a supplier may disconnect a customer for non-payment of an account, the supplier must 
follow a number of steps, such as issuing reminder notices, allowing a certain number of days 
between notices, and making personal contact with the customer. Disconnection for failure to pay 
an account is very much a last resort for suppliers attempting to recover a debt and, therefore, is a 
fair indicator of affordability. However, this indicator does not necessarily differentiate between 
households that can afford to pay and those that cannot. For this reason, to identify more 
accurately those customers in genuine hardship, a second indicator is used: reconnection of a 
customer with the same name at the same premises within seven days. 

Residential electricity customers 

Between 2003–04 and 2007–08, the rate of disconnection of residential electricity customers for 
non-payment of accounts ranged from 3.0 to 4.0 per 1,000 customers. Over the same period, the 
proportion of customers reconnected within seven days of disconnection ranged from 64% in 
2004–05 and 2005–06 to a low of 53% in 2007–08. 

Non-residential electricity customers 

In the ACT, the rate of disconnection for non-payment of an account for non-residential electricity 
customers was 3.8 per 1,000 customers in 2007–08 (52 customers in total), while the proportion 
reconnected within seven days was 67% (35 customers). 

Residential and non-residential gas customers 

The reported incidence of disconnections of gas supply customers for non-payment of an account 
in the ACT was 12 per 1,000 customers in 2007–08, well down from 35 in 2006–07. The 
proportion reconnected within seven days rose from 34% to 44%. These figures include both 
residential and non-residential customers, as suppliers were unable to provide a breakdown 
between those categories. It does not include disconnections by EnergyAustralia, which was 
unable to provide the information.  

Compared with the disconnection rate for electricity customers (3 per 1,000 customers in 
2007–08), the rate of gas supply disconnections (12 per 1,000 customers in 2007–08) is 
significantly higher. The reason for the relatively high disconnection rate for gas is that customers 
often choose to be disconnected after winter and then pay their outstanding account at the start of 
the following winter. This also helps explain why, in general, a lower percentage of disconnected 
gas customers reconnect within seven days of the disconnection by comparison to electricity 
customers. 

Water and sewerage customers 

Under the Consumer Protection Code, a utility is not permitted to disconnect water supply or 
withdraw sewerage services for failure to pay an account. However, it may restrict the water flow 
to a level that allows for essential uses only. As in previous years, ACTEW Corporation did not 
restrict the water flow to any customer for failure to pay an account in 2007–08. 

Direct debit defaults  

Defaults on automatic direct debit account payments can indicate emerging payment difficulties. 
While a certain level of defaults can be expected to arise by accident—for example, through 
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administrative errors by utilities or oversights by customers—a rising trend could indicate 
increasing numbers of customers having difficulty paying their utilities bills. 

Of electricity and gas suppliers, only ActewAGL Retail was able to provide information about 
direct debit defaults in 2007–08. The percentage of ActewAGL Retail’s electricity and gas 
customers defaulting on direct debit payments has declined significantly in recent years and 
indicates most customers have been able to make their payments within the time frames allowed. 
In 2007–08, that trend continued. For water and sewerage service customers, payment defaults 
have trended lower, with the level falling to a low of 0.8% in 2007–08. 

Instalment plans  

Utilities can assist customers experiencing financial hardship in a number of ways. Two options 
are instalment plans and deferred payments. Although the number of customers on instalment 
plans is used as a measure of customer hardship, customers who are not in difficulty may choose to 
pay by instalment for reasons of budgeting or convenience. 

Electricity supply 

In 2007–08, 7.3% of ActewAGL Retail’s residential customers were on instalment plans, a slight 
fall on the 7.6% the previous year but still continuing the upward trend since 2003–04. 
EnergyAustralia, the only other company with customers on instalment plans, also recorded a 
slight fall, to 1.0%, in 2007–08.  

Gas supply 

During 2007–08, just 0.8% of all gas customers paid their accounts through an instalment plan, a 
marked reduction on the earlier year levels. 

Water and sewerage 

The percentage of all customers on instalment plans fell from 1.4% to 0.6%, with both residential 
and non-residential customers contributing to the overall decline. 

Security deposits  

EnergyAustralia was the only ACT electricity supplier to hold any security deposits in 2007–08. In 
2007–08, 45 residential security deposits (valued at $9,000) and one non-residential security 
deposit (valued at $450) were held. This compares with 29 residential security deposits (valued at 
just over $5,000) the previous year. 

Environmental performance and other matters 

The report provides information on the increasingly important environmental performance of 
utilities. In particular, those environmental issues that are a direct responsibility of the 
Commission, such as network losses, greenhouse gas emissions and consumption efficiency, are 
considered. 
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Water 

Water losses 

‘Unaccounted-for’ (or ‘non-revenue’) water is water that has been wasted or lost through leakages, 
bursts, or evaporation from open-air treatment and storage facilities, as well as water consumption 
not billed for, unauthorised consumption and water lost through metering inaccuracies or errors. 
Thus, the volume of unaccounted-for water is the difference between the volume of water 
extracted and the amount of water for which the utility bills its customers. Unaccounted-for water 
is sometimes used as a measure of the condition and efficiency of a utility’s water network. It is 
also significant from an environmental perspective, as the water lost was extracted from river 
systems for consumptive purposes but was not used for those purposes.  

The annual quantity of unaccounted-for water in the ACT varied from 13.5% in 2001–02 to 8.6% 
in 2007–08. Although the 2007–08 level is higher than the 2006–07 level of 5%, it is still 
relatively low. 

In 2007–08, ACTEW Corporation reported that it had continued its meter replacement and service 
upgrade programs, which are designed to reduce loss of water through leaks and to improve 
measurement by meters. The intention is to identify any otherwise unaccounted for flows that are 
other than minimal. Such flows would be investigated to pinpoint and reduce water losses.  

Environmental flows 

Environmental flows are the flows of water into rivers and streams that are necessary to maintain 
healthy aquatic ecosystems. They are designed to mimic naturally occurring water flows, including 
seasonal fluctuations and other variables. Under its licence conditions, ACTEW is required to 
release water from the Cotter and Googong catchments for environmental purposes. The volume of 
water released as an environmental flow is in accordance with the environmental flow guidelines 
approved by the minister responsible for water resources. It is not determined by the water utility. 

Dams, such as those built on the Cotter River and Queanbeyan River as part of the ACT water 
supply system, affect downstream flow by reducing the volume of flows and sometimes by 
changing the natural flow patterns. To reduce their impact, water is released or spilled from the 
dams into the rivers below at certain times of the year. 

The environmental flows that are recommended for the water supply catchments are based on 
research and monitoring of environmental flows in the river systems and are intended to ensure 
that both water supply and conservation objectives are met. Because of the recent prolonged 
drought, the relevant authorities have reduced environmental flow requirements in recent years. 

In 2007–08, environmental flows released by ACTEW from water storages were 18.5% of the total 
water abstracted in the ACT. ACTEW is one of only a few water utilities in Australia that is 
responsible for the release of water for environmental flows from the storage facilities that it 
manages. 

Energy 

Greenhouse gas emissions 

Very little electricity is generated and no natural gas is produced in the ACT. However, more than 
two-thirds of the greenhouse gas emissions attributable to the ACT derive from energy 
consumption. Greenhouse gas emissions arising from energy consumption are a major 
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environmental concern. Greenhouse gases include carbon dioxide, methane and nitrous oxide. 
These gases are released into the atmosphere by such activities as the use of fossil fuels, broadscale 
land clearing and other land-use changes, and are a key factor in climate change. 

The Commission has estimated the greenhouse gas emissions that can be attributed to electricity 
consumption in the ACT by subtracting the volume of GreenPower (accredited electricity sourced 
from generators that produce no greenhouse gases) from the total electricity sold in the ACT, to 
calculate a net amount of greenhouse gas-producing electricity. This has been multiplied by an 
emissions intensity coefficient for New South Wales and ACT electricity consumption as supplied 
by the Department of Climate Change. Note that the coefficients are not consistent with those 
published by IPART and notified by the Commission, as the regulator of the ACT Greenhouse Gas 
Abatement Scheme, as key factors for the scheme. 

This method of estimating greenhouse gas emissions makes a number of assumptions that, while 
appropriate in this context, might not be appropriate for other purposes. For example, it excludes 
emissions for energy lost through network losses. Readers seeking greenhouse gas emissions data 
as an input for other work should contact the Commission before using the data in this section. 

There was a significant increase in the volume of GreenPower sold in the ACT in 2007–08, rising 
from 28.7 GWh in 2003–04 to 103.6 GWh in 2007–08. Over the same period the estimated 
volume of greenhouse gases emitted as a result of electricity consumption ranged from a low of 
2.68 million tonnes of carbon dioxide equivalent (CO2-e) in 2003–04 to a high of 2.94 million 
tonnes in 2005–06, with levels falling over the past two years to 2.87 million tonnes in 2007–08.  

To estimate greenhouse gas emissions caused by ACT gas consumption, the Commission 
multiplies the volume of gas sold in the ACT by an emission factor for New South Wales and ACT 
consumption of natural gas provided originally by the Australian Greenhouse Office and 
subsequently by the Department of Climate Change. Two emissions factors are provided: one for 
large customers and one for small customers. 

The estimated volume of greenhouse gases emitted as a result of natural gas consumption in the 
ACT in 2007–08 was 476,077 tonnes of CO2-e, an 11% increase on the 2006–07 level.  

Consumption efficiency 

Energy consumption efficiency is both an important environmental and a cost-efficiency 
consideration. The more energy required for a task (for example, to heat a house), the more 
greenhouse gases are released through burning fossil fuels, and the greater the environmental 
impact. 

To examine the efficiency of residential energy consumption over time, it is necessary to look at 
consumption per customer, rather than consumption in total; otherwise, changes in consumption 
efficiency can be hidden by population growth. Between 2003–04 and 2007–08, ACT residential 
annual electricity consumption per customer fell from 8.8 MWh to 8.3 MWh. 

Electricity network losses 

Electricity networks lose energy mainly through heat generated by resistance in wires and 
transformers. From an environmental perspective, the greater the electricity network losses, the 
more electricity needs to be generated to meet demand, and the greater the potential impact on the 
environment. 
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Over the years 2002–03 to 2006–07, network losses fluctuated between 4.4% and 5.5%. In 2007–
08, ActewAGL Distribution’s electricity network losses were 4.4% of total network inputs—the 
lowest over the six-year period. 

ActewAGL Distribution is required to report annually to the Commission on the strategies it has in 
place to reduce its network losses. These include: 

• network planning, design and project assessments, which must demonstrate consideration of 
network losses 

• audits of zone substation transformer losses 

• consideration of the cost of losses when purchasing transformers (electrical losses over the life 
of a transformer is a criterion in tender assessments) 

• use of various network tariff initiatives to manage network demand and, as a result, network 
losses, by providing appropriate price signals, including 

– demand tariffs designed to improve the system’s load profile and so result indirectly in 
reduced losses 

– time-of-use residential network tariffs. 

ActewAGL Distribution also noted that demand tariffs, which are designed to improve load 
profile, may also reduce losses and that further opportunities for load profile improvements may 
become available with the introduction of interval metering in the ACT.  

Gas—operation and maintenance 

‘Gas specification’ is the energy content and purity of the natural gas in the pipeline. Where the 
gas is outside the specification, there are potential health and safety problems, such as the risk of 
damage to customers’ equipment. ActewAGL Distribution indicated that gas specification reached 
the maximum or minimum limits 41 times during 2007–08, compared with 48 times in 2006–07 
and 72 times in 2005–06. However, there was no health and safety impact on customers or damage 
to their equipment.  

ActewAGL Distribution replaced 622 gas regulators in 2007–08, virtually unchanged on the 
2006–07 level of 620 but well ahead of the levels in 2002–03 and 2003–04. During 2007–08 the 
company replaced 203 meters, a marked reduction on the level of 278 in 2006–07. 

Potential safety problems arise if the gas network operating pressure falls below the normal 
operating system minimum pressure: for example, domestic gas leaks can occur if the pressure is 
too low to maintain a pilot flame. ActewAGL Distribution indicated that distribution network 
pressure did not fall below the minimum standard for high-pressure infrastructure in 2007–08. No 
events were reported for the medium pressure system, as was also the case for 2006–07. 

ActewAGL Distribution confirmed that its environmental management policies and practices were 
in line with the AG750 Environmental Code of Practice and the Australian Pipeline Industry Code 
of Practice for Pipeline Construction. 





 

1 Introduction 

The Independent Competition and Regulatory Commission (the Commission) has a number of 
statutory roles in relation to the licensing of electricity, gas, and water and sewerage network 
service providers and/or retail suppliers operating in the Australian Capital Territory (the ACT). 
One of these roles is to monitor licensees’ compliance with the conditions of their licences and to 
report on that compliance to the ACT Government.  

An operating licence issued under the Utilities Act 2000 (Utilities Act) requires utilities to notify 
the Commission of any material breaches of the licence conditions, legislation, codes of practice, 
directions or guidelines as soon as they become aware of them. The Utilities Act also requires 
utilities to report annually on the performance of their functions under the statute and their 
compliance with licence conditions. 

The licence specifies that reports be on a financial year basis and be submitted to the Commission 
no later than three months from the end of the financial year (that is, by 1 October).  

Licensees are also required to report against a number of performance indicators, such as numbers 
of customers and complaints. Although this form of reporting is different from compliance 
reporting, and serves a different purpose, it forms part of the Commission’s overall reporting 
program. 

A number of other ACT Government agencies are also responsible for administering parts of the 
Utilities Act. In 2007–08, these included the ACT Planning and Land Authority (Part 5—
Technical Regulation) and the Essential Services Consumer Council (ESCC) (Parts 11 and 12—
Complaints).1 Other agencies that played a role in 2007–08 in regulating utilities’ performance are 
ACT Health (for example through the Public Health (Drinking Water) Code of Practice), and the 
Department of Territory and Municipal Services (for example through water resources 
management and environmental protection). Where appropriate, the Commission seeks advice 
from these agencies on utilities’ performance against the respective statutory requirements. 

The Commission’s objectives under the Utilities Act include: 

• to encourage the provision of safe, reliable, efficient and high-quality utility services at 
reasonable prices 

• to minimise the potential for misuse of monopoly power in the provision of utility services 

• to promote competition in the provision of utility services 

• to encourage long-term investment, growth and employment in utility services 

• to promote ecologically sustainable development in the provision of utility services 

• to protect the interests of consumers 

• to ensure that the government’s programs for the provision of utility services are properly 
addressed. 

                                                      
1 Under the Justice and Community Safety Legislation (Amendment) Act 2008 (No 2), the ESCC was renamed the 
Energy and Water Consumer Council (EWCC) in July 2008. In February 2009, the functions of the Council were 
subsumed into the ACT Civil and Administrative Tribunal (ACAT). 
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This report reviews the compliance and performance of licensed utilities that supplied the ACT 
during 2007–08. The utility services examined include electricity and gas distribution, the retailing 
(supply) of gas and electricity, and the provision of water and sewerage services. 

1.1 Structure of this report 

The issues covered by each section of this report are as follows: 

• Chapter 2 provides an overview of the utilities regulated by the Commission. 

• Chapter 3 details utilities’ compliance with a range of statutory obligations. 

• Chapter 4 summarises the financial performance of regulated utilities. 

• Chapter 5 details the utilities’ customer service performance. 

• Chapter 6 discusses customers’ non-price safety net arrangements. 

• Chapter 7 covers environment and energy efficiency issues. 

Appendix 1 describes the ACT’s utilities regulatory framework and lists the industry and technical 
codes in force in 2007–08.  

Appendix 2 is a compilation of the compliance reports submitted by all licensed utilities for the 
2007–08 year. 

Appendix 3 is a compilation of the performance reports submitted by all licensed utilities for the 
2007–08 year. 

Appendix 4 sets out the data used to compile the figures in the report. 

The report also contains a list of acronyms and abbreviations. 

1.2 Commercial-in-confidence information 

To enable the Commission to undertake its responsibilities for compliance and performance 
reporting, licensees are required to provide information that may be commercially sensitive. 
Confidential information has been excluded from this report. 

Data collected for some performance indicators have been published in an aggregated form to 
protect confidential commercial information. For example, this report gives the total volume of 
energy sold in the ACT, rather than the volume of energy sold by each supplier. 

1.3 Accuracy of data 

The data presented in this report are largely as submitted by licensees and may include errors. The 
Commission seeks to ensure that this report is accurate, and has taken steps to confirm data and 
clarify inconsistencies. Data for previous years have also been rechecked and updated and, as a 
result, may differ from those presented in earlier reports.  
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1.4 Comparison with earlier reports 

As with the 2006–07 reports, the compliance and performance reports for 2007–08 have been 
published together.  

The approach taken to utility licence compliance in this report is broadly similar to that taken in 
previous reports. Utilities were required to report to the Commission on their compliance with a 
number of key obligations under the Utilities Act, licence conditions, industry codes and, where 
applicable, ring fencing guidelines. In addition, the Commission consulted with other ACT 
regulators.  

The report highlights compliance issues that arose during the reporting year and also provides a 
summary of compliance against obligations under the Utilities Act relating to network operations 
and the minimum service standards set out in schedules to the Consumer Protection Code. The 
report continues the earlier practice of providing the completed details of all reports provided by 
the licensees in an appendix. The reports provided by electricity and gas suppliers have been 
aggregated to provide easier comparison between them and to condense the material presented. 

The performance content in this report continues with the approach taken for 2006–07. The 
principal change was a rationalisation of figures that provided inter-jurisdictional and utility 
comparisons. The Commission’s aim has been to present comparisons that can be attributed to 
authoritative published data; that avoid duplicating comparative analyses already published in 
other publications (principally the Australian Energy Regulator’s State of the market reports); and 
that focus on data that led to concern about the performance of ACT utilities or the ACT in 
general, or that have been of demonstrated interest to key stakeholders. 

1.5 Utilities licensed in the ACT 

Licensed utilities in the ACT during 2007–08 are set out in Table 1.1. 
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Table 1.1 ACT licensed utilities, 1 July 2007 to 30 June 2008 

Service Licensed utility 
Electricity distribution and connection ActewAGL Distributiona 
Electricity supply ActewAGL Retailb 
 AGL Sales Pty Ltd  
 AGL Sales (Queensland Electricity) Pty Ltdc 
 Aurora Energy Pty Ltd 
 Country Energyd 
 Dodo Power and Gas Pty Ltde 
 EnergyAustralia  
 Energy One Pty Ltdf 
 ERM Power Retail Pty Ltdg 
 Integral Energy Australia  
 Jackgreen (International) Pty Ltd 
 Origin Energy Electricity Ltd 
 Powerdirect Pty Ltd 
 Red Energy Pty Ltd 
 Sun Retail Pty Ltd 
 TRUenergy Pty Ltd  
 TRUenergy Yallourn Pty Ltd  
Gas transmission East Australian Pipeline Ltd  
Gas distribution and connection ActewAGL Distributiona 
Gas supply ActewAGL Retailb 
 Country Energy  
 Dodo Power and Gas Pty Ltde 
 EnergyAustralia 
 Jackgreen (International) Pty Ltd  
 Sun Retail  
 TRUenergy Pty Ltd 
Water supply ACTEW Corporation Ltd 
Sewerage services ACTEW Corporation Ltd 

a  ACTEW Distribution Ltd and Alinta GCA Pty Ltd, trading as ActewAGL Distribution. 
b  ACTEW Retail Ltd and AGL ACT Retail Investments Pty Ltd, trading as ActewAGL Retail.  
c  Licence varied on 14 September 2007 to reflect the change of name from Powerdirect Australia Pty Ltd to AGL Sales (Queensland Electricity) Pty 

Ltd. 
d  The right to supply to franchise customers applies only to those customers serviced by that part of Country Energy’s distribution network that is 

located within the ACT. Country Energy has been exempted from the requirement to hold an electricity distribution licence.  
e  New licence granted 21 September 2007. 
f  Licence suspended in June 2007.  
g  New licence granted 10 December 2007. 



 

2 Utility services—main features 

This chapter provides a brief overview of the utility services regulated by the Commission 
including information on customer numbers and consumption volumes. It also discusses overall 
trends in each utility sector. 

2.1 Sources of ACT electricity 

Most of the electricity sold in the ACT is sourced from National Electricity Market (NEM) 
generators elsewhere in Australia. Less than 2% of the ACT’s total electricity is generated in the 
ACT.2 

The ACT is supplied with electricity from the New South Wales transmission grid through two 
bulk supply substations: 

• Canberra substation (330 kV/132 kV) at Holt 

• Queanbeyan substation (132 kV/66 kV) at Oaks Estate. 

The Canberra substation is supplied by four incoming 330 kV transmission lines and has three 
outgoing 132 kV sub-transmission lines to the ACT. Other 132 kV outgoing sub-transmission lines 
supply New South Wales areas. 

The Queanbeyan substation is supplied by several incoming 132 kV sub-transmission lines and has 
two outgoing 66 kV sub-transmission lines supplying ActewAGL Distribution’s Fyshwick zone 
substation. Other 66 kV outgoing sub-transmission lines supply adjacent New South Wales areas.  

The two bulk supply substations and the incoming lines are owned and operated by TransGrid. 
The Australian Energy Regulator (AER) regulates the transmission network. The 132 kV and 
66 kV sub-transmission systems supplying the ACT are owned and operated by ActewAGL 
Distribution. Electricity from the NEM is sold to customers, via the electricity transmission and 
distribution networks, by electricity suppliers (retailers). 

2.2 Electricity transmission  

The Utilities (Electricity Transmission) Regulation 20063 made transmission a utility service. 
Section 4 provides that the transmission of electricity through an electricity transmission network 
declared under section 5 is a utility service. TransGrid was then exempted from the requirement to 
hold a licence in relation to the utility service on condition that it comply with specific conditions 
relating to minimum reliability standards governing bulk electricity supply arrangements and with 
appropriate technical, safety and prudential standards detailed in that instrument.4 

                                                      
2 There are two small generators fired by reclaimed gas at the Mugga Way landfill tips and a mini hydro-generation 
plant at the Mount Stromlo Water Treatment Plant. 
3 The Regulation was effective from 17 March 2006. 
4 ACT Utilities Exemption 2006 (No.1) Disallowable instrument DI2006-47. 
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2.3 Electricity distribution 

The ACT has one licensed electricity distributor: ActewAGL Distribution.5  

ActewAGL Distribution’s licence authorises it to provide electricity distribution services and 
electricity connection services. During 2007–08, ActewAGL’s distribution network supplied 
electricity to over 158,000 metered supply points, of which over 143,000 were to residential 
customers and over 15,000 to non-residential.6 During the year, 2,831 GWh of electricity were 
delivered; 1,681 GWh, or just over 59%, went to non-residential customers (see Table 2.1).  

Table 2.1 ActewAGL Distribution’s network, supply points and energy delivered, 2007–08 

Category Total 

By type of customer By supply voltage 
Residential  Non-

residential  
Sub-

transmission 
High 

voltage 
Low voltage 

Number of metered supply points 158,455 143,281 15,174 0 21 158,434 
Energy delivered (GWh) 2,831 1,150 1,681 0 365 2,466 

Source: ActewAGL Distribution’s 2007–08 annual report to ICRC. 

Figure 2.1 shows the change in the levels of energy distributed as reported for distribution services 
for 2002–03 to 2007–08. While distribution to non-residential connections tended to increase over 
the six-year period, levels of distributed power to the residential market remained relatively flat. 

Figure 2.1 Energy distributed, electricity distribution, ActewAGL Distribution, 2002–03 to 2007–08 
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Source: ActewAGL Distribution’s annual reports to ICRC. 

 

 
5 Country Energy has been granted an exemption from having to hold a licence to provide electricity distribution and 
connection services for the electricity distribution line that it owns and operates in the ACT. This line is approximately 
12 kilometres long and runs along the ACT – New South Wales border. 
6 This number is based on the number of metered supply points on the network, or ‘national metering identifiers’ 
(NMIs). It includes both connected and disconnected (non-active) supply points. 
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Table 2.2 shows that at 30 June 2008 ActewAGL’s distribution network consisted of 4,696 km of 
line length, and that overhead and underground lines were about equal in length. Table 2.3 and 
Table 2.4 show other key statistics of ActewAGL’s electricity distribution network during 2007–
08.  

Table 2.2 ActewAGL Distribution’s network, line length (km), 2007–08  

Feeder categorya 

Total By placement By supply voltage 

 Underground Overhead 
Sub-

transmission High voltage Low voltage 
Urban and rural 
shortb 4,696 2,283 2,413 205c 2,282 2,209 

a A review of feeder classifications concluded that there are no feeders in the ACT that should be classified as CBD. 
b ActewAGL does not have the capability to report separately for urban and rural short feeders. 
c Includes circuits operating at 132 kV, 66 kV,11 kV and 22 kV. 
Source: ActewAGL Distribution’s 2007–08 annual report to ICRC. 

Table 2.3 Number of transformers, electricity distribution, 
ActewAGL Distribution, 2007–08 

Network Number Capacity (MVA) 
Sub-transmission 28 1,341a 

Distribution 4,670 1,752 

MVA = megavolt ampere 
a Figure includes the capacity of 132 kV and 66 kV transformers. 
Source: ActewAGL Distribution’s 2007–08 annual report to ICRC. 

Table 2.4 Other key business descriptors, electricity distribution, 
ActewAGL Distribution, 2007–08 

Descriptor Value 
Distribution lossesa (%) 4.39 
Network service area (km2) 2,358 
Number of poles—distribution 53,037 
Number of poles—transmission 1,752 
Peak demand—distribution (MW) 589 

a Based on five-year moving average. 
Source: ActewAGL Distribution‘s 2007–08 annual report to ICRC. 

2.4 Electricity supply 

The retail market for electricity in the ACT is partially regulated. Any customer may elect to enter 
into a negotiated contract with a licensed electricity supplier. Franchise customers are able to 
access a regulated retail tariff if they do not wish to enter into a negotiated tariff. A franchise 
customer is any customer who consumes less than 100 MWh/year and who remains on the 
standard customer contract. Franchise customers become non-franchise customers if they elect to 
enter into a negotiated supply contract with any electricity supplier. The retail tariff for non-
franchise customers is not regulated. 
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2.4.1 Electricity sales and consumption 

Table 2.5 provides details of customer numbers, customer sales and electricity consumption, 
broken down into residential and non-residential categories. The ACT electricity retail market 
comprises mainly residential customers, who totalled just over 137,500 at the end of June 2008, 
accounting for just over 90% of total customer numbers with sales during the year of 1,676 GWh, 
or 59.5% of the total. In 2007–08, the average electricity consumption in the ACT was 18.6 MWh 
per customer, down slightly on the 18.7 MWh the previous year and 19.2 MWh in 2005–06. 

Table 2.5 Customer numbers and sales, electricity supply, ACT, 2003–04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07a 2007–08 

Customer numbers (end June) 
Residential 128,513 130,548 134,979 137,016 137,582 
Non-residential 12,861 13,046 11,618 12,421 13,772 
Total customer numbers 141,374 143,594 146,597 149,437 151,354 

Customer sales (GWh) 
Residential 1,134 1,134 1,162 1,148 1,142 
Non-residential 1,503 1,583 1,659 1,651 1,676 
Total customer sales 2,637 2,717 2,821 2,799 2,818 

Average consumption (MWh/customer) 
Residential  8.8 8.7 8.6 8.4 8.3 
Non-residential 116.9 121.3 142.8 132.9 121.7 
All categories  18.7 18.9 19.2 18.7 18.6 

a Customer numbers for 2006–07 differ from those in the Commission’s 2006–07 report and reflect updated figures supplied by utilities. 
Note: The reported sales by suppliers may not equate to the reported distribution volumes reported by distributors because of differences in timing of 
billing cycles.  
Source: Licensed electricity utilities, annual reports to ICRC. 

Table 2.6 provides a more detailed breakdown of customer numbers by size, by contract type and 
by residential and non-residential categories for 2007–08, from small customers consuming less 
than 100 MWh/year to large customers consuming more than 160 MWh/year. Customers 
consuming less than 100 MWh/year accounted for 98% of total customer numbers; only 1,287 
customers consumed over 160 MWh/year. Table 2.7 has been provided for comparison purposes 
and shows customer numbers by the same categories for 2006–07. 
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Table 2.6 Customer numbers by category, electricity supply, ACT, 2007–08 

 Small 
(<100 MWh/year) 

Medium  
(100–

160 MWh/year) 

Large 
(> 160 MWh/year) 

Total 

Customers on standard contracts 
Residential 107,490 0 0 107,490 
Non-residential 10,504  0  0 10,504 
Sub-total 117,994 0 0 117,994 

Customers on negotiated contracts 
Residential 30,092 0 0 30,092 
Non-residential 902 1,079 1,287 3,268 
Sub-total 30,994 1,079 1,287 33,360 

Total customer numbers 
Residential 137,582 0 0 137,582 
Non-residential 11,406 1,079 1,287 13,772 
Total 148,988 1,079 1,287 151,354 

Source: Licensed electricity utilities’ 2007–08 annual reports to ICRC. 

Table 2.7 Customer numbers by category, electricity supply, ACT, 2006–07 

  
Small 

(<100 MWh/year) 

Medium 
(100–

160 MWh/year) 
Large 

(> 160 MWh/year) Total 

Customers on standard contracts 
    

Residential 102,853 0 0 102,853 
Non-residential 10,221 62 235 10,518 
Sub-total 113,074 62 235 113,371 

Customers on negotiated contracts  
Residential 34,159 0 4 34,163 
Non-residential 980 451 472 1,903 
Sub-total 35,139 451 476 36,366 

Total customer numbers 
    

Residential 137,012 0 4 137,016 
Non-residential 11,201 513 707 12,421 
Total all customers 148,213 513 711 149,437 

Note: Customer numbers for 2006–07 differ from those in the Commission’s 2006–07 report and reflect updated figures supplied by utilities. 
Source: Licensed electricity utilities’ 2006–07 annual reports to ICRC. 

Figure 2.2 shows customer growth trends over the past six reporting periods. Electricity supply 
customer numbers increased by 1.3% over the 12 months to June 2008 to 151,354 with a 0.4% 
increase in the residential sector and an 10.8% increase in the non-residential sector.  
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Figure 2.2 Customer numbers, electricity supply, ACT, 2002–03 to 2007–08 
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Source: Licensed electricity utilities’ annual reports to ICRC. 

Figure 2.3 shows the total volume of electricity sold to residential and non-residential customers 
from 2002–03 to 2007–08. Electricity suppliers reported total sales of 2,818 GWh in 2007–08, a 
slight increase on 2,799 GWh for the preceding year.  

Figure 2.3 Sales volume, electricity supply, ACT, 2002–03 to 2007–08 
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Source: Licensed electricity utilities’ annual reports to ICRC. 

Figure 2.4 shows residential and non-residential consumption trends over the past six reporting 
periods. Both sectors showed decreases in consumption over the previous year. The marked 
decrease in average non-residential customer consumption in 2007–08 is likely to be a reflection of 
a sharp increase in the number of accounts for larger customers, which rose from 711 in 2006–07 
to 1,287 in 2007–08. 
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Figure 2.4 Average consumption per customer, electricity, ACT, 2002–03 to 2007–08 
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Source: Licensed electricity utilities’ annual reports to ICRC. 

Figure 2.5 compares ACT electricity consumption per customer with consumption in other states 
and territories for 2006–07. It repeats material from the 2006–07 report. Comparative data for 
2007–08 was not available at the time of publication and will be included in the 2008–09 report. 
Only residential customers in the Northern Territory and Tasmania have a higher average per 
residential customer consumption of electricity. Overall, however, ACT customers rank fifth 
lowest for electricity consumption. 

Figure 2.5 Average per customer consumption, electricity, states and territories, 2006–07 
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Source: Electricity Supply Association of Australia, Electricity Gas Australia 2008. 

2.4.2 Competition in the retail electricity market 

The process of allowing customers to choose their preferred electricity retailer commenced in 1998 
for customers using more than 160 MWh/year. On 1 July 2003, all customers were able to choose 
their preferred retailer.  
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As of 30 June 2008, there were 17 licensed electricity retailers in the ACT.  

As shown in Figure 2.6, only five electricity suppliers supplied more than 100 customers in 2007–
08. A further two supplied from 10 to 100 customers and five others supplied less than ten 
customers. The remaining five electricity suppliers were not active in the market.  

Figure 2.6 Customer and supplier numbers, electricity supply, ACT, 2003–04 to 2007–08 
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Source: Licensed electricity utilities, annual reports to ICRC. 

Figure 2.7 sets out, for the period from July 2005 to June 2008, the number of customers who 
transferred to new suppliers for each month and the running sum of switches.  

Figure 2.7 ACT electricity customers transferring to new retailers, July 2005 to June 2008 
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Source: Reports from NEMMCO. 
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Following a period of strong switching behaviour in 2006–07, there has been a noticeable 
reduction in switching patterns. Only 6,051 customers changed retailers in 2007–08, compared to 
11,040 in 2006–07, a reduction of 45%. 7 

It should be noted that the data shown in Figures 2.7 do not represent the full extent of the move 
from standard customer contracts in the ACT in that they do not include ActewAGL customers 
who switched from standard customer contracts to negotiated customer contracts with that supplier 
which would add to the total number of customers switching in the year, and the total number of 
customers who are on negotiated contracts. In 2007–08, around 30,000 residential customers8 were 
on negotiated customer contracts, representing about a quarter of total residential customers in the 
ACT. This figure is a reduction from the 34,000 residential customers on negotiated contracts in 
2006–07, indicating that a number of residential customers took the opportunity to return to a 
franchise tariff over the twelve-month period.  

2.5 Sources of natural gas 

Natural gas accounts for about 9.1% of total energy consumption in New South Wales and the 
ACT.9 The gas sold in the ACT is sourced primarily from the Cooper Basin in South Australia and 
is transmitted through the Moomba to Sydney pipeline by East Australian Pipeline Limited 
(EAPL). 

Gas destined for the ACT is diverted from Young, in New South Wales, to the trunk receiving 
station at Watson, on the northern outskirts of the ACT. From that point, ActewAGL Distribution 
pipes the gas through its network throughout the ACT. 

A second source of gas supply is from the Gippsland Basin in Victoria via the Eastern Gas 
Pipeline. An off-take is located at Hoskinstown near the ACT border. From there, the gas is 
transported to a pressure reduction station at Fyshwick and then into ActewAGL Distribution’s 
network. 

2.6 Gas transmission 

The Moomba to Sydney gas pipeline is owned by the Australian Pipeline Trust and operated by 
EAPL. The transmission pipeline in the ACT is a 6 km section of that pipeline and EAPL is 
licensed under the Utilities Act to carry out that transmission operation.  

2.7 Gas distribution 

The ACT has one licensed gas distributor: ActewAGL Distribution. ActewAGL Distribution’s 
licence authorises it to provide gas distribution and gas connection services. At 30 June 2008, 
ActewAGL Distribution’s network comprised 3,509.5 km of medium-pressure and 248.9 km of 
high-pressure mains. In 2007–08, ActewAGL distributed 6,925 TJ of gas to 94,590 customer 

                                                      
7 For further discussion on this matter, see Senior Commissioner’s comments Competition in the retail energy market in 
the Commission’s 2007-08 Annual Report, September 2008.  
8 This figure includes customers of ActewAGL and customers of all other electricity suppliers 
9 Australian Bureau of Agricultural and Resource Economics, Energy Update 2008, Table C2. 
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supply points.10 ActewAGL Distribution’s customer base for gas is smaller than for electricity, 
but, as Figure 2.8 shows, continues to grow.  

Figure 2.8 Customer supply point numbers, gas distribution, ACT, 2002–03 to 2007–08 
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Source: ActewAGL Distribution’s annual reports to ICRC. 

Figure 2.9 shows that the volume of gas distributed in the ACT has fluctuated over the past six 
reporting periods, with a further levelling off in 2007–08 to 6,925 TJ.  

Figure 2.9 Volume of gas distributed, gas distribution, ACT, 2002–03 to 2007–08 
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Source: ActewAGL Distribution’s annual reports to ICRC. 

2.8 Gas supply 

During 2007–08, seven utilities were licensed to supply gas in the ACT: ActewAGL Retail, 
Country Energy, Dodo Power and Gas Pty Ltd, EnergyAustralia, Jackgreen (International) Pty 
Ltd, Sun Retail and TRUenergy Pty Ltd.  
                                                      
10 Note that the number of distribution customers (supply points) will not be the same as the number of customers with 
contracts for gas supply. 
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2.8.1 Gas sales and consumption 

Table 2.8 compares gas consumption and sales data for residential and non-residential customers 
from 2003–04 to 2007–08. There were 94,213 gas supply customers in the ACT on 30 June 2008, 
an increase of 1% over the 2006–07 level; 98% of all customers were residential. Total gas sales 
rose sharply to over 7,200 TJ, the increase largely attributable to an increase in sales to non-
residential customers, with average gas sales to that group rising from 1,167 GJ per customer to 
1,322 GJ.  

Table 2.8 Customer numbers and sales, gas supply, ACT, 2003–04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 

Customer numbers 
Residential 82,665 84,864 87,010 91,177 92,107 
Non-residential 1,847 1,888 1,956 1,977 2,106 
Total numbers 84,512 86,752 88,966 93,154 94,213 

Customer sales (TJ) 
Residential 4,290 4,187 4,335 4,196 4,432 
Non-residential 2,349 2,338 2,522 2,307 2,784 
Total sales 6,639 6,525 6,857 6,503 7,216 

Consumption (GJ/customer) 
     

Residential 52 49 50 46 48 
Non-residential 1,272 1,238 1,289 1,167 1,322 
Overall consumption/customer 79 75 77 70 77 

Note: Reported gas sales by suppliers are well above levels reported by gas distributor for 2007–08, but well below 2006–07 levels, suggesting some 
overlap in measurement for both years. 
Source: Licensed gas supply utilities’ annual reports to ICRC.  

Figure 2.10 shows average gas consumption per connection in the ACT and for other selected 
states for 2006–07. It repeats material from the 2006–07 report. Comparative data for 2007–08 was 
not available at the time of publication and will be included in the 2008–09 report. 
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Figure 2.10 Average per connection consumption, gas, selected states and territories, 2006–07 
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Source: Energy Supply Association of Australia, Electricity Gas Australia, 2008 

2.8.2 Competition in the retail gas market 

The right of all gas customers to choose their preferred supplier was introduced on 1 January 2002.  

As of 30 June 2008, there were seven licensed gas suppliers in the ACT.  

Figure 2.11 shows fortnightly and cumulative customer switches over the two year period ending 
30 June 2008. The number of switches per fortnight peaked at just over 500 in July 2007, levels 
since that time having declined to around 100 per fortnight in the latter period of 2007–08. The 
decline is around the same as the decline in the number of electricity customer switches. All gas 
suppliers in the ACT are also electricity suppliers and gas is often offered as a ‘bundled’ product 
with electricity. Hence, the decline in retailer activity in the electricity market may also have had a 
spillover effect in the gas market. 
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Figure 2.11 ACT gas customers transferring to new retailers, July 2006 to June 2008 
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Source: Fortnightly reports to ICRC from Gas Market Co.  

2.9 Water and sewerage services 

ACTEW Corporation was the only entity licensed to supply water and sewerage services in the 
ACT in 2007–08. ACTEW Corporation owns and manages the entire water and sewerage system 
in the ACT, including water storage and harvesting, treatment, bulk supply, reticulation and 
supply, and sewage collection and treatment. It has a range of retail customer service functions 
such as reading meters, issuing accounts and handling customer complaints. 

2.9.1 Sources of water supply 

The ACT’s water is supplied principally by the Cotter catchment, which consists of three dams on 
the Cotter River in the ACT, supplemented by the Googong system on the Queanbeyan River to 
the east of Canberra. The Cotter catchment has an area of about 482 km2 and Googong has about 
873 km2. The three dams comprising the Cotter catchment system together provide about 86 GL of 
storage, while the Googong Dam provides approximately 121 GL of storage. 

Although it is the larger of the two systems, Googong typically supplies ACTEW Corporation with 
less than 10% of its water requirements and is generally used as a backup for the Cotter dams. For 
example, Googong was used extensively after the Cotter catchment was damaged by bushfires in 
January 2003. 

Water from these dams is treated and delivered by gravity-fed bulk supply mains to 45 service 
reservoirs located around Canberra. From the reservoirs, it is distributed to ACT consumers 
through ACTEW Corporation’s network of reticulated pipes. The reticulation system is divided 
into pressure zones, with each zone served from one or more of the local service reservoirs. 
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ACTEW Corporation also provides bulk water to the Queanbeyan City Council but does not 
provide reticulated services to Queanbeyan. Under its licence conditions, ACTEW Corporation is 
required to release water from the Cotter and Googong catchments for environmental purposes. 
The volume of water released as an environmental flow is in accordance with the Environmental 
Flow Guidelines11 approved by the minister responsible for water resources.  

Table 2.9 sets out the relative contributions of surface water and recycled water over the period 
from 2005–06 to 2007–08. It shows that the total supply of water to the ACT has declined by 9 GL 
over the past three years, from 56.5 GL in 2005-06 to 47.5 GL in 2007–08. Recycled water has 
shown an increase over that time the level in 2007–08 and represented around 8% of the total 
water supplied to the Territory. 

Table 2.9 Sources and levels of water supply, 2005–06 to 2007–08 (ML) 

Sources of water 2005–06 2006–07 2007–08 
Surface water  54,340 51,060 43,694 
Recycling 2,141 2,104 3,789 
Total supply 56,481 53,164 47,483 

Source: Water Services Association of Australia, National Performance Report 2007–08, urban water utilities, p. 8. 

2.9.2 Uses of water supplied 

Table 2.10 shows that ACTEW Corporation delivered 37,213 ML of water to over 141,000 ACT 
premises and properties and 3,437 ML to Queanbeyan (bulk water) in 2007–08. In addition, under 
the environmental flow requirements, ACTEW Corporation released 6,666 ML as environmental 
flows.  

Over 141,000ACT properties were supplied with water in 2007–08. This shows a steady increase 
since 2003-04 when the corresponding number was 133,000. Residential properties accounted for 
around 95% of all properties supplied by ACTEW Corporation but for only 64% of the water 
supplied to ACT properties. Average water consumption for residential premises fell from 239 kL 
in 2006–07 to 194 kL in 2007–08. For non-residential premises, the average level supplied fell 
from 2,215 kL to 1,995 kL over the corresponding period. 

                                                      
11 Accessible at www.legislation.act.gov.au/di/2006-13/default.asp 
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Table 2.10 Premises supplied and uses of water supplied, ACT, ACTEW Corporation, 2003–04 to 2007–08 

Category 2003–04 2004–05 2005–06 2006–07 2007–08 

Premises supplied  
Residential 127,000 129,000 132,011 133,474 134,107 
Non-residential 6,000 7,000 6,421 7,107 7,352 
Total premisesa 133,000 136,000 138,432 140,581 141,459 

Volume of water supplied (ML) 
Residential 31,492 30,989 34,436 31,938 26,058 
Non-residentiala 17,017 17,279 18,034 12,188 11,173 
Sub-total non-residential 17,017 17,279 18,034 12,188 11,173 
Total ACT urban water supplied 48,509 48,268 52,470 44,125 37,231 
Environmental flows  58,400 30,200 59,500 10,170 6,666 
Bulk water exports to Queanbeyan  4,051 4,007 4,353 4,110 3,437 
Total water supplies 110,960 82,475 116,323 58,406 47,334 

Average supply/premises (kL) 
Residential  248 240 261 239 194 
Non-residential 2,836 2,468 2,809 1,715 1,520 
All premises 365 355 379 314 263 

a. Figure for non-residential water includes commercial and industrial water and estimated non-metered water supplied to other uses, such as 
firefighting and mains flushing. 

Sources: ACTEW Corporation, annual reports to ICRC. 

Figure 2.12 shows a pattern of continuing declines in average residential water consumption in the 
ACT since 2002–03, while Figure 2.13 shows average levels of water supplied by selected utilities 
during 2006–07 and 2007–08. 

Figure 2.12 Average water consumption per residential property, ACT, 2002–03 to 2007–08 
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Source: Derived from ACTEW Corporation’s annual reports to ICRC. 
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 Figure 2.13 Average annual residential water supplied, selected utilities, 2006–07 and 2007–08 

281

240 235

199

153

268

194 194
182

128

0

50

100

150

200

250

300

Water Corporation 
(Perth)

ACTEW SA Water (Adelaide) Sydney Water 
(NSW)

Brisbane Water

W
at

er
 su

pp
lie

d (
kL

/p
ro

pe
rty

)
2006–07 2007–08

W
at

er
 su

pp
lie

d (
kL

/p
ro

pe
rty

)

 

Source: Water Services Association of Australia, National Performance Report 2007–08, urban water utilities. 

2.9.3 Sewerage services 

Sewage is collected by ACTEW Corporation through the sewerage network and treated at the 
Lower Molonglo Water Quality Control Centre.  

Key data on sewerage services are shown in Table 2.11. In 2007–08, ACTEW Corporation 
operated over 3,000 km of sewerage mains and channels, collected and treated a reduced level of 
25,707 ML of sewage with the average level of sewage collected per property falling to 187 kL. 
The lower level of treated sewage is largely the result of less water being used in toilet flushing. 

Table 2.11 Sewage collected, ACT, ACTEW Corporation, 2003–04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 
Number of properties 128,446 130,355 135,561 135,241 140,641 
Total sewage collected (kL) 27,959 27,293 31,976 26,957 25,707 
Sewage collected per property (kL) 218 209 214 199 187 
Length of mains (km) 2,921 2,985 2,991 2,993 3,014 

Source: ACTEW Corporation’s annual reports to ICRC. 



 

3 Utility compliance 

This chapter documents utility compliance during 2007–08 with a broad range of obligations 
imposed on licensed utilities by ACT regulatory instruments: the Utilities Act, utility licences, 
industry codes and, where applicable, ring fencing guidelines. 

The chapter has been prepared following consideration of reports required of utilities in relation to 
their compliance, consultation with other ACT regulators, and consideration of reports of non-
compliance provided by utilities under the terms of their licences.  

The chapter highlights compliance issues that arose during the reporting year and also provides a 
summary of compliance against obligations under the Utilities Act relating to network operations 
and the minimum service standards set out in Schedules to the Consumer Protection Code.  

Summaries of the complete utility compliance reporting returns are set out at Appendix 2.  

Having considered the reports submitted and the advice of other regulators, the Commission is of 
the view that utility licensees were generally compliant with the requirements of the Utilities Act, 
licence conditions and industry codes.  

After considering the submitted compliance reports and considering the reports of other regulators, 
the Commission has formed the view that utility licensees were typically compliant with the 
requirements of the Utilities Act, licence conditions and industry codes.  

3.1 Statutory compliance framework  

3.1.1 Utilities Act conditions 

Section 25 of the Utilities Act provides, among other things, that a utility licence is subject to the 
condition that the utility comply with any requirement of the Utilities Act or a related law, a 
requirement under any other law in force in the Territory that applies to the utility in relation to the 
provision of a utility service, relevant industry and technical codes, and a direction given to it by 
the Commission or the Technical Regulator. Section 25 also provides that the utility must give the 
Commission, in accordance with any written requirements by the ICRC, an annual report for each 
financial year in relation to its compliance with the conditions of the licence.  

3.1.2 Licence provisions 

There are specific provisions in all utility licences relating to compliance with applicable laws and 
reporting of breaches to the Commission:  

Clause 6.2 (referred to in Clause 7.2):  

Without limiting the generality of clause 6.1 [licensee to comply with all laws], …  the 
Licensee must comply with: (1) any requirement of the Act; (2) relevant Industry Codes 
including the performance standards (if any) prescribed under those codes; (3) relevant 
Technical Codes including the performance standards (if any) prescribed under those codes; 
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(4) any direction given to the Licensee by ICRC or the Chief Executive under the Act; and (5) 
any applicable ring fencing requirements. 

Clause 7.2:  

If the Licensee becomes aware of a material breach of this licence and any Law or such other 
code of practice, directions and guidelines applicable to the Licensee and to any of the other 
services to be rendered by the Licensee that it is required to comply with under clause 6.2, the 
Licensee must notify ICRC of the breach as soon as practicable. 

Clause 7.3:  

If the Licensee has not complied with any of its obligations under clause 6.2, the Licensee 
must identify those obligations and provide a brief statement to ICRC that explains the 
circumstances of, and reasons for the non-compliance, consequences of the non-compliance 
(including any penalties imposed) and outlines measures that the Licensee will put in place to 
rectify that non-compliance. 

3.2 Approach taken to compliance assessment 

The reports that the Commission required all utilities to complete as part of the annual reporting 
requirements (see above) sought: 

• specific information in relation to the requirement under clause 7.2 of utility licences for 
reporting of material breaches to the Commission; and 

• questions relating to compliance with key obligations contained in the Utilities Act, the utility 
licence and industry codes and, where applicable, ring fencing guidelines.  

3.3 Material breaches 

This matter is relevant to licence condition 7.2. Consistent with the approach taken in previous 
compliance reports12, the Commission has defined a material breach as anything that: 

• affects a licensee’s ability to provide utility services 

• adversely affects a significant number of consumers, financially and in terms of service 
provision 

• threatens public health or safety, or the environment. 

Licensees did not report any material breaches of their regulatory requirements for this reporting 
period. The Commission is not aware of any material breach by any licensee in 2007–08. Since the 
introduction of the Utilities Act in 2000, no material breaches have been notified. 

The only breach relevant to the compliance year 2007–08 that in any way approached materiality 
was the Energy One issue reported below. While the company’s suspension from the National 
Electricity Market had a critical impact on its ability to provide utility services, the company’s 
                                                      
12 Note that the Commission guidance note Utility reporting of material breaches and non-compliance issued in March 
2009 sets out the Commission’s position on what would constitute utility compliance under the terms of clauses 7.2 and 
7.3 and provides a fuller account of materiality. The material in the guidance note will be relevant to compliance 
reporting from the 2009–10 reporting year forward. 
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non-compliance with licence conditions affected no customers in 2007–08 and was no threat to 
public health or safety.  

3.4 Assessment of licensee compliance by other regulators 

As part of its assessment of licensee compliance, the Commission sought the advice of the Office 
of Fair Trading, the former Essential Services Consumer Council, ACT Health and the 
Environment Protection Authority.  

3.4.1 Environment Protection Authority 

The Environment Protection Authority advised the Commission that it had received three 
complaints about the operations of ACTEW Corporation. The complaints related to noise from an 
emergency generator, sediment migration from a nature-strip to the road surface and water 
traversing a road during reservoir scouring. The authority advised that all three incidents were 
reported to ACTEW Corporation, which had responded quickly, implemented appropriate 
mitigation measures and resolved to the authority’s satisfaction all issues of concern.  

The authority advised that routine reports about sewer blockages and subsequent clearing were not 
generally recorded unless there were significant environmental or health implications. No 
significant events of this nature were recorded. 

The authority, in conclusion, advised that it was satisfied that utilities holding environmental 
authorisations had complied with the conditions of their authorisations.  

3.4.2 Essential Services Consumer Council 

In 2007–08, the Essential Services Consumer Council observed no significant utility non-
compliance issues. 

In 2007–08, the council received 98 non-hardship complaints (2006–07: 91; 2005–06: 50), 
covering issues such as high electricity, gas and water bills, the application of various fees and 
charges, wrongful disconnection, damage to property during network operations, and the operation 
of retail contestability in the ACT electricity market. During the year, the council was not often 
required to use formal complaint hearing processes as almost all complaints were resolved by 
investigation and assisted resolution processes. 

In its 2007–08 annual report, the council stated: 

The Performance of Utilities in Responding to Non-Hardship Complaints 

Section 190 of the Utilities Act 2000 provides that the Council must give a utility written notice of 
each complaint accepted by the Council for investigation, and requires the utility to make its 
records about the matter complained of available to the Council. These requirements are 
complemented by Non-Hardship Complaint Performance Standards approved by the Council on 10 
November 2004. 

In most cases, the interaction between the Council and the utilities in relation to non-hardship 
complaints has been satisfactory, with the vast majority of complaints being resolved by e-mail and 
telephone communications between Council staff and the utilities, without any need to conduct 
formal hearing processes. 
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The Council again wishes to commend the prompt and constructive complaint handling process 
which EnergyAustralia (EA) manages in relation to the Council. Responses from EA are generally 
very timely, show good understanding of the customer's perspective, demonstrate a willingness to 
admit errors, and invariably include a constructive proposal for resolution of the complaint. 

The Council has concerns that the response of the ActewAGL electricity business (retail and 
distribution) to complaints from its customers, and to complaints referred by the Council, is too 
often less than good practice. In particular, the Council has raised concerns with the utility about its 
Call Centre's failure to record a customer interaction as a "complaint" where appropriate, and about 
delays in response times to complaints. Delays of this nature are compensable by a rebate of $20 
under item 3 of Schedule 1 to the Consumer Protection Code, however the rebate is payable only if 
the customer or consumer applies for the rebate. Few such applications are made to ActewAGL. 

While the council made these unfavourable comments about ActewAGL's complaint handling, it 
pointed out that it rarely involved a contravention of a code or standard customer contract. Rather 
the nature of the complaints suggested to the Council that ActewAGL could improve customer 
focus in its complaint handling. 

3.4.3 Office of Fair Trading 

The Office of Fair Trading advised that it had received one complaint about an electricity supply 
utility that had been referred to the Essential Services Consumer Council.  

3.4.4 ACT Health 

ACT Health advised that it had not received any complaints or reports about the operations of 
licensed utilities or their agents in relation to their performance and obligations under the Utilities 
Act 2000, licence conditions or codes of conduct.  

3.5 Compliance issues 

3.5.1 Follow-up on issues reported in previous reports 

Network Use of System agreements 

In its 2005–06 Compliance Report13, the Commission expressed concern about the number of 
licensed electricity suppliers that had not yet signed network use of system agreements with 
ActewAGL Distribution. The Commission requested ActewAGL Distribution to submit to it draft 
variations to the Electricity Network Use of System Code to establish a default agreement that 
would apply if agreement could not be reached in a timely manner between the distributor and 
electricity supplier.  

Variations to the code were brought forward as requested and public consultation, consistent with 
the requirements of the Utilities Act, took place during the 2006–07 reporting year. The 
Commission then approved a varied Electricity Network Use of System Code which provided for a 
default network use of system agreement that was effective from 1 October 2007.  

With a default network use of system agreement in place, the compliance issue is now resolved.  

                                                      
13 ICRC, Licensed electricity, gas and water and sewerage utilities: compliance report for 2005–06, Report 10 of 2007. 
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Energy One licence suspension 

A condition of the licences of all energy supply utilities is that the licensee must directly, or 
through an agent, hold and comply with the conditions of any NEMMCO registration required 
under National Electricity Market arrangements.  

A further condition is that the licensee must continue to satisfy the same technical and prudential 
criteria that it was required to meet as a condition of the grant of the licence. Such criteria include 
assessment of the applicant’s technical and financial capacity to comply with licence conditions 
and operate a viable business.  

As noted in the 2006–07 Compliance and Performance Report14, NEMMCO advised the 
Commission on 22 June 2007 that Energy One was suspended from the Market with effect from 
midnight on that day.  

The Commission came to the view that Energy One was not compliant with certain of its 
obligations under its licence and therefore in breach of its licence. In October 2007, the 
Commission suspended Energy One’s licence to supply electricity in the ACT until such time as 
Energy One was able to meet the Commission’s technical and prudential criteria for the grant of a 
licence.15  

ACTEW Corporation summary of consumer rights and responsibilities 

The Consumer Protection Code requires a summary of consumer and utility rights to be provided 
in a customer’s initial account unless provided previously. As noted in the 2006–07 Compliance 
and Performance Report16, a limited number of new ACTEW Corporation water customers who 
were not customers of ActewAGL for other utility services failed to receive the summary. The 
error was resolved by mailing a summary of consumer and utility rights booklet to all customers 
when an updated version was printed.  

ACTEW Corporation has advised that in 2007–08 a process was in place that ensured that all new 
customers received required documentation and that existing customers of ActewAGL utility 
services did not receive multiple copies of that documentation.  

This compliance issue is now resolved.  

3.5.2 New issues 

Energy One benchmark statement under the ACT Greenhouse Gas Abatement Scheme  

The ACT Greenhouse Gas Abatement Scheme is mandatory for all licensed electricity suppliers. 
During 2007–08, Energy One’s licence was suspended following its suspension from operating in 
the National Electricity Market in 2007.17 An entity whose licence is suspended is still required to 
meet all of its statutory and other regulatory obligations, including, in the case of electricity 
suppliers, to participate in the Greenhouse Gas Abatement Scheme.  

                                                      
14 ICRC, Licensed electricity, gas and water and sewerage utilities: compliance and performance report for 2006–07, 
Report 5 of 2009.  
15 Energy One subsequently surrendered its licence in December 2008.  
16 ICRC, Licensed electricity, gas and water and sewerage utilities: compliance and performance report for 2006–07, 
Report 5 of 2009.  
17 See discussion in section 3.5.1. 
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As noted in the Commission’s report on compliance and operation of the ACT Greenhouse Gas 
Abatement Scheme for the calendar year 200718, Energy One failed to meet all benchmark 
statement and surrender requirements. The Commission consulted with Energy One in relation to 
its outstanding compliance obligations. Benchmark statements were subsequently submitted in 
June 2008 but were unaudited.  

ActewAGL Distribution provision of notice for planned outages 

As is reported in section 3.7, which summarises licensees’ performance against the minimum 
service standards as set out in Schedule 1 to the Consumer Protection Code, there was significant 
reduction in 2007–08 in the extent to which ActewAGL Distribution provided two days’ notice of 
planned interruptions to electricity network services. The issue is outlined in Table 3.2. The utility 
failed to provide sufficient or any notice in 12% of cases in 2006–07; in 2007–08 the proportion 
was 40%.  

ActewAGL has identified issues that it considers relevant to this performance diminution, which 
include the very large number of outage notifications processed each year, and has also stated that 
to improve performance, it is instituting improved processes and improved staff training. The 
utility’s response is also outlined in Table 3.2.  

The Commission also notes that the number of complaints that ActewAGL has reported (details in 
Table 3.1) regarding network operations or tree lopping (31) remains broadly consistent with the 
number reported for 2006–07 (35).  

The Commission will consider ActewAGL’s performance for 2008–09 in assessing whether the 
performance diminution for 2007–08 represents an ongoing trend and whether further 
investigation of the situation is necessary.  

3.6 Part 7 of the Utilities Act—network operations 

Part 7 of the Utilities Act places obligations on network operators to take reasonable steps to 
minimise inconvenience to landowners and damage to property. The Act specifies minimum notice 
requirements and also requires network operators to restore property affected by the work of the 
utility. 

To gain an appreciation of issues that may be indicative of a utility’s compliance with these 
requirements, the Commission considers the number of complaints made against the utility about 
its performance of network operations. Table 3.1 summarises the network operation complaints 
received by each network licensee from 2002–03 to 2007–08. As in previous reporting periods, the 
network operator that received the most complaints during the year was ActewAGL Distribution 
(electricity), with a total of 228 complaints (215 in 2006–07). Complaints against ActewAGL 
Distribution (gas) totalled 9, an increase on the 2006–07 level of 5, while complaints against 
ACTEW Corporation in respect of water and sewerage totalled 139, compared with the 109 
complaints the previous year.  

                                                      
18 Further information on this matter can be found in ICRC Report 3 of 2008, ACT Greenhouse Gas Abatement Scheme 
Compliance and operation of the scheme for the 2007 compliance year, June 2008.  
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Details of total complaints relevant to Utilities Act requirements for all sectors are shown in Table 
3.1. These complaints are a subset of all complaints in relation to network operations that are set 
out in Chapter 5. 

 

Table 3.1 Network operations complaints, Utilities Act requirements, 2003–04 to 2007–08 

Nature of complaint / operator 

Complaints per 1,000 customers No. of 
complaints 

2007–08 2003–04 2004–05 2005–06 2006–07 2007–08 

Inconvenience, detriment or damage to landholder’s property (s. 108) 
ActewAGL Distribution (electricity) 0.72 0.86 0.74 0.79 0.87 138 
ActewAGL Distribution (gas) 0.06 0.19 0.12 0.04 0.01 1 
ACTEW Corporation       
Water 0.18 0.16 0.63 0.36 0.37 52 
Sewerage 0.05 0.04 0.2 0.15 0.36 49 

Provision of notice to landholders regarding network operations (s. 109) or tree lopping (s. 110) 
ActewAGL Distribution (electricity) 0.25 1.77 0.27 0.22 0.20 31 
ActewAGL Distribution (gas) 0.00 0.01 0.00 0.00 0.01 1 
ACTEW Corporation       
Water 0.04 0.19 0.03 0.05 0.02 3 
Sewerage 0.00 0.02 0.01 0.00 0.01 1 

Removal of machinery, property and waste from land (s. 112) and restoration of land (s. 113) following network 
operations 
ActewAGL Distribution (electricity) 0.15 0.15 0.31 0.36 0.37 59 
ActewAGL Distribution (gas) 0.02 0.01 0.04 0.01 0.07 7 
ACTEW Corporation       
Water 0.24 0.33 0.45 0.17 0.14 20 
Sewerage 0.03 0.05 0.12 0.08 0.10 14 

Totals 
ActewAGL Distribution (electricity) 1.11 2.79 1.33 1.38 1.44 228 
ActewAGL Distribution (gas) 0.08 0.21 0.16 0.05 0.10 9 
ACTEW Corporation       
Water 0.47 0.68 1.12 0.58 0.53 75 
Sewerage 0.08 0.11 0.34 0.23 0.47 64 

Source: ActewAGL Distribution and ACTEW Corporation’s annual reports to ICRC. 

3.7 Consumer Protection Code—minimum service standards 

The Consumer Protection Code specifies a number of minimum service standards. Most apply 
only to network operators, but some also apply to suppliers. In some instances, failure to meet a 
standard may attract a rebate. 

Table 3.2 summarises licensees’ performance, with additional comments, against the specified 
minimum service standards set out in Schedule 1 to the Consumer Protection Code. To the extent 
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that licensees were able to report, most met performance standards to a high level. Comments by 
the Commission are also provided. 

Table 3.2 Compliance with performance standards, all licensees, summary details, 2007–08 

Performance 
standard 

Licensees’ compliance performance Commission comments 

Customer 
connection times 
(standard 1) 

Proportion of services provided in accordance with prescribed 
connection times (i.e. on the same day as the request is made if before 
2.00 pm, or by the end of the next business day if request is made after 
2.00 pm, or as otherwise agreed) (2006–07 in parentheses): 

ActewAGL Distribution (electricity): 100% (100%) 
ActewAGL Distribution (gas): 99.8% (100%) 
ACTEW Corporation (water): 100% (100%) 

Very high to full compliance. 

Responding to 
complaints 
(standard 3) 

Proportion of complaints acknowledged within 10 business days (2006–
07 in parentheses): 

ActewAGL Distribution (electricity): 99% (99%)  
ActewAGL Distribution (gas): 92% (100%) 
ACTEW Corporation 95% (94%) (watera) and 100% (100%) 
(sewerage)  
ActewAGL Retail (electricity): 82% (80%) 
ActewAGL Retail (gas): 88% (91%) 
Aurora (electricity): no complaints (no complaints) 
Country Energy (electricity): 100%  
Country Energy (gas): no complaints 
EnergyAustralia (electricity and gas) advised that it does not capture 
this information but that the vast majority of complaints (11 in total) 
were resolved at the first point of contact at the contact centre. 
Energy One (electricity): no complaints (no complaints) 
Integral (electricity): no complaints (no complaints) 
Jackgreen (electricity and gas): no complaints (no complaints) 
Origin (electricity): no complaints (no complaints) 
Powerdirect (electricity): 100% (100%) 
Sun Retail (electricity and gas): no complaints (no complaints) 
TRUenergy (gas): 100% (no complaints) 
TRUenergy (electricity): 89% (no complaints) 
TRUenergy Yallourn (electricity): no complaints (no complaints) 

Very high to full compliance for 
all network operators; high to 
full compliance for most 
electricity and gas suppliers. 
One supplier did not supply 
information.  

 Proportion of complaints respondedb to within 20 business days (2006–
07 in parentheses): 

ActewAGL Distribution (electricity): 94% (94%) 
ActewAGL Distribution (gas): 100% (75%) 
ACTEW Corporation 94% (water) and 99% (sewerage)—2006–07, 
95% (water) and 100% (sewerage) 
ActewAGL Retail (electricity): 68% (71%) 
ActewAGL Retail (gas): 83% (91%) 
Country Energy (electricity): 100% (100%) 
EnergyAustralia (electricity and gas) advised that they could not report 
against this standard. 
Powerdirect (electricity): 100% (100%) 
TRUenergy (electricity and gas): 100% (100%) 

High to full compliance for 
network operators. Full 
compliance for several electricity 
suppliers with moderate 
compliance for two suppliers. 
One supplier did not provide 
information.  
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Performance 
standard 

Licensees’ compliance performance Commission comments 

Response time to 
notification of 
problem or concern 
(standard 4) 
(applies only to gas 
and electricity 
distributors, and 
water and 
sewerage utilities) 
 

a) Notification about a problem or concern that may affect public health, 
or is causing, or has the potential to cause, substantial damage or harm 
to people or property 
Proportion and number of notifications where the licensee failed to 
respond within 6 hours (2006–07 in parentheses): 

ActewAGL Distribution (electricity): 7% and 7 (3% and 3.) 
ActewAGL Distribution (gas): 0% and 0 (0% and 0). 
ACTEW Corporation 0.0% (water) and 0.0% (sewerage); (0% for 
water and sewerage). 

Full compliance for ActewAGL 
Distribution (gas and electricity), 
and ACTEW Corporation for 
water and sewerage. 
. 

 b) Notification about other problems or concerns 
Number and proprotion of other notificationsc where the licensee failed to 
respond within 48 hours (2006–07 in parentheses): 

ActewAGL Distribution (electricity): 10 and 0.15% (9 and 0.17%) 
ActewAGL Distribution (gas): 113 and 6% (6%, no number supplied). 
ACTEW Corporation (water): 859 and 24% (840 and 19%) 
ACTEW Corporation (sewerage): 15 and 0.29% (15 and 0.3%). 

High compliance for ActewAGL 
Distribution (electricity) and 
ActewAGL Distribution (gas) and 
ACTEW Corporation for 
sewerage notifications.  
Medium to low compliance for 
ACTEW Corporation for 
non-urgent water notifications. 

 c) Number and proportion of other notificationsc where the licensee failed 
to respond within the timeframe specified in their response (2006–07 in 
parentheses): 

ActewAGL Distribution (electricity): N/A (N/A ) 
ActewAGL Distribution (gas): N/A  (102 and 6.32% 
ACTEW Corporation (water): 116 and 3.2% (77 and 1.7%) 
ACTEW Corporation (sewerage): 63 and 1.2% (61 and 1%) 

ActewAGL notes that there are 
no timeframes specified for 
reactive work. Moderate to high 
compliance in other instances. 
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Performance 
standard 

Licensees’ compliance performance Commission comments 

Planned 
interruptions to 
utility services 
(standard 5) 
(applies only to gas 
and electricity 
distributors and 
water and 
sewerage utilities) 

(1) Provision of two days notice 
Number (and percentage) of instances where the customer received 
insufficient or no notice (2006–07 in parentheses): 
ActewAGL Distribution (electricity): 589 and 40% (145 and 12%) 
ACTEW Corporation (water): 0% (0%) 
There were no planned interruptions for ActewAGL Distribution’s gas 
network (planned meter replacements excepted) or ACTEW 
Corporation’s sewerage network. 
(2) Restoration of supply 
There were 7 (3) instances in which ActewAGL Distribution (electricity) 
did not restore electricity within 12 hours.  
For the water distributor, there was no instance (0) in which supply was 
not restored within 12 hours of the initial disruption. 

Full compliance for ACTEW 
Corporation (water); not an issue 
for ActewAGL distribution (gas) 
and ACTEW Corporation 
(sewerage) in 2007–08; low 
compliance for ActewAGL 
Distribution (electricity).  
ActewAGL Distribution advised 
that the reasons for failure to 
notify customers fall broadly into 
two categories. One category is 
accuracy and timeliness of 
updates of the Canberra by 
suburb maps, which are updated 
by the ACT Government. The 
update usually occurs about six 
months after a change has been 
made, which can result in errors. 
The second category involves 
errors and omissions in 
ActewAGL business processes. 
ActewAGL Distribution noted that 
it sends out around 140,000 
letters a year as customer 
notifications.  
ActewAGL advised that it is 
currently reviewing and improving 
business processes which 
involve customer notifications. 
Also, the personnel involved in 
customer notification processes 
receive additional training.  

Unplanned 
interruptions to 
utility services 
(standard 6) 
(applies only to gas 
and electricity 
distributors, and 
water and 
sewerage utilities) 

Instances (and percentages) in which supply was not restored within 
12 hours (2006–07 in parentheses): 
ActewAGL Distribution (electricity): 4 and 0.6% (13 and 1.6%) 
ActewAGL Distribution (gas): 0% (0%) 
ACTEW Corporation (water):  0% (0% 
ACTEW Corporation (sewerage): 1 and 0.05% (3 and 0.2%) 

High to full compliance. 

a Excludes complaints about water quality. 
b A response is taken to mean the resolution of a problem or confirmation of the cause of the issue, if known, advice about what corrective action is 

being taken to rectify the issue and an indication of the likely time by which the issue will be resolved. 
c ‘Other notifications’ refers to notification of problems that are not likely to affect public health, or cause or potentially cause substantial damage or 

harm to a person or property. 
Source: Licensed utilities’ 2006–07 and 2007–08 annual reports to ICRC. 

3.8 Rebates payable for failure to meet minimum service 
standards 

Table 3.3 summarises the payment of rebates payable for failure to meet minimum services 
standards in 2007–08. The amount of rebates paid in 2007–08 ($4,960) was well down on the 
$8,600 paid the previous year. The Commission notes that the number of rebates is less than the 
number of complaints made. As in previous years, most rebate payments were made without the 
customer submitting a claim.  
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Table 3.3 Payment of performance rebates, selected utilities, 2007–08 

Utility 

No. of 
claims 
made 

No. of 
rebates 

paid  
Value of 

rebates ($) Nature of incident 
ACTEW Corporation (water)  0 2 40 Late reply to complaints 
ACTEW Corporation (sewerage) 0 0 0  
ActewAGL Distribution (electricity) 

1 59 4,700 

Most of them were due to inadequate 
notice of outage, outage ran overtime (10) 
and connection took too long (1) 

ActewAGL Distribution (gas) 0 0 0  
ActewAGL Retail (electricity) 3 11 220 Late reply to complaints 
ActewAGL Retail (gas) 0 0 0  
Total 4 72 4,960  

Source: Licensed utilities’ annual reports to ICRC. 

3.9 Ring fencing guidelines and compliance 

The Commission’s ring fencing guidelines19 are binding on ActewAGL Distribution under its 
utility licence obligations. The guidelines also reflect policies and obligations on distribution 
networks under national regulatory instruments.  

The guidelines place a number of obligations on the electricity and gas distributors for the legal, 
operational, physical and accounting separation of the monopoly distribution businesses from 
contestable retail activities. ActewAGL Distribution (electricity) and ActewAGL Distribution 
(gas) reported compliance with their ring fencing obligations and a high level of understanding 
among staff about those obligations. 

ActewAGL Distribution advised the Commission of the specific measures carried out to ensure 
ring fencing compliance during 2007–08. These included: 

• the implementation of appropriate procedures and policies 

• staff training 

• maintenance of a ring fencing issues register 

• regular reporting of breaches, including of ring fencing obligations 

• legal advice on potential ring fencing issues. 

 

                                                      
19 ICRC, Ring fencing guidelines for gas and electricity network service operators in the ACT, November 2002. 





 

4 Financial performance 

Financial performance information is provided for licensed energy retailers (for example, total 
revenue, customer characteristics, consumption, and average consumption, billing and costs), the 
ACT’s sole electricity distributor (for example, revenue, operating costs and earnings), and the 
ACT’s supplier of water and wastewater services (for example, revenue, consumption, operating 
costs and earnings).  

4.1 Electricity distribution 

ActewAGL Distribution is the regulated distributor of electricity to all customers in the ACT.  

Table 4.1 shows levels of capital expenditure on system assets from 2003–04 to 2007–08, as well 
as the variations from capital expenditure determined by the Commission. In 2007–08 ActewAGL 
Distribution reported capital expenditure of $40.0 million—well up on the $33.1 million the 
previous year and also well above the level of $23.1 million for that year determined by the 
Commission.  

Table 4.1 Capital expenditure, electricity distribution, ActewAGL Distribution, 2003–04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 
Capital expenditure on system assets 
($ million, nominal) 22.7 21.0 28.6 33.1 40.0 
ICRC determined allowable capital 
expenditure ($ million, nominal) Not available 22.6 22.7 26.1 23.1 
Variation from determination ($ million) Not available -1.6 5.9 7.0 16.9 

Variation from determination (%) Not available -7.1 25.8 26.9 73.1 

Sources: ActewAGL Distribution, annual reports to ICRC; ICRC, Final decision: Investigation into prices for electricity distribution services in the ACT, 
March 2004. 
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Table 4.2 summarises ActewAGL Distribution’s revenue and operating costs from 2003–04 to 
2007–08. While total revenue in 2007–08 rose to just under $132 million, total operating costs fell 
to $39 million, resulting in an increase in earnings before interest and tax to $70.5 million. The 
level of earnings before interest and tax reflects the capital intensive nature of this business and the 
need to generate a reasonable return on the investment in the infrastructure owned and operated by 
the distributor. 

Table 4.2 Revenue, costs and earnings, electricity distribution, ActewAGL Distribution, 2003–04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 

Revenue ($ million, nominal) 
Network charges  104.9 103.6 109.6 114.4 124.3 
Customer contributions  3.9 5.6 3.4 4.1 5.4 
Other revenue  1.8 1.9 1.9 2.1 2.2 
Total revenue  110.6 111.1 114.9 120.6 131.9 

Operating costs ($ million, nominal) 
Network operating costs  12.5 11.9 13.8 14.6 18.7 
Network maintenance costs  9.1 9.5 11.2 12.0 13.6 
Other costsa 17.7 19.6 20.2 17.9 6.7 
Total operating costs  39.3 41.0 45.2 44.5 39.0 

Earnings and depreciation ($ million, nominal) 
Earnings before interest, tax, 
depreciation and amortisation  71.4 70.1 69.7 76.1 92.9 
Depreciation  22.1 22.1 21.6 22.0 22.4 
Earnings before interest and tax (EBIT) 49.2 48 48.1 54.1 70.5 
Average regulatory asset baseb 516.5 514.8 523.4 535.3 549.7 
Pre-tax nominal return on assetsc (%)  9.5 9.3 9.2 10.1 12.8 

a. Other costs include costs such as operating the emergency call centre; system control; the apprentice training program; regulatory overheads; 
financial and executive management; and general network operations.  

b Average regulatory asset base determined by the Commission as part of the 2004 price review determination.  
c Return on assets = EBIT ÷ average regulatory asset base × 100. 
Source: ActewAGL Distribution’s annual reports to ICRC.  

Table 4.3 summarises financial performance indicators for network charges from 2003–04 to 
2007–08. Total energy delivered in 2007–08 amounted to 2,831 GWh; 1,681 GWh, or nearly 60% 
of the total was attributable to non-residential customers. Revenue from total network charges has 
risen steadily over recent years, from $104.9 million in 2003–04 to $124.3 million in 2007–08.  

Figure 4.1 also shows network revenue levels for both the residential and non-residential sectors 
over the same period. While revenue from the residential sector was fairly flat at around 
$43 million over the four years to 2006–07, it rose by nearly 10% to over $47 million in 2007–08. 
Over the same period, non-residential revenue continued to rise, from just under $62 million in 
2003–04 to over $77 million in 2007–08. 
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Table 4.3 Network charges, electricity distribution, ActewAGL Distribution, 2003–04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 

Residential 
Residential ($ million, nominal) 43.1 37.2 43.1 43.4 47.6 
Energy delivered (GWh) 1,101 1,119 1,180 1,148 1,150 
Average charge (c/kWh) 3.91 3.32 3.65 3.78 4.14 

Non-residential 
Non-residential ($ million, nominal) 61.8 66.4 66.5 70.9 76.7 
Energy delivered (GWh) 1,518 1,510 1,593 1,651 1,681 
Average charge (c/kWh) 4.07 4.40 4.18 4.30 4.56 
Network charges—total ($ million, 
nominal) 104.9 103.6 109.6 114.4 124.3 
Energy delivered—total (GWh) 2,619 2,629 2,773 2,799 2831 
Average network charge (c/kWh) 4.01 3.94 3.95 4.09 4.39 

Note: The average charges provide a high-level basis for comparison only and do not represent actual tariff structures. 
Source: ActewAGL Distribution’s annual reports to ICRC. 

Figure 4.1 Network revenue, residential and non-residential, electricity distribution, ActewAGL Distribution, 
2003–04 to 2007–08 
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Source: ActewAGL Distribution’s annual reports to ICRC. 

In 2007–08, the annual compliance and performance reporting process was also used to collect 
data on the regulatory accounts for ActewAGL Distribution’s electricity business. This 
information is provided in Table 4.4. 
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Table 4.4 Regulatory accounts, electricity distribution, ActewAGL Distribution, 2007–08 

Item Value Notes 

Revenue (nominal $’000)a 
Network charges Residential 47,618 Regulated 

Non-residential low-voltage 65,169 Regulated 
Non-residential high-voltage 11,513 Regulated 
Non-residential sub-transmission 0  
Total network charges 124,300 Regulated 

Public lightingb  . 
Customer contributions 5,407 Regulated 
Other distribution services 0  
Profit from sale of assets Gross sale proceeds 69 Regulated 

Book value of assets sold 0  
Other revenue (excludes community service obligations) 2,127 Regulated 

Capital expenditure and additions to fixed assets (nominal $’000) 
System assets Sub-transmission lines 1,283 Financial accounting value—

includes zone substation assets 
(additions less write-offs) 

 Distribution lines 24,934 Financial accounting value 
(additions less write-offs) 

 Low-voltage supplyc   
 Sub-stations 9,908 Financial accounting value for 

distribution substations (additions 
less write-offs) 

 Distribution transformersd   
 Meters 3,590 Financial accounting value 

(additions less write-offs). Note: 
meters are deemed ‘excluded 
services’ and do not form part of the 
regulated asset base. 

 Communications   
 Land and easements   
 Buildings   
 Other system assets 313 Financial accounting value 

(additions less write-offs) 
 Total system assets 40,028 Financial accounting value 

(additions less write-offs) 
Public lighting  0 Financial accounting value 

(additions less write-offs) 
Non-system assets  4 Financial accounting value (additions 

less write-offs)e 

Capital expenditure on system assets by purpose (nominal $000) 
Asset replacement  18,348 Financial accounting value (capex) 
Demand related  19,065 Financial accounting value (capex) 
Reliability and quality improvements 2,264 Financial accounting value for 

augmentation (capex)f 

Environmental, safety and legal obligations 
   

Full retail contestability    
Other  3,964 Financial accounting value (capex) 

32 — Licensed utilities compliance and performance report 2007–08 ICRC 



 

Item Value Notes 

Depreciation (nominal $’000) 
Current year depreciation charge 22,424 Financial accounting value (not 

regulatory) 
Depreciation methodology used  Straight line  

Weighted average remaining lives (years) 
System assets  Not 

applicableg 
 

Non-system assets  Not applicable  

Operating costs (nominal $’000) 
Network operating costs  18,658 Regulated 
Network maintenance costs Inspection 3,047 Regulated 
 Maintenance and repair 4,681 Regulated 
 Vegetation management 2,491 Regulated 
 Emergency response 3,397 Regulated 
 Other network maintenance 0  
 Total network maintenance 13,617 Regulated 
Other costs Meter reading 892 Regulated 
 Customer service 0  
 Advertising and marketing 1,454 Regulated 
 Full retail contestability 0  
 Other operating costs 4,376 Regulated 
 Total other costs   
Public lighting  0  
Total corporate overheads 
included in cost categories 
above 

 16,731h Regulated 

Related party transactions (nominal $’000) 
Total value of related party 
transactions 

 3,169  

a Includes estimated unread meter sales. 
b Public lighting charges are included in network charges. 
c Included in ‘Distribution lines’ category. 
d Included in ‘Substations’ category. 
e Does not include electricity networks share of corporate assets. 
f Augmentation works are for various reasons and are influenced by demand considerations. 
g Lives by assets classes were determined and shown in the ActewAGL asset valuation which the Commission declined to recognise. The Commission 
opted to use an overall average life expectancy of 24 years in its last pricing determination. 
h Total charges from corporate for business support services and associated overheads. 

Source: ActewAGL Distribution’s 2007–08 annual report to ICRC 
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4.2 Electricity supply 

Table 4.5 provides information about revenue, customer numbers, supply and electricity prices for 
the period from 2004–05 to 2007–08. Some of the key features that emerge from this table are: 

• Total revenue rose by 22.3% in 2007–08 to reach $396.6 million, with the non-residential 
sector contributing nearly $247 million, or just over 62% of the total. 

• Total customer numbers rose by 1.3% during 2007–08 to 151,354, with residential customers 
contributing 137,582, or 91% of the total. 

• The average cost of power for non-residential customers rose by 26.3% in 2007–08 and was 
the main contributing factor to the sharp increase in overall revenue for suppliers. 

Table 4.5 Revenue, customers, consumption and charges, electricity supply, ACT, 2004–05 to 2007–08 

 2004–05 2005–06 2006–07 2007–08 Change (%)a 

Revenue ($ million, nominal) 
Residential  116.3 128.0 131.6 149.6 13.6 
Non-residential  148.6 161.5 192.7 247.0 28.2 

Total revenue  264.9 289.5 324.3 396.6  22.3 

Customers (numbers) 
Residential  130,548 134,979 137,016 137,582 0.4 
Non-residential  13,046 11,618 12,421 13,772 10.9 

Total customer numbers  143,594 146,597 149,437 151,354 1.3 

Consumption (GWh) 
Residential  1,134 1,162 1,156 1,142 –0.5 
Non-residential  1,583 1,659 1,668 1,676 1.5 

Total consumption 2,717 2,821 2,824 2,818 0.7 

Average consumption/customer (MWh) 
Residential  8.7 8.6 8.4 8.3 –0.9 
Non-residential  121.3 142.8 132.9 121.7 –8.4 

Average consumption all customers  18.9 19.2 19.0 18.6  –0.6 

Average total charge ($) 
Residential  891 948 961 1,087  13.2 
Non-residential  11,390 13,901 15,512 17,934  15.6 

Average total charge all customers  1,845 1,975 2,181 2,620  20.7 

Average cost ($/MWh) 
Residential  102.6 110.2 113.9 131.0  14.2 
Non-residential  93.9 97.3 115.5 147.4 26.3 

Average cost all customers 97.5 102.6 115.9 140.7  21.5 

a Change between 2006–07 and 2007–08. 
Note: Customer numbers for 2006–07 differ from those in the Commission’s 2006–07 report and reflect updated figures supplied by utilities.  
Source: Licensed electricity utilities’ annual reports to ICRC. 
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4.3 Gas supply 

Table 4.6 provides details on revenue, customer numbers, consumption levels and prices for gas 
for residential and non-residential customers from 2004–05 to 2007–08. Total revenue for gas 
retailers supplying to ACT customers rose by 13.7% in 2007–08, to $102.5 million, largely due to 
the $9.3 million increase in revenue of from residential customers, and to a lesser extent by the 
$3.0 million rise in revenue from non-residential customers. 

Table 4.6 Revenue, customer numbers, consumption and prices, gas supply, ACT, 2004–05 to 2007–08 

 2004–05 2005–06 2006–07 2007–08 Change (%)a 

Revenue ($ million, nominal) 
Residential  63.5 65.3 67.4 76.7 13.8 
Non-residential  22.8 20.9 22.8 25.8 13.3 

Total revenue 86.3 86.2 90.2 102.5 13.7 

Customer numbers 
Residential  84,864 87,010 91,177 92,107 1.0 
Non-residential  1,888 1,956 1,977 2,106 6.5 

Total customer numbers 86,752 88,966 93,154 94,213 1.1 

Consumption (TJ) 
Residential  4,187 4,335 4,196 4,432 5.6 
Non-residential  2,338  2,522 2,307 2,784 20.7 

Total consumption 6,525 6,857 6,503 7,216 11.0 

Average consumption per customer (GJ) 
Residential  49.3 49.8 46.0 48.1 4.6 
Non-residential  1,238.3 1,289.4 1,166.9 1,321.8 13.3 

Average consumption all 
customers 75.2 77.1 69.8 76.6 9.7 

Average total charge per customer ($) 
Residential  748 750 739 832.6 12.7 
Non-residential  12,076 10,685 11,526 12,257 6.3 

Average total charge all 
customers 994.8 968.9 967.9 1,087.9 12.4 

Average cost per customer ($/GJ) 
Residential  15.2 15.1 16.1 17.3 7.8 
Non-residential  9.8 8.3 9.9 9.3 -6.1 

Average cost all customers 13.2 12.6 13.9 14.2 2.5 

a Change from 2006–07 to 2007–08. 
Source: Licensed gas utilities’ annual reports to ICRC. 

ICRC Licensed utilities compliance and performance report 2007–08 — 35 



 

4.4 Water and wastewater services 

Water and wastewater services in the ACT are provided by ACTEW Corporation (ACTEW) and 
managed by the ActewAGL joint venture. 

Table 4.7 provides information on ACTEW’s revenue, expenses, and pre-tax rate of return on 
assets in respect of its water and wastewater services over the period from 2003–04 to 2007–08. It 
is not readily possible to compare the corporation’s rate of return on assets, as calculated using its 
public accounts, with the figure used by the Commission in its price determination.  

This is, in part, because the Commission uses an economic valuation of the water and sewerage 
assets, whereas ACTEW bases the rate of return it reports in its annual financial statements on its 
accounting values. Also, the Commission determines a weighted average cost of capital based on 
financial market conditions and under the form of incentive regulation used in Australia, regulated 
businesses are encouraged to seek to improve their efficiency over time to try to do better than the 
regulated rate of return that is set. In addition, the accounting values used to calculate ACTEW’s 
profits often take into account some of the corporation’s unregulated business ventures. As a 
result, a number of different rates of return for ACTEW have been quoted in the media, but not all 
are comparable to the Commission’s approved rate of return for the corporation for the purposes of 
price determination.  

For purposes of regulating the monopoly services provided by ACTEW, the Commission uses its 
determined regulatory asset base valuation, shown as the ‘average asset base’ in Table 4.7. 

Table 4.7 Regulated revenue and expenses, water and wastewater, ACTEW Corporation, 2003–04 
to 2007–08 

 

$million (nominal) 

2003–04 2004–05 2005–06 2006–07 2007–08 
Water revenue 54.8 55.9 67.9 66.6 75.1 
Wastewater revenue 64.2 68.7 73.1 75.6 80.8 
Commonwealth subvention paymentsa 8.9 9.1 9.3 9.4 9.6 
Recovery of ACT Government chargesb 7.7 9.6 13.1 25.4 29.5 
Other regulated revenue n.a. 1.1 1.1 1.5 1.5 
Total revenue 135.6 144.4 164.5 178.5 196.5 
Payment of ACT Government charges 7.7 9.6 13.1 27.9 27.7 
Administration 5.1 4.4 4.2 5.2 7.0 
Depreciation 20 20.9 21.9 22.5 29.5 
Project related expenses 61.3 62.1 67.9 72.6 77.2 
Other expenses 2.1 2.5 3 3.4 2.7 
Total expenses 96.2 99.5 110.1 131.6 144.1 
Profit before tax 39.4 44.9 54.4 46.9 52.4 
Average asset base 853.5 887.9 912.7 1066.0 1,237.1 
Pre-tax rate of return on regulated asset 
values (%) 

4.6 5.1 6.0 4.4 4.2 

a. The Commonwealth Government provides financial assistance to ACTEW Corporation to offset increased costs. 
b. This is a recovery of the water abstraction charge and the Utilities Network Facilities Tax (UNFT) levied by the ACT Government. The UNFT was 

introduced during 2006–07, but recovery did not begin until 2007–08. As a result, the offset item (Payment of ACT Government charges) was 
higher in 2006–07 than the recovery of those charges with the corresponding tax charge amount being recovered from customers in 2007–08. 

Source: ACTEW Corporation’s annual reports to ICRC. 
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In 2007–08, profit before tax rose by nearly 12%, to $52.4 million, over the preceding year, the 
result of a marked increase of $18 million in revenue compared with a more moderate rise of $12.5 
million in expenses. Revenue rose mainly due to higher regulated water and wastewater prices. It 
reflects a catch up on lower revenue in 2006–07 which was part of the process that the 
Commission uses to adjust for unforeseen reductions in water available as a result of the drought 
(and reflected in water restrictions).  

The water tariffs applied by ACTEW have also been increased to allow recovery of primarily fixed 
costs which have continued to be incurred despite reduced water consumption in severe drought 
conditions. There have also been significant increases in costs associated with the repair work 
undertaken in catchment areas following the 2003 bushfires.  

4.4.1 Water supply 

Table 4.8 shows the components of ACTEW’s water supply revenues and average charges from 
2003–04 to 2007–08. The charges are broken down into the three categories of volumetric, supply 
and miscellaneous. ACTEW Corporation’s total water supply revenue rose slightly to $67.9 
million. The main contributor to the increase was the average volumetric charge, which rose from 
$1.24/kL in 2006–07 to $1.56/kL in 2007–08. 

Table 4.8 Revenue and capital expenditure, water services, ACTEW Corporation, 2003–04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 
Number of properties 131,991 133,431 135,462 137,853 140,043 
Volume of water (kL) 43,526,595 43,466,958 47,790,980 45,536,396 36,136,735 

Revenue ($ million, nominal) 
Volumetric charge  33.6 42.1 53.3 56.6 56.4 
Supply charge 16.5 9.6 9.8 10.4 10.7 
Miscellaneous services 0.3 0.8 0.7 0.7 0.8 

Total revenue  50.4 52.5 63.8 67.7 67.9 

Average charges      
Volumetric charge ($/kL) 0.77 0.97 1.12 1.24 1.56 
Supply charge ($/property) 125.01 71.95a 72.35a 75.00a 75.00a 
Overall total charge 
($/property) 381.84 393.46 470.98 490.89 484.76 

a This is less than $75 (the supply charge set in the Commission’s determination (ICRC, Final report and price direction: investigation into prices for 
water and sewerage services in the ACT, Report 8 of 2004) because pensioners obtain a discount. 

Source: Figures are taken from ACTEW Corporation’s 2004–05, 2005–06 and 2006–07 water and wastewater tariff proposals to the Commission and, 
as such, are not the same as the figures in Table 2.10 and elsewhere that are based on ACTEW Corporation reports on performance.  

4.4.2 Sewerage services 

Sewerage services consist of two fixed charges: one for residential properties (the supply charge), 
and one for non-residential properties (the fixtures charge). Table 4.9 shows that in 2007–08 
ACTEW’s sewerage services revenue increased by 9% to $105.5 million. Revenues have increased 
each year since 2002–03, reflecting growth in the customer base and an increase in the supply and 
fixture charges. The number of billable fixtures rose by 6.3% in 2007–08. 
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Table 4.9 Property numbers, revenue, sewerage services, ACTEW Corporation, 2003–04 to 2006–07 

 2003–04 2004–05 2005–06 2006–07 2007–08 
Number of properties 131,870 129,489 132,706 134,118 136,383 
Number of billable fixtures 46,431 46,978 50,396 55,430 58,942 

Revenue ($ million, nominal) 
Supply charge 46.7 50.5 53.0 53.2 57.6 
Fixtures charge  17.0 17.2 19.2 21.6 23.9 
Miscellaneous services  0.3 0.3 0.2 0.3 0.2 

Total revenue  64.0 68.0 72.4 75.1 81.7 

Average charges 
Supply charge ($/property) 354 390 399 558 597 
Fixtures charge ($/fixture) 366 366 381 390 405 

Source: ACTEW Corporation’s annual reports and information provided by ACTEW to ICRC for its annual pricing proposal. 



 

5 Customer service performance 

Customer service is primarily concerned with customer complaints, network service quality and 
call centre performance.  

This chapter presents information on licensees’ customer service performance and compares it to 
previous periods. The collection of customer service data supports establishment of a base of 
information on the operation of the market, and subjects the performance of utilities to regulatory, 
customer and public scrutiny. 

The performance measures considered in this chapter cover: 

• customer complaints 

• reliability  

• the efficiency of call centre services.  

5.1 Customer complaints and call centre performance 

5.1.1 All utilities 

The ACT’s Consumer Protection Code establishes a range of minimum service standards which 
apply to suppliers of utility services in the ACT. Customer service indicators cover timely 
provision of service, call centre performance, and complaints. A complaint is defined as any 
expression of dissatisfaction with an action, a proposed action, or failure to act, or about a product 
or service offered or provided by the licensee, where a response by the service provider is 
explicitly or implicitly expected. Complaints do not include general enquiries or requests for 
advice.20 

Material relating to compliance with the Consumer Protection Code’s minimum service standard 3 
(acknowledging and responding to complaints within the timeframes set out in the minimum 
service standard) appears in Chapter 3 of this report.  

Table 5.1 compares numbers of complaints across all licensed utilities in 2006–07 and 2007–08, 
and categorises the most common complaints made in 2007–08 in the ACT. In the electricity 
distribution sector, complaints about customer service were the most common (33%). In the gas 
distribution sector, complaints about connection issues were the most common (also 33%). For gas 
suppliers, complaints about marketing were the most common (50%). For electricity suppliers, 
complaints relating to disconnections and service requests not being met were the most common. 

                                                      
20 From 1 July 2005, service standard 3 (on responding to complaints) was extended to include verbal as well as written 
complaints not previously captured. This resulted in the recording of a larger number of complaints than previously. The 
figures and trends in this report must be viewed against the background of the 2005 change. 
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Table 5.1 Complaints, ACT utility groups, 2006–07 and 2007–08 

Licensee 

Complaints per 1,000 customers Most common complaints in 2007–08 

2006–07 2007–08 Nature 
Proportion of 

total (%) 
ActewAGL Distribution (electricity) 5.23 4.8 Customer service 33 
ActewAGL Distribution (gas) 0.17 0.1 Connections 33 

ACT electricity suppliers 4.65 9.4 

Other: ‘service request 
not being met’, 
‘products and services’ 
and ‘disconnections’  72 

ACT gas suppliers 3.09 7.4 Marketing 50 
ACTEW Corporation (water & sewerage) 2.95 3.0 Water quality 29 

Source: Licensed utilities’ 2006–07 and 2007–08 annual reports to ICRC. 

5.1.2 Electricity distribution 

Table 5.2 details the responses regarding customer complaints during 2007–08. In total, customer 
complaints amounted to less than 0.5% of the number of customers connected. Material relating to 
network operations complaints concerning minimum notice requirements and restoration of 
property also appears in Chapter 3 of this report. Of the 760 complaints received in total during the 
year, 33% related to customer service issues and just under 30% related to inadequate provision of 
notice for interruptions  

Table 5.2 Complaints, electricity distribution, ActewAGL Distribution, 2007–08 

Indicator Response 

Customer complaints 
What was the total number of customer complaints received by the licensee in 2007–08? 760 
Of the complaints received in 2007–08, how many related to:  

Reliability of supply? 7 
Technical quality of supply? 7 
Administrative process or customer service? 253 
Property damage/restoration of property? 139 
Connections? 17 
Metering/meter reading? 14 
Failure to provide notice or provision of insufficient notice? 225 
Other network operations?  7 
Other?  91 

Source: ActewAGL Distribution‘s 2007–08 annual report to ICRC. 

Table 5.3 details the nature of complaints and their levels from 2004–05 to 2007–08. During 
2007–08, ActewAGL Distribution received 760 complaints (817 in 2006–07), equating to 4.80 
complaints for every 1,000 customers for the year, a decrease on the 5.23 in 2006–07.  
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Table 5.3 Complaints per 1,000 customers, electricity distribution, ActewAGL Distribution, 2004–05 to 
2007–08 

Nature of complaint 

2004–05 2005–06 2006–07 2007–08 

No. % No. % No. % No. % 
Customer service 0.43 7.3 1.85 31.8 1.48 28.4 1.60 33.3 
Notices 1.78 30.5 1.53 26.4 1.82 34.9 1.42 29.6 
Property damage / restoration of 
property 0.48 8.2 0.74 12.8 0.79 15.1 0.88 18.3 
Reliability of supply 0.12 2.0 0.49 8.5 0.11 2.1 0.04 0.9 
Other network operations 1.51 26.0 0.41 8.4 0.55 10.5 0.24 5.0 
Technical quality of supply 0.03 1.0 0.06 1.0 0.13 2.6 0.04 0.9 
Other 1.48 25.4 0.72 11.1 0.34 6.5 0.57 12.0 
Total  5.83 100.0 5.81 100.0 5.23 100.0 4.80 100.0 

Source: ActewAGL Distribution’s annual reports to ICRC. 

The main categories of complaints in 2007–08 related to failure to provide notice, or to provide 
sufficient notice, about interruptions to supply and performance of works, accounting for nearly 
30% of all complaints, and to customer service complaints, which increased to over 33% of all 
complaints.  

5.1.3 Electricity supply 

Table 5.4 shows the number of electricity supply complaints per 1,000 customers and the 
percentage of complaints across the main categories over the four years to 2007–08. In 2007–08, 
total customer complaints amounted to nearly 1% of the number of customers supplied, up from 
less than 0.5% in 2006–07. In 2007–08, the proportion of complaints against marketing fell to just 
over 11%, well down on the previous year’s level of nearly 27% and the level of 51% in 2005–06.  

Table 5.4 Complaints per 1,000 customers, electricity supply, ACT suppliers 2004–05 to 2007–08 

 2004–05 2005–06 2006–07 2007–08 

Nature of complaint No. % No. % No. % No. % 
Marketing 0.42 36.0 1.78 51.0 1.24 26.8 1.05 11.2 
Billing 0.28 24.0 0.57 16.0 0.98 21.0 1.57 16.7 
Other: ‘service request not 
being met’, ‘products and 
services’ and ‘disconnections’ 0.47 40.0 1.12 33.0 2.43 52.2 6.77 72.1 
Total 1.17 100.0 3.47 100.0 4.65 100.0 9.39 100.0 

Source: Licensed electricity utilities’ annual reports to ICRC. 

5.1.4 Gas distribution 

In 2007–08, ActewAGL Distribution received 12 complaints, down from 16 for 2006–07. This 
represents less than 0.1% of the total customers connected in the year. Table 5.5 shows the main 
categories of complaints and the number of complaints per 1,000 customers. 
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Table 5.5 Complaints per 1,000 customers, gas distribution, ActewAGL Distribution, 2004–05 to 2007–08 

 2004–05 2005–06 2006–07 2007–08 

Nature of complaint No. % No. % No. % No. % 
Metering and meter reading 0.60 60.9 0.83 60.8 0.00 0.0 0.01 8.3 
Connections 0.07 6.9 0.21 15.2 0.05 31.3 0.04 33.3 
Property damage and site restoration 0.21 21.8 0.16 12.0 0.00 0.0 0.03 25.0 
 Other 0.10 10.4 0.16 12.0 0.12 68.8 0.04 33.3 
Total 0.98 100.0 1.36 100.0 0.17 100.0 0.13 100.0 

Source: ActewAGL Distribution’s annual reports to ICRC. 

5.1.5 Gas supply 

In 2007–08, ACT gas suppliers received 681 complaints, up from the 279 complaints received in 
2006–07. The figure of 7.4 complaints for every 1,000 customers (0.07%) was a marked increase 
on the level of 3.1 for 2006–07 (0.03%).  

Table 5.6 shows the main categories of complaints and the number of complaints per 1,000 
customers. It shows that around 50% of complaints received during 2007–08 were about 
marketing.  

Table 5.6 Complaints issues, gas supply, ACT suppliers, 2004–05 to 2007–08 

Nature of complaint  

2004–05 2005–06 2006–07 2007–08 

No. % No. % No. % No. % 
Billing and affordability 1.2 49.5 0.9 71.3 2.2 70.5 0.2 2.9 
Marketing 0.0 1.5 0.0 3.1 0.5 17.0 3.7 50.4 
Other 1.1 49.0 0.3 25.6 0.4 12.5 3.4 46.7 
Total 2.3 100.0 1.2 100.0 3.1 100.0 7.4 100.0 

Note: ActewAGL Retail only; includes Queanbeyan. 
Source: Licensed gas utilities’ annual reports to ICRC. 

5.1.6 Water and sewerage 

In 2007–08, ACTEW Corporation received 498 complaints on water and sewerage issues, up by 
21% on the 413 complaints the previous year. The number of complaints in 2007–08 equates to a 
total of 3.5 complaints per 1,000 customers (0.035% of total customers) and is an increase on the 
2007–07 level of 3.0 (0.03% of total customers). Table 5.7 summarises the complaints related to 
water and sewerage services received by ACTEW in 2007–08 and the three preceding years. 
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Table 5.7 Complaints per 1,000 customers, water and sewerage services, ACTEW Corporation, 2004–05 to 
2007–08 

 2004-05 2005-06 2006–07 2007–08 

Nature of complaint No. % No. % No. % No. % 
Water quality 2.57 51.1 6.22 74.1 1.01 34.1 1.02 28.9 
Property damage and site restoration 0.58 11.6 0.72 8.6 0.42 14.3 0.67 19.1 
Sewerage services 0.05 1.1 0.32 3.8 0.17 5.8 0.19 5.4 
Metering/meter reading 0.08 1.7 0.30 3.6 0.29 9.7 0.09 2.4 
Other—networks 0.97 19.3 0.24 2.9 0.32 10.9 1.04 29.3 
Water supply reliability 0.27 5.4 0.20 2.3 0.17 5.8 0.05 1.4 
Billing and affordability 0.23 4.5 0.18 2.2 0.44 15.0 0.31 8.8 
Other—retail 0.05 0.8 0.11 1.3 0.06 2.2 0.13 3.6 
Notices 0.22 4.3 0.10 1.2 0.06 2.2 0.04 1.0 
Total 5.03 100.0 8.39 100.0 2.95 100.0 3.53 100.0 

Source: ACTEW Corporation’s annual reports to ICRC. 

In 2007–08, complaints relating to water quality amounted to almost 30% of complaints received, 
a similar outcome to that of 2006–07. However, there was a significant increase in complaints 
recorded under ‘other’, up to nearly 30% of complaints (compared to 11% in 2006–07).  

Figures 5.1 and 5.2 compare the level of complaints received by ACTEW Corporation in 2007–08 
for water quality and for sewerage services with the level of complaints received by other selected 
utilities. ACTEW Corporation compares favourably against these other utility operators on both 
water and sewerage services.  

Figure 5.1 Complaints per 1,000 properties, water quality, selected utilities, 2007–08 
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Source WSAA, National Performance Report 2007–08, urban water utilities 
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Figure 5.2 Complaints per 1,000 properties, sewerage service, selected utilities, 2007–08 
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Source WSAA, National Performance Report 2007–08, urban water utilities. 

5.2 Reliability of services 

5.2.1 Electricity distribution 

During the year, ActewAGL Distribution made 2,734 new physical connections, down slightly on 
the 3,093 made the previous year, and reported that all new connections were made on or before 
the date agreed with the customer.  

ActewAGL Distribution provided information on the reliability of electricity supply for: 

• overall interruptions—all sustained interruptions, including transmission, directed load 
shedding, planned and unplanned interruptions 

• planned interruptions 

• unplanned interruptions, excluding transmission outages and directed load shedding 

• normalised unplanned interruptions—interruptions that did not exceed a threshold system 
average interruption duration index (SAIDI) of three minutes, or were not caused by 
exceptional natural or third-party events, or were such that the distributor could not reasonably 
be expected to mitigate the effect of the event by prudent asset management. 

Typically, three indicators are used to measure network performance: SAIDI, SAIFI and CAIDI: 

• SAIDI measures the total number of minutes in a given year, on average, that a customer on a 
distribution network is without electricity. 

• SAIFI (system average interruption frequency index), measures the average number of 
interruptions per customer per year. 
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• CAIDI (the customer average interruption duration index) measures the average duration of 
each interruption in minutes. 

Table 5.8 provides annual performance figures (SAIDI, SAIFI and CAIDI) for planned 
interruptions for ActewAGL Distribution’s rural and urban feeders for the past four reporting 
years. The main features that emerge from this table are: 

• Average time without power (SAIDI) for the overall network has continued to increase over 
the four-year period from nearly 47 minutes per customer per year in 2004–05 to nearly 64 
minutes in 2007–08.  

• The average number of interruptions per customer (SAIFI) has remained relatively stable over 
the four years. 

• The average level of duration per interruption in minutes (CAIDI) has steadily risen over the 
past three years from 215 minutes in 2005-06 to nearly 255 minutes in 2007–08, with levels 
similar for rural and urban areas. 

Table 5.8 Planned interruptions, performance indices, electricity distribution, ActewAGL Distribution, 2004–
05 to 2007–08 

Index 2004–05 2005–06 2006–07 2007–08 

SAIDI (average minutes per customer per year without power) 
Urban 47.1 49.8 52.2 64.6 
Rural 31.4 49.5 31.6 38.8 
Network total 46.6 49.5 51.4 63.6 

SAIFI (average number interruptions per customer per year) 
Urban 0.22 0.23 0.21 0.25 
Rural 0.15 0.24 0.14 0.16 
Network total 0.22 0.23 0.21 0.25 

CAIDI (average duration in minutes per interruption) 
Urban 215.9 216.5 243.4 255.0 
Rural 204.5 206.1 225.3 247.0 
Network total 215.5 215.2 243.0 254.8 

Source: ActewAGL Distribution’s annual reports to ICRC. 

Table 5.9 provides annual performance figures (SAIDI, SAIFI and CAIDI) for unplanned 
interruptions for ActewAGL Distribution’s rural and urban feeders for the past four reporting 
years. The main features that emerge from this table are: 

• During 2007–08 the average duration of unplanned outages (SAIDI) for the overall network 
fell to 25.6 minutes, well down on the two previous year levels of 32.2 minutes in 2006–07 
and 44.1 in 2005–06. The sharp fall in the rural system from 70.7 minutes in 2006–07 to an 
average of 10.5 minutes in 2007–08 was a significant factor in the overall network level that 
year. 

• The average number of unplanned interruptions per customer per year (SAIFI) for the network 
remained constant at around 0.6, although the level for rural customers continued to be higher. 
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• The average duration of unplanned interruptions for the overall network (CAIDI) fell in 2007–
08 to just under 46 minutes from just under 55 minutes in 2006–07, with the level for the rural 
sector being 5.9 minutes in 2007–08 (113.5 minutes in 2006–07), compared with 51 minutes 
in 2007–08 for the urban sector (52.3 minutes in 2006–07). 

Table 5.9 Unplanned interruptions, performance indices, electricity distribution, ActewAGL Distribution, 
2004–05 to 2007–08 

Index 2004–05 2005–06 2006–07 2007–08 

SAIDI (average minutes per customer per year without power) 
Urban 28.6 45.5 30.7 26.2 
Rural 93.5 42.9 70.7 10.5 
Network total 31.0 44.1 32.2 25.6 

SAIFI (average number interruptions per customer per year) 
Urban 0.5 0.8 0.6 0.5 
Rural 2.2 2.9 0.6 1.8 
Network total 0.6 0.8 0.6 0.6 

CAIDI (average duration in minutes per interruption) 
Urban 52.7 59.8 52.3 51.0 
Rural 43.3 15.0 113.5 5.9 
Network total 51.5 55.1 54.7 45.7 

Source: ActewAGL Distribution’s annual reports to ICRC. 

5.2.2 Gas distribution 

Table 5.10 shows ActewAGL Distribution’s supply reliability performance over the years from 
2003–04 to 2007–08. ActewAGL Distribution reported 129 unplanned interruptions in 2007–08 
(in which five or more customers lost supply), which equates to 1.36 unplanned interruptions per 
1,000 customers. The number of interruptions per 1,000 customers was low throughout the period, 
as was the total hours ‘off-supply’ apart from the 2.2 hours recorded for 2006–07.  

Table 5.10 Unplanned interruptions, frequency and duration, gas distribution, ActewAGL Distribution,  
2003–04 to 2007–08 

 2003–04 2004–05a 2005–06 2006–07 2007–08 
Number of interruptions per 1,000 customers 1.00 0.00 0.02 1.33 1.36 
Total hours off-supply per 1,000 customers 0.90 0.00 0.00 2.22 0.19 

Source: ActewAGL Distribution’s annual reports to ICRC. 

Mechanical damage incidents 

In 2007–08, there were 229 mechanical or third-party damage incidents to ActewAGL 
Distribution’s medium-pressure system mains and services. No mechanical damage incident was 
reported for the high-pressure system. 

While performance against this indicator is largely beyond the control of the distributor, there are 
measures that a utility can take to reduce the potential for damage—for example, encouraging 
members of the public to ‘dial before digging’. 
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Gas leaks 

The number of gas leaks identified on a distributor’s network is used as a measure of the network’s 
integrity and the effectiveness of the distributor’s maintenance strategies. Such factors as the 
distributor’s renewal strategies, the condition of the assets and the extent and effectiveness of 
leakage surveys, as well as seasonal and environmental factors, influence this measure. Leakages 
are identified mainly by members of the public or through distributor’s leakage surveys. 

Table 5.11 shows trends in the number of publicly reported gas leaks for the five years to the end 
of June 2008. In 2007–08, members of the public reported 842 gas leaks on ActewAGL 
Distribution’s gas network. This continues the trend of reported leaks decreasing since 2004–05 
when the number reached 1,140. All reported gas leaks related to the medium-pressure system; 
none involved the high-pressure system.  

Table 5.11 Reported leaks, gas distribution, ActewAGL Distribution, 2003–04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 
Number of reported leaks 767 1,140 1,060 897 842 
Leaks per 1,000 customers 9.1 12.9 11.6 9.5 8.9 
Leaks per 1,000 km of pipe 241 315 294 242 224 

Source: ActewAGL Distribution’s annual reports to ICRC. 

In 2007–08, ActewAGL Distribution detected 211 leaks by survey, well above the 130 in 2006–07 
but significantly less than the 431 detected in 2005–06 and the 885 leaks detected in 2004–05.  

5.2.3 Water supply 

Planned interruptions 

ACTEW Corporation reported 682 planned interruptions to water supply in 2007–08 (see Table 
5.12). These exclude interruptions for the replacement of water meters. Most of these outages were 
needed because of new subdivisions or large connections to water mains and service line repairs. 

The average total outage time for customers in 2007–08 of 0.51 minutes compares favourably with 
2 minutes the previous year and nearly 3 minutes in 2004–05. 

Table 5.12 Planned interruptions, frequency and duration, water supply, ACTEW Corporation, 2003–04 to 
2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 
Total number of interruptionsa 24 66 144 170 682 
Average duration of outages (minutes per property) 89 24 71 27 51 
Total outage time experienced by an average 
customer (minutes per property) 

0.02 1.24 2.90 2.06 0.51 

a Excludes interruptions for water meter replacements. 
Source: ACTEW Corporation‘s annual reports to ICRC. 

Unplanned interruptions 

In 2007–08, ACTEW Corporation experienced 594 unplanned interruptions, down by 18% on the 
previous year’s level of 727 and the 2005–06 level of 798. The average duration of outages during 
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the year of 110 minutes was virtually unchanged from the previous year. Table 5.13 shows 
ACTEW’s performance for unplanned interruptions since 2003–04. 

Table 5.13 Unplanned interruptions, frequency and duration, water supply, ACTEW Corporation, 2003–04 to 
2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 
Total number of unplanned interruptions 787 713 798 727  594 
Average duration of outagesa (minutes) 120 84 99 108  110 
Average outage time experienced by an 
average customer (minutes per property) 18.0 30.6 34.2 27.0  51.4 

a Includes mains only, and not connections owned or maintained by the utility. 

Source: ACTEW Corporation’s annual reports to ICRC. 

Figure 5.3 provides a comparison of the average duration of unplanned interruptions to water 
supply for selected utilities during 2007–08. Of the seven utilities, ACTEW Corporation registered 
the lowest level, at 72 minutes, with Brisbane Water registering the highest, at just under 182 
minutes.  

Figure 5.3 Unplanned interruptions, average duration, water supply, selected utilities, 2007–08 
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Note:  Level for ACTEW Corporation includes connections owned or maintained by the utility. 

Source: Water Services Association of Australia, National Performance Report 2007–08, urban water utilities. 

5.2.4 Sewerage services 

Planned work on the sewerage system does not usually mean that customers lose the use of 
facilities such as toilets or sinks. During planned work, it is usually possible to divert flow from 
the customer’s premises so that there is minimal inconvenience to the customer. Customers are 
asked to reduce water use on the day that the work is carried out, and the work is usually 
completed by close of business. 
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Unplanned interruptions are usually the result of blockages in customer drains or in the sewer 
main, resulting in sewage spills onto customers’ properties or into their buildings. This often 
impairs the customers’ ability to dispose of sewage. A blocked main usually affects only a small 
number of properties. 

The number of unplanned interruptions to sewerage services increased from 1,985 in 2006–07 to 
2,059 in 2007–08; it remained well down on the 2,777 recorded in 2004–05. Table 5.14 shows that 
the 2007–08 level was equivalent to 14.6 unplanned interruptions per 1,000 properties, a slight 
increase compared to 2006–07. The average outage time at 2.0 minutes was virtually unchanged 
from the 2006–07 average. 

Table 5.14 Unplanned interruptions, frequency and duration, sewerage services, ACTEW Corporation, 2003–
04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 
Total number of interruptions 2,394 2,777 1,847 1,985 2,059 
Average duration of outages (minutes) not available. 31.8 137.4 150.0 135.2 
Average number of outages per 
1,000 properties 

17.7 21.6 13.9 14.2 14.6 

Average outage time experienced by an 
average customera (minutes) 

not available 0.6 1.8 2.1 2.0 

Source: ACTEW Corporation’s annual reports to ICRC. 

Figure 5.4 compares ACTEW Corporation sewerage main overflows for 2007–08 with the 
previous five reporting periods. ACTEW attributes the high incidence of sewer overflows to 
problems with tree roots. The problem is worse in Canberra than in other cities because of 
extensive plantings on Canberra’s nature strips, a low average rainfall compared to other major 
cities and an extended period of drought. 

Figure 5.4 Overflows per 100 kilometres of main, sewerage, ACTEW Corporation, 2002–03 to 2007–08 
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Source: ACTEW Corporation’s annual reports to ICRC. 

There were 3,344 sewer main breaks and chokes in 2007–08; of these 3,040, or 91%, were 
estimated by ACTEW Corporation to have been caused by tree roots. This is significantly higher 
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than for sampled utilities in other parts of Australia (see Figure 5.5). During the year there were an 
additional 2,077 property connection sewer breaks and chokes, the vast majority of which (1,794, 
or 86%) were also attributed to tree roots. 

 

Figure 5.5 Sewer main breaks and chokes, number per 100 kilometres sewer main, selected utilities, 2007–
08 
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Source: Water Services Association of Australia, National Performance Report 2007–08, urban water utilities. 

Figure 5.6 compares average break/choke repair times across selected utilities. It shows that 
ACTEW Corporation compares favourably with the utilities sampled.  

Figure 5.6 Average break/choke repair time (minutes), sewerage, selected utilities, 2007–08 

Source: Water Services Association of Australia, National Performance Report 2007–08, urban water utilities 
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5.3 Call centre performance 

Telephone responsiveness is one of several indicators used to measure the quality of customer 
service. Table 5.15 summarises call centre performance for all ACT utilities for 2006–07 and 
2007–08.  

In the ACT, ActewAGL Retail (electricity) and ACTEW Corporation share a call centre for retail 
enquiries. Call centres for other ACT retailers are provided either on a national basis or for 
combined ACT and New South Wales regions, and separate ACT data have not been reported. The 
network operators—ACTEW Corporation, ActewAGL Distribution (gas) and ActewAGL 
Distribution (electricity)—have separate call centres and separate numbers for general and 
emergency network enquiries and notifications. ACTEW Corporation also has a drought advisory 
line. 

Call centre performance for ACT licensees varied significantly, both between and within utility 
sectors. It is difficult to draw overall conclusions about relative performance because of the 
differences in the types of services that utilities provide, the nature of the call centres, and the 
types of calls made to the various call centres.  

Improvements are noticeable in the performance of ActewAGL electricity distribution, ActewAGL 
Retail for both electricity and gas, Country Energy, EnergyAustralia, and TRUenergy. For 
ACTEW Corporation, there was a significant improvement in the number of calls abandoned 
before being answered although there was an increase in average waiting time.  

For ActewAGL retail electricity, 77% of calls were answered within 30 seconds, an improvement 
on the 2006–07 level of 69%, while average waiting time was also reduced from 91 seconds to 
77 seconds. For ACTEW Corporation, only 3.6% of all calls were abandoned in 2007–08, a 
significant improvement on the level of 22.1% the previous year. 
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Table 5.15 Call centre performance, all ACT utilities, 2006–07 and 2007–08 

 2006–07 2007–08 

Licensee 

Calls 
answered 

within 
30 seconds 

(%) 

Average 
waiting 

time 
(seconds) 

Calls 
abandoned 

before 
being 

answered 
(%) 

Calls 
answered 

within 
30 seconds 

(%) 

Average 
waiting 

time 
(seconds) 

Calls 
abandoned 

before 
being 

answered 
(%) 

ActewAGL Distribution 
(electricity) 62.5 31.7 21.1 70.5 28.2 14.0 
ActewAGL Retail (electricity) 69.0 91.0 6.5 77.8 77.0 4.2 
Country Energy (gas and 
electricity) 75.7 28.0 4.7 82.5 18.0 3.1 
EnergyAustralia (gas and 
electricity) 60.4 62.5 4.2 76.5 35.2 2.9 
TRUenergy (electricity) 80.7 35.0 3.2 85.9 25.0 1.8 
ActewAGL Retail (gas) 64.4 107.0 6.5 79.9 53.0 3.9 
ACTEW Corporation       
Non-emergency call centre NA 48.8 22.1 77.8 75.3 3.6 
Emergency call centre 76.7 23.0 4.5 80.3 23.3 3.1 

NA = not available 
Source: Licensed utilities’ annual reports to ICRC.  

5.3.1 Electricity distribution 

In 2007–08, ActewAGL Distribution’s call centre received 52,939 calls and answered 70% of 
them within 30 seconds. This compares favourably with the previous year’s levels of 66,065 calls 
being made and 63% of them being answered within 30 seconds. Table 5.16 also shows that during 
the year 14% of all calls were classed as ‘abandoned’, well down on the 21% level in 2006–07. 
These figures may, however, include calls from customers whose query may have been answered 
by a recorded message and so were not in reality ‘abandoned’.  

Table 5.16 Call centre performance, response times and calls abandoned,  
electricity distribution ActewAGL Distribution, 2004–05 to 2007–08 

Category 2004–05 2005–06 2006–07 2007–08 
Calls responded to in 30 seconds (%) 66 60 62.5  70.5 
Average waiting time (seconds) 29.0 34.0 31.7 28.2 
Calls abandoned (%) 17.0 22.0 21.1  14.0 

Source: ACTEW Distribution‘s annual reports to ICRC.   

5.3.2 Electricity supply 

Table 5.17 shows call centre performance data over the five years from 2003–04 to 2007–08 for 
the ACT electricity suppliers for which call centre data are available. It shows that in 2007–08: 

• the performance of all four utilities for calls responded to in 30 seconds is similar, ranging 
from 78% for ActewAGL Retail to 86% for TRUenergy 
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• average waiting time ranged from a low of 18 seconds for Country Energy to 77 seconds for 
ActewAGL Retail 

• the proportion of calls abandoned was low for all utilities, ranging from 1.8% for TRUenergy 
to 4.2% for ActewAGL Retail.  

Table 5.17 Call centre performance, response times and calls abandoned, electricity supply, ACT suppliers, 
2003–04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 

Calls responded to in 30 seconds (%) 
ActewAGL Retail 85 84 82 69 78 
EnergyAustralia 54 57 66 60 77 
Country Energy 72 76 77 76 83 
TRUenergy  95 98 99 81 86 

Average waiting time (seconds) 
ActewAGL Retail 64 60 57 91 77 
EnergyAustralia 67 85 63 63 35 
Country Energy 38 28 22 28 18 
TRUenergy  n.a. n.a. n.a. 35 25 

Calls abandoned (%) 
ActewAGL Retail 2 2 2 7 4 
EnergyAustralia 97 n.a. 4 4 3 
Country Energy 4 3 4 5 3 
TRUenergy  5 2 1 3 2 

n.a. = not available 
Source: Licensed utilities’ annual reports to ICRC. 

5.3.3 Gas distribution 

ActewAGL Distribution (gas) was unable to provide the Commission with comprehensive data for 
2007–08. It stated, however, that on completion of its telecommunications upgrade, additional 
reporting capability would be available. However, the company was able to report that during the 
year 8,372 calls were made to the call centre number, with only 137 calls, or 1.6%, dropping out or 
being abandoned. 

5.3.4 Gas supply 

Like electricity suppliers’ call centres, gas suppliers’ call centres tend to serve a number of 
jurisdictions. The call centres of Country Energy and EnergyAustralia serve both electricity and 
gas customers. Table 5.18 shows that call centre performance for waiting time varied significantly 
between the ACT’s four active gas suppliers in 2007–08.  

Some of the key features of call centre performance during the year are: 

• percentage of calls responded to within 30 seconds was similar for the three suppliers, ranging 
from a low of 77% for EnergyAustralia to 85% for TRUenergy 
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• average waiting time varied considerably, ranging from a low of 18 seconds for Country 
Energy to 53 seconds for ActewAGL Retail 

• calls abandoned, as a percentage of total calls, was low, ranging from 2% for TRUenergy to 
4% for ActewAGL Retail. 

Table 5.18 Call centre performance, response times and calls abandoned, gas supply, ACT suppliers,  
2003–04 to 2006–07 

 2003–04 2004–05 2005–06 2006–07 2007–08 

Calls responded to in 30 seconds (%) 
ActewAGL Retail 82 91 77 64 80 
EnergyAustralia n.a. 57 66 60 77 
Country Energy 72 76 77 76 83 
TRUenergy n.a. n.a. n.a  n.a  85 

Average waiting time (seconds) 
ActewAGL Retail 19 17 45 107 53 
EnergyAustralia n.a. 38 57 63 38 
Country Energy 38 38 22 28 18 
TRUenergy n.a  n.a  n.a  n.a  28 

Calls abandoned (%) 
ActewAGL Retail 1 1 3 7 4 
EnergyAustralia n.a. 5 2 4 3 
Country Energy 4 3 4 5 3 
TRUenergy n.a  n.a  n.a  n.a  2 

n.a. = not available 
Source: Licensed gas utilities’ annual reports to ICRC. 

5.3.5 Water and sewerage  

Table 5.19 summarises ACTEW Corporation’s call centre performance from 2003–04 to 2007–08. 
In 2007–08, ACTEW Corporation received over 49,000 water and sewerage calls on its non-
emergency numbers and just under 27,000 calls on its emergency number, with average waiting 
times of 75 and 23 seconds respectively.  
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Table 5.19 Call centre performance, call numbers, response times and calls abandoned, water and sewerage 
services, ACTEW Corporation, 2003–04 to 2007–08 

 2003–04 2004–05 2005–06 2006–07 2007–08 

Non-emergency 
Number of calls received 41,958 51,930 28,666 48,541 49,094 
Proportion answered within 30 seconds (%) 81 85 85 n.a. 78 
Proportion of calls abandoned by caller (%) 2.0 2.0 3.0 2.8 3.6 
Average waiting time (seconds)a 64 30 45 49 75 

Emergency call centre 
Number of calls received 32,861 32,436 29,098 30,843 26,832 
Proportion answered within 30 seconds (%) n.a. 77.0 77.0 76.7 80.3 
Proportion of calls abandoned by caller (%) 9.0 4.0 4.0 4.5 3.1 
Average waiting time (seconds)a 34 30 29 23 23 
Number of overload eventsb n.a. 15 2 0 0 

n.a. = not available 
a Time spent waiting before being answered by a person. 
Source: ACTEW Corporation’s annual reports to ICRC. 

Figure 5.7 compares ACTEW Corporation’s performance in relation to the proportion of calls 
answered within 30 seconds with that of other selected utilities.  

Figure 5.7 Call centre performance, proportion of calls answered by operator within 30 seconds, 
water/sewerage, selected utilities, 2007–08 
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6 Customer safety net arrangements 

This chapter reports on various hardship indicators. Access to utility services is determined by the 
availability of the infrastructure and the ability of customers to pay bills (a function of the price of 
the service and of demand). Accessibility is also influenced by utilities’ safety net arrangements 
(for example availability of instalment plans and flexibility in payment arrangements) and credit 
management strategies (for example security deposits). 

In 2002, utility regulators agreed to a set of nationally consistent reporting requirements for 
electricity distribution and retail businesses, with the ultimate aim of providing a nationally 
comparable reporting framework.21 In May 2007, following a national consultation process, utility 
regulators agreed revised National Energy Retail Performance Indicators.22 

For electricity retailers, customers’ ability to access services is measured by hardship indicators 
such as disconnection for non-payment of accounts, reconnection of customers within seven days 
of disconnection, the use of instalment payment plans, direct debit defaults, and the use of security 
deposits. 

In the interests of consistency, the Commission has sought this information for all ACT suppliers 
of utility services (electricity, gas and water and sewerage). 

6.1 Disconnection for non-payment of accounts 

Before a supplier may disconnect a customer for non-payment of an account, the supplier must 
follow a number of steps, such as issuing reminder notices, allowing a certain number of days 
between notices, and making personal contact with the customer. Disconnection for failure to pay 
an account is very much a last resort for suppliers attempting to recover a debt and, therefore, is a 
fair indicator of affordability. 

However, this indicator does not necessarily differentiate between households that can afford to 
pay and those that cannot. For this reason, to identify more accurately customers in genuine 
hardship, a second indicator is used: reconnection of a customer with the same name at the same 
premises within seven days. 

6.1.1 Residential electricity customers 

Table 6.1 shows that between 2003–04 and 2007–08, the rate of disconnection of residential 
electricity customers for non-payment of accounts ranged from 3.0 to 4.0 per 1,000 customers. 
Over the same period, the proportion of customers reconnected within seven days of disconnection 
ranged from 64% in 2004–05 and 2005–06 to a low of 53% in 2007–08.  

                                                      
21 Utility Regulators Forum, National regulatory reporting for electricity distribution and retailing businesses: 
discussion paper, March 2002, accessible at www.accc.gov.au. 
22 Utility Regulators Forum, National energy retail performance indicators: final paper, May 2007, accessible at 
www.accc.gov.au. 
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Table 6.1 Disconnection of residential customers for non-payment of an account, electricity supply, 
2003–04 to 2007–08 

Item 2003–04a 2004–05b 2005–06b 2006–07b 2007–08b 
Customers disconnected for non-payment of an 
account (per 1,000 customers) 

3.0 4.0 4.0 3.0 3.0 

Proportion in which the premises was reconnected in 
the same name within seven daysc (%) 

59 64 64 60 53 

a Data for 2003–04 are based on information for ActewAGL Retail only. 
b Data for 2004–05 to 2007–08 relate to all ACT electricity suppliers. 
c Data are for residential and non-residential customers 
Source: Licensed electricity utilities’ annual reports to ICRC. 

6.1.2 Non-residential electricity customers 

In the ACT, the rate of disconnection for non-payment of an account for non-residential electricity 
customers was 3.8 per 1,000 customers in 2007–08 (52 customers in total), while the proportion 
reconnected within seven days was 67% (35 customers). 

6.1.3 Residential and non-residential gas customers 

The reported incidence of disconnections of gas supply customers for non-payment of an account 
in the ACT was 12 per 1,000 customers in 2007–08, well down from 35 in 2006–07. The 
proportion reconnected within seven days rose from 34% to 44%. These figures include both 
residential and non-residential customers, as suppliers were unable to provide a breakdown 
between those categories. It does not include disconnections by EnergyAustralia, which was 
unable to provide the information. Table 6.2 compares gas supply disconnection results from 
2003–04 to 2007–08.  

Table 6.2 Disconnection of customers for non-payment of an account, numbers disconnected and 
proportion subsequently reconnected, gas supply, 2003–04 to 2007–08 

Item 2003–04a 2004–05 2005–06 2006–07 2007–08 
Number of customers disconnected for 
non-payment of an account (per 1,000 customers) 

24 37 39 35 12 

Proportion in which the premises was reconnected 
in the same name within seven days (%) 

74 80 40 34 44 

a The 2003–04 data are for ActewAGL Retail only, and include Queanbeyan customers. 
Source: Licensed gas utilities’ annual reports to ICRC. 

Compared with the disconnection rate for electricity customers (3 per 1,000 customers in 
2007–08), the rate of gas supply disconnections (12 per 1,000 customers in 2007–08) is 
significantly higher. The reason for the relatively high disconnection rate for gas is that customers 
often choose to be disconnected after winter and then pay their outstanding account at the start of 
the following winter. This also helps explain why, in general, a lower percentage of disconnected 
gas customers reconnect within seven days of the disconnection by comparison to electricity 
customers. 
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6.1.4 Water and sewerage customers 

Under the Consumer Protection Code, a utility is not permitted to disconnect water supply or 
withdraw sewerage services for failure to pay an account. However, it may restrict the water flow 
to a level that allows for essential uses only. As in previous years, ACTEW Corporation did not 
restrict the water flow to any customer for failure to pay an account in 2007–08. 

6.2 Direct debit defaults 

Defaults on automatic direct debit account payments may indicate emerging payment difficulties. 
While a certain level of defaults can be expected to occur by accident—for example, through 
administrative errors by utilities or oversights by customers—a rising trend could indicate 
increasing numbers of customers having difficulty in paying their utilities bills. 

Of electricity and gas suppliers, only ActewAGL Retail was able to provide information about 
direct debit defaults in 2007–08. As Table 6.3 shows, the percentage of ActewAGL Retail’s 
electricity and gas customers defaulting on direct debit payments has declined significantly in 
recent years and indicates most customers have been able to make their payments within the time 
frames allowed. In 2007–08, that trend continued. For water and sewerage service customers, 
payment defaults have trended lower, with the level falling to a low of 0.8% in 2007–08. 

Table 6.3 Direct debit, payment default (%), ActewAGL Retail and ACTEW Corporation, 2003–04 to 2007–08  

Utility service Licensee 2003–04 2004–05 2005–06 2006–07 2007–08 
Electricity ActewAGL Retail 14.0 6.1 3.2 1.0 0.8 
Natural gas ActewAGL Retail 10.1 9.5 0.2 2.9 0.1 
Water and sewerage ACTEW Corporation 5.0 2.0 3.5 0.5 0.8 

Source: ActewAGL Retail and ACTEW Corporation’s annual reports to ICRC. 

6.3 Instalment plans 

Utilities can assist customers experiencing financial hardship in a number of ways. Two options 
are instalment plans and deferred payments. 

Although the number of customers on instalment plans is used as a measure of customer hardship, 
customers who are not in difficulty may choose to pay by instalment for reasons of budgeting or 
convenience. 

6.3.1 Electricity supply 

As indicated in Table 6.4, 7.3% of ActewAGL Retail’s residential customers were on instalment 
plans in 2007–08, a slight fall on the 7.6% the previous year but still continuing the upward trend 
since 2003–04. EnergyAustralia, the only other company with customers on instalment plans, also 
recorded a slight fall, to 1.0%, in 2007–08. 
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Table 6.4 Proportion of customers using instalment plans (%), electricity supply, ACT suppliers, 2003–04 to 
2007–08 

Electricity supplier 2003–04 2004–05 2005–06 2006–07 2007–08 
ActewAGL Retail 1.1 3.8 6.1 7.6 7.3 
EnergyAustralia Not availablea 3.0 1.0 1.7 1.0 

a EnergyAustralia did not supply electricity to small residential customers in 2003–04. 
Sources: ActewAGL Retail and EnergyAustralia’s annual reports to ICRC. 

6.3.2 Gas supply 

Table 6.5 shows the proportion of retail gas suppliers on instalment plans since 2005–06. During 
2007–08, just 0.8% of all gas customers paid their accounts through an instalment plan, a marked 
reduction on the earlier year levels.  

Table 6.5 Proportion of customers on instalment plans (%), gas supply, ACT suppliers,  
2005–06 to 2007–08 

Gas supplier 2005–06 2006–07 2007–08 
ActewAGL Retail 11.9 14.8 0.6 
Country Energy 1.3 0.0 5.6 
EnergyAustralia 1.0 1.5 1.4 
TRUenergy not available  1.7 5.3 
Total 11.4 13.7 0.8 

Source: Licensed gas utilities’ annual reports provided to ICRC. 

6.3.3 Water and sewerage 

Table 6.6 provides details of water and sewerage customers on instalment plans at 30 June 2007 
and 2008. The percentage of all customers on instalment plans fell from 1.4% to 0.6%, with both 
residential and non-residential customers contributing to the overall decline.  

Table 6.6 Customers on instalment plans, water/sewerage customers, ACTEW Corporation, 2006–07 and 
2007–08 

Category 

2006–07 2007–08 
Number of 
customers 

Number on 
instalment 

plans 

Percentage 
on instalment 

plans 

Number of 
customers 

Number on 
instalment 

plans 

Percentage 
on instalment 

plans 
Residential 128,830 1,671 1.3 133,318  835  0.6 
Non-residential 6,411 199 3.1 7,728  23  0.3 
Total 135,241 1,870 1.4 141,046  858  0.6 

Source: ACTEW Corporation’s 2006–07 and 2007–08 annual reports provided to ICRC 
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6.4 Security deposits 

6.4.1 Electricity supply 

EnergyAustralia was the only ACT electricity supplier to hold any security deposits in 2007–08. In 
2007–08, 45 residential security deposits (valued at $9,000) and one non-residential security 
deposit (valued at $450) were held. This compares with 29 residential security deposits (worth just 
over $5,000) the previous year. 

6.4.2 Gas supply 

No ACT gas retailer held security deposits for either residential or non-residential gas customers in 
2007–08, unchanged from the previous year. 

6.4.3 Water and sewerage 

ACTEW Corporation did not hold any security deposits in 2007–08 for water and sewerage 
services. 



 

7 Environmental performance and other 
matters 

This chapter covers the increasingly important environmental performance of utilities. Only those 
environmental issues that are a direct responsibility of the Commission, such as network losses, 
greenhouse gas emissions and consumption efficiency are considered in this section. 
Responsibility for energy, greenhouse, and water policy and regulation rests with other ACT 
Government agencies.  

The chapter also refers to a number of safety issues related to natural gas. 

7.1 Water 

7.1.1 Water losses 

‘Unaccounted-for’ (or ‘non-revenue’) water is water that has been wasted or lost through leakages, 
bursts, or evaporation from open-air treatment and storage facilities, as well as water consumption 
not billed for, unauthorised consumption and water lost through metering inaccuracies or errors. 
Thus, the volume of unaccounted-for water is the difference between the volume of water 
extracted and the amount of water for which the utility bills its customers. 

Unaccounted-for water is sometimes used as a measure of the condition and efficiency of a 
utility’s water network. It is also significant from an environmental perspective, as the water lost 
was extracted from river systems for consumption but was not used for that purpose. 

Figure 7.1 shows that the annual quantity of unaccounted-for water in the ACT varied from 13.5% 
in 2001–02 to 8.6% in 2007–08. The 2007–08 level represents an increase over the figure of 5.0% 
in 2006–07 but is nevertheless relatively low. 

Figure 7.1 Unaccounted-for water, proportion of total volume, ACTEW Corporation, 2002–03 to 2007–08 
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Source: ACTEW Corporation’s annual reports to ICRC. 
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Figure 7.2 compares ACTEW Corporation’s performance on network losses to the performance of 
interstate water utilities, using the Water Services Association of Australia infrastructure leakage 
index—that is, the ratio of current annual real losses to unavoidable real losses.  

The infrastructure leakage index measures how effectively real losses are being managed at current 
operating pressure, while accounting for other influential factors such as the length of mains and 
customer meter location. An index of 1.0 indicates that only unavoidable losses are occurring and 
technically optimal leakage management is in place. From Figure 7.2 it can be seen that the index 
for the ACT of 0.9 was the second lowest of the ten selected utilities for the year. 

Figure 7.2 Infrastructure leakage indices, selected water utilities, 2007–08 
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Source: Water Services Association of Australia, National Performance Report 2007–08, urban water utilities. 

In 2007–08, ACTEW Corporation reported that it had continued its meter replacement and service 
upgrade programs, which are designed to reduce loss of water through leaks and to improve 
measurement by meters. The intention is to identify any otherwise unaccounted for flows that are 
other than minimal. Such flows would be investigated to pinpoint and reduce water losses. 

7.1.2 Environmental flows 

Environmental flows are the flows of water into rivers and streams that are necessary to maintain 
healthy aquatic ecosystems. They are designed to mimic naturally occurring water flows, including 
seasonal fluctuations and other variables. Under its licence conditions, ACTEW is required to 
release water from the Cotter and Googong catchments for environmental purposes. The volume of 
water released as an environmental flow is in accordance with the environmental flow guidelines 
approved by the minister responsible for water resources. It is not determined by the water utility. 

Dams, such as those built on the Cotter River and Queanbeyan River as part of the ACT water 
supply system, affect downstream flow by reducing the volume of flows and sometimes by 
changing the natural flow patterns. To reduce their impact, water is released or spilled from the 
dams into the rivers below at certain times of the year. 
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The environmental flows that are recommended for the water supply catchments are based on 
research and monitoring of environmental flows in the river systems and are intended to ensure 
that both water supply and conservation objectives are met. Because of the recent prolonged 
drought, the relevant authorities have reduced environmental flow requirements in recent years. 

Figure 7.3 shows the total volume of environmental flows released by ACTEW Corporation, and 
those flows as a proportion of total water abstracted for consumptive or environmental purposes, 
between 2002–03 and 2007–08. In 2007–08, environmental flows released by ACTEW from water 
storages were 18.5% of the total water abstracted in the ACT. ACTEW is one of only a few water 
utilities in Australia that is responsible for the release of water for environmental flows from the 
storage facilities that it manages. 

Figure 7.3 Environmental flows, volumes and proportion of total volumes abstracted, water supply, 
ACTEW Corporation, 2002–03 to 2007–08 
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Source: Water Services Association of Australia, National Performance Report 2007–08, urban water utilities. 

7.1.3 Sewage treatment 

A useful indicator of sewage treatment is the extent that sewage is treated to a tertiary or advanced 
level. Figure 7.4 shows that the level for ACTEW Corporation was 100 per cent, similar to another 
four utilities and well above the levels for Sydney Water (22%), East Gippsland Water (42%) and 
Hunter Water (44%). 
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Figure 7.4 Percentage of sewage treated to tertiary or advanced level, selected utilities, 2007–08 
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Source: Water Services Association of Australia, National Performance Report 2007–08, urban water utilities. 

7.2 Energy 

Very little electricity is generated and no natural gas is produced in the ACT. However, more than 
two-thirds of the greenhouse gas emissions attributable to the ACT derive from energy 
consumption.23 

This section covers the environmental impacts of greenhouse gas emissions associated with the use 
of gas and electricity, and energy efficiency. Distribution network losses are also examined. 

7.2.1 Greenhouse gas emissions 

Greenhouse gas emissions are a major environmental concern arising from energy consumption. 
Greenhouse gases include carbon dioxide, methane and nitrous oxide. These gases are released 
into the atmosphere by such activities as the use of fossil fuels, broad-scale land clearing and other 
land-use changes, and are a key factor in climate change. 

Electricity consumption 

The Commission estimates the greenhouse gas emissions that can be attributed to electricity 
consumption in the ACT by subtracting the volume of GreenPower (accredited electricity sourced 
from generators that produce no greenhouse gases) from the total electricity sold in the ACT, to 
calculate a net amount of greenhouse gas-producing electricity. This has been multiplied by an 
emissions intensity coefficient for New South Wales and ACT electricity consumption as supplied 
by the Department of Climate Change.24 Note that the coefficients are not consistent with those 

                                                      
23 ACT Government, Avoid, abate, adapt: a discussion paper for an ACT climate change strategy, 2006, p. 15. 
24 Department of Climate Change, National greenhouse accounts (NGA) factors, January 2008. 
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published by IPART and notified by the Commission, as the regulator of the ACT Greenhouse Gas 
Abatement Scheme, as key factors for the scheme.25 

This method of estimating greenhouse gas emissions makes a number of assumptions that, while 
appropriate in this context, might not be appropriate for other purposes. For example, it excludes 
emissions for energy lost through network losses. Readers seeking greenhouse gas emissions data 
as an input for other work should contact the Commission before using the data in this section. 

Table 7.1 shows a significant increase in the volume of GreenPower sold in the ACT, rising from 
28.7 GWh in 2003–04 to 103.6 GWh in 2007–08. Over the same period the estimated volume of 
greenhouse gases emitted as a result of electricity consumption ranged from a low of 2.68 million 
tonnes in of carbon dioxide equivalent (CO2-e) 2003–04 to a high of 2.94 million tonnes in 2005–
06 with levels falling over the past two years.   

Table 7.1 Estimated greenhouse gas emissions from ACT electricity consumption, 2003–04 to 2007–08 

Item 2003–04 2004–05 2005–06 2006–07 2007–08 
Electricity sold in the ACT (MWh) 2,636,776 2,716,628 2,816,479 2,823,995 2,817,869 
GreenPower sold in the ACT (MWh)a 28,692 32,444 43,463b 61,377 103,637 
Greenhouse gas producing electricity sold in the 
ACT (MWh) 

2,608,084 2,684,184 2,773,015 2,762,618 2,714,232 

Emissions intensity coefficient (t CO2-e/MWh)b 1.030 1.060 1.060 1.060 1.060 
Estimated greenhouse gas emissions arising 
from ACT electricity consumption (t CO2-e) 

2,686,327 2,845,235 2,939,396 2,928,375 2,877,086 

a Government-accredited GreenPower products. 
b Data from Department of Climate Change. 
Source: Licensed electricity utilities’ annual reports to ICRC. 

Gas consumption 

To estimate greenhouse gas emissions caused by ACT gas consumption, the Commission 
multiplies the volume of gas sold in the ACT by an emissions factor for New South Wales and 
ACT consumption of natural gas provided by the Australian Greenhouse Office and subsequently 
the Department of Climate Change.26 Two emissions factors are provided: one for large customers 
and one for small customers. 

As shown in Table 7.2, the estimated volume of greenhouse gases emitted as a result of natural gas 
consumption in the ACT in 2007–08 was 476,077 tonnes of CO2-e, an 11% increase on the 2006–
07 level. 

                                                      
25 The ACT Greenhouse Gas Abatement Scheme, established through the Electricity (Greenhouse Gas Emissions) Act 
2004, mirrors the NSW Greenhouse Gas Reduction Scheme administered by IPART. The Commission is the regulator 
of the scheme in the ACT. Further details are available on the Commission’s website (www.icrc.act.gov.au).  
26 Australian Greenhouse Office, National Greenhouse Office, Factors and methods workbook, December 2006 and 
Department of Climate Change, National greenhouse accounts (NGA) factors, January 2008. 
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Table 7.2 Estimated greenhouse gas emissions from ACT natural gas consumption, 2003–04 to 2006–07 

Item 2003–04 2004–05 2005–06 2006–07 2007–08 
Natural gas sold in the ACT (TJ) 6,639 6,525 6,857 6,503 7,216 
Natural gas sold to large customers (TJ) 295 1,893 1,490 1,041 1,826 
Emission factors—large customers (t CO2-e/TJ) 68.0 68.0 68.0 65.5 65.5 
Natural gas sold to small customers (TJ) 6,344 4,632 5,368 5,462 5,389 
Emission factors—small customers (t CO2-e/TJ) 71.3 71.3 71.3 66.1 66.1 
Estimated greenhouse gas emissions arising from 
ACT natural gas consumption (t CO2-e) 

472,387 458,986 484,037 429,232 476,077 

Note: Emission factors for 2003–04 to 2005–06 are NSW and ACT figures from Australian Greenhouse Office, Factors and methods workbook, 
December 2006, Table 2. Emissions factors for 2006–07 are from Department of Climate Change, National greenhouse accounts (NGA) factors, 
January 2008, tables 2 and 37.  
Source: Licensed gas utilities’ annual reports to ICRC; Australian Greenhouse Office/Department of Climate Change emissions factors. 

7.2.2 Consumption efficiency 

Energy consumption efficiency is both an important environmental and cost-efficiency 
consideration. The more energy required for a task (for example heating a house), the more 
greenhouse gases are released through burning fossil fuels and the greater the environmental 
impact. 

To examine the efficiency of residential energy consumption over time, it is necessary to look at 
consumption per person, rather than consumption in total; otherwise, changes in consumption 
efficiency can be hidden by population growth. As Figure 7.5 shows, between 2003–04 and 2007–
08, ACT residential annual electricity consumption per customer fell from 8.8 MWh to 8.3 MWh. 

Figure 7.5 Electricity, residential consumption per customer, ACT, 2002–03 to 2007–08 
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Source: Licensed electricity utilities’ annual reports to ICRC. 

Figure 7.6 compares electricity consumption per person across states and territories for 2006–07. It 
repeats material from the 2006–07 report. Comparative data for 2007–08 was not available at the 
time of publication and will be included in the 2008–09 report. The figure shows that average 
electricity consumption ranged from a low of 6.8 MWh per capita in Western Australia to 
20.9 MWh in Tasmania, with the ACT at 8.2 MWh per person, slightly below the Australian 
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average of 9.4 MWh. Note that the ACT figure was derived in this instance from Energy Supply 
Association of Australia data for NSW/ACT adjusted according to ABS population statistics.  

Figure 7.6 Electricity, residential electricity consumption per person (MWh), states and territories, 2006–07 
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Sources: Derived from Energy Supply Association of Australia, Electricity Gas Australia, 2008 and ABS population statistics. 

7.2.3 Electricity network losses 

Electricity networks lose energy mainly through heat generated by resistance in wires and 
transformers. From an environmental perspective, the greater the electricity network losses, the 
greater the need for more electricity to be generated to meet demand, and the greater the potential 
impact on the environment. 

Figure 7.7 summarises ActewAGL Distribution’s electricity network losses for the years 2002–03 
to 2007–08. Over the six years, network losses fluctuated between 4.4% and 5.5%. In 2007–08, 
ActewAGL Distribution’s electricity network losses were 4.4% of total network inputs—the 
lowest over the six-year period. 
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Figure 7.7 Network losses, electricity distribution, ActewAGL Distribution, 2002–03 to 2007–08 
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Source: ActewAGL Distribution’s annual reports to ICRC. 

ActewAGL Distribution is required to report annually to the Commission on the strategies it has in 
place to reduce its network losses. ActewAGL Distribution stated that the management of network 
losses was incorporated into a range of functions and strategies, including: 

• network planning, design and project assessments, which must demonstrate consideration of 
network losses 

• audits of zone substation transformer losses 

• consideration of the cost of losses when purchasing transformers (electrical losses over the life 
of a transformer is a criterion in tender assessments) 

• use of various network tariff initiatives to manage network demand and, as a result, network 
losses, by providing appropriate price signals, including 

– demand tariffs designed to improve the system’s load profile and so result indirectly in 
reduced losses 

– time-of-use residential network tariffs. 

ActewAGL Distribution also noted that demand tariffs, which are designed to improve load 
profile, may also reduce losses and that further opportunities for load profile improvements may 
become available with the introduction of interval metering in the ACT.  

7.2.4 Operation and maintenance 

Gas specification 

‘Gas specification’ is the energy content and purity of the natural gas in the pipeline. Where the 
gas is outside the specification, there are potential health and safety problems, such as the risk of 
damage to customers’ equipment. 

ActewAGL Distribution indicated that gas specification reached the maximum or minimum limits 
41 times during 2007–08, compared with 48 times in 2006–07 and 72 times in 2005–06. However, 
there was no health and safety impact on customers or damage to their equipment. 
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Gas regulator and meter replacements 

Table 7.3 shows that ActewAGL Distribution replaced 622 gas regulators in 2007–08, virtually 
unchanged on the 2006–07 level of 620 but well ahead of the levels in 2002–03 and 2003–04. 
During 2007–08 the company replaced 203 meters, a marked reduction on the level of 278 in 
2006–07. 

Table 7.3 Gas regulator and meter replacements, ActewAGL Distribution, 2002–03 to 2006–07 

 2002–03 2003–04 2004–05 2005–06 2006–07 2007–08 
Regulators replaced 445 432 602 621 620 622 
Meters replaced 313 252 281 264 278 203 

Source: ActewAGL Distribution’s annual reports to ICRC. 

Distribution network pressure 

Potential safety problems arise if the gas network operating pressure falls below the normal 
operating system minimum pressure: for example, domestic gas leaks can occur if the pressure is 
too low to maintain a pilot flame. ActewAGL Distribution indicated that distribution network 
pressure did not fall below the minimum standard for high-pressure infrastructure in 2007–08. No 
events were reported for the medium pressure system, as was also the case for 2006–07. 

Codes of practice compliance 

ActewAGL Distribution confirmed that its environmental management policies and practices were 
in line with the AG750 Environmental Code of Practice and the Australian Pipeline Industry Code 
of Practice for Pipeline Construction. 





 

Appendix 1 Regulatory framework 

ACT utilities regulatory regime 

The regulatory framework for the ACT’s utilities is established by the Utilities Act. Section 21(1) 
of the Act specifies that a person must not provide a utility service except in accordance with a 
licence (although in special circumstances the minister may exempt a person from this requirement 
by means of a disallowable instrument). 

Licences are granted subject to conditions intended to promote the objectives of the legislation, 
including service reliability and safety, consumer protection, effective competition, industry 
growth and ecological sustainability. Conditions are also imposed on utilities through industry and 
technical codes, and by any other related requirement imposed by the Commission or the 
‘technical regulator’ (the ACT Planning and Land Authority). 

The utilities licensing regime is underpinned by industry and technical codes, and guidelines that 
interpret licence conditions and/or specify what actions licensees must take to comply with licence 
conditions (for example, submitting the annual returns that inform the Commission’s compliance 
and performance reports). 

Commission’s licensing role 

The Commission holds the statutory authority to grant, vary, transfer, approve the surrender of and 
revoke licences, and to exempt a utility from compliance with a condition of its licence in relation 
to a stated activity or in stated circumstances. Decisions made under these powers were in 2007–08 
reviewable by the Administrative Appeals Tribunal. Each utility must pay an annual licence fee 
determined to be a reasonable contribution towards the costs incurred by the Commission, the 
Essential Services Consumer Council (ESCC) and the technical regulator in performing their 
statutory functions under the Utilities Act. 

The Commission’s licensing role principally involves: 

• maintaining the licence register 

• assessing applications for the grant, variation, transfer and surrender of licences 

• monitoring licensees’ compliance with the Utilities Act, licences and codes 

• determining licence fees. 

The Commission monitors and reports each year on the extent to which licensed utilities comply, 
or fail to comply, with their statutory obligations and the conditions of their licences, and on their 
performance of their licensed activities. The Commission also has extensive enforcement powers, 
especially for compliance with codes and pricing directions. Licensees may face significant 
penalties for contraventions of licence conditions. 
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Essential Services Consumer Council 

The Essential Services Consumer Council (ESCC)27 is established under Parts 11 and 12 of the 
Utilities Act. The council facilitates the resolution of complaints, may determine unresolved 
complaints, and ensures, as far as practicable, that utility services (electricity, gas, water and 
sewerage) continue to be provided to people suffering financial hardship. The ESCC also protects 
the rights of consumers under the Act, and advises the minister responsible for Part 5 of the Act 
and the ICRC on any matter relevant to its functions. 

Industry codes 

Industry codes administered by the Commission in 2007–08 were as follows. 

• Consumer Protection Code (January 2007)—This code: 

– outlines the basic rights of customers and consumers in relation to connection to and 
disconnection from a utility’s network; the supply by a utility of electricity, gas, water and 
sewerage services; and access to product and service information 

– sets out the circumstances in which a utility can interrupt, restrict or disconnect supply of a 
utility service to a customer or consumer 

– outlines particular obligations that a utility must meet in dealing with customers or 
consumers 

– outlines obligations that a marketer has in relation to the marketing of electricity and gas 
supply services 

– sets out the provisions that a utility must give effect to in its customer contracts for the 
provision of utility services. 

• Electricity Customer Transfer Code (August 2004)—This code sets out practices and 
procedures for transferring customers between electricity suppliers. The data access and 
transfer rules operate in conjunction with the National Electricity Code and the requirements 
of the National Electricity Market Management Company transfer systems that operate under 
the code. 

• Electricity Network Boundary Code (December 2000)—This code defines boundaries 
between an electricity transmission network and an electricity distribution network; connected 
electricity distribution networks; and an electricity distributor’s network and a customer’s 
premises. 

• Electricity Network Capital Contributions Code (August 2007)—This code outlines the 
principles and procedures by which an electricity distributor or an electricity supplier may 
impose a capital contribution charge, payable by a customer, for the costs incurred by the 
distributor in developing or augmenting its electricity network 

• Electricity Network Use of System Code (October 2007)—This code imposes an obligation 
on an electricity distributor and an electricity supplier to enter into a commercial agreement 
setting out the terms upon which utility services relating to the distribution of electricity are 
provided by the distributor to the supplier. 

                                                      
27 Under the Justice and Community Safety Legislation (Amendment) Act 2008 (No 2), the ESCC was renamed the 
Energy and Water Consumer Council (EWCC) in July 2008. In February 2009, the functions of the Council were 
subsumed into the ACT Civil and Administrative Tribunal (ACAT). 
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• Gas Network Boundary Code (December 2000)—This code defines the boundary between a 
gas transmission network and a gas distribution network; connected gas distribution networks; 
and a gas distributor’s network and a customer’s premises. 

• Gas Network Capital Contributions Code (August 2007)—This code outlines the principles 
and procedures by which a gas distributor or a gas supplier may impose a capital contribution 
charge, payable by a customer, for the costs incurred by the distributor in developing or 
augmenting its gas network. 

• Water and Sewerage Network Boundary Code (December 2000)—This code defines the 
boundaries between water utilities’ networks; a water utility’s network and a customer’s 
premises; sewerage utilities’ networks; and a sewerage utility’s network and a customer’s 
premises. 

• Prepayment Meter System Code (July 2006)—This code outlines the basic rights of 
customers, consumers and utilities with respect to the provision of prepayment meter systems 
that are not otherwise covered by the Consumer Protection Code.  

Technical codes 

Technical codes administered by the ACT Planning and Land Authority during 2007–08 were as 
follows. 

• Contestable Work Accreditation Code (August 2001)—This code requires each utility to 
prepare an accreditation scheme or adopt an approved accreditation scheme, and sets out those 
matters that must be included in an approved accreditation scheme. The purpose of the 
accreditation scheme is to accredit persons to undertake contestable work, such as electricity 
connection services. 

• Dam Safety Code (March 2003)—This code ensures that utilities have in place processes and 
procedures to properly manage water storage dams in order to prevent unsafe operation and/or 
failure that can in time cause loss to life and damage to property and the environment.  

• Electricity Distribution (Supply Standards) Code (December 2000)—This code prescribes 
minimum standards for the quality and reliability of electricity distributed through electricity 
networks. 

• Electricity Metering Code (August 2003)—This code sets out matters relating to electricity 
metering with which an electricity distributor must comply in providing electricity connection 
services to franchise customers and first-tier customers, and with which an electricity supplier 
must comply in providing electricity supply services to franchise customers and first-tier 
customers. 

• Electricity Service and Installation Rules Code (December 2000)—This code requires 
electricity distributors to develop service and installation rules that set out the requirements 
and associated obligations and procedures for the safe, reliable and efficient connection of 
electrical installations to an electricity network. 

• Emergency Planning Code (March 2003)—This code ensures that utilities have appropriate 
procedures, structures and arrangements for preventing, anticipating and responding to 
emergency events and potential emergency events. 
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• Gas General Metering Code (December 2000)—This code sets out rules with which gas 
distributors must comply in providing connection services to customers and with which gas 
suppliers must comply in providing supply services to customers. 

• Gas Safety and Operating Plan Code (December 2000)—This code applies to operators of 
gas transmission and gas distribution networks to ensure the safe operation and maintenance of 
the networks and quality and pressure standards for gas conveyed through the networks. 

• Management of Electricity Network Assets Code (December 2000)—This code requires 
electricity distributors to design, construct, operate and maintain their electricity networks with 
reasonable care to avoid injury to any person or property. 

• Water and Sewerage Network (Design and Maintenance) Code (December 2000)—This 
code prescribes minimum standards for the design, construction, operation and maintenance of 
water networks and sewerage networks. 

• Water and Sewerage Service and Installation Code (December 2000)—This code requires 
water utilities and sewerage utilities to develop service and installation rules setting out the 
requirements and associated obligations and procedures for the safe, reliable and efficient 
connection of a customer’s premises to a water network and a sewerage network. 

• Water Metering Code (December 2000)—This code sets out matters relating to water 
metering. 

• Water Supply and Sewerage Service Standards Code (December 2000)—This code 
prescribes minimum standards for the quality and reliability of water supply distributed 
through water networks and for the provision of sewerage services, including the removal of 
sewage from customer’s premises through sewerage networks. 
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Appendix 2 Compliance summary schedules 

The tables in this appendix summarise licensees’ annual compliance reporting returns to the 
Commission. In the case of electricity suppliers and gas suppliers, information is provided only for 
suppliers who were active in the ACT market in the 2007–08 reporting period. Neither licensees’ 
supporting documentation nor commercially sensitive information has been included. Licensees 
are invited to provide comments where appropriate, and these comments are included in the tables. 
The Commission has also made clarifying comments in square brackets in a number of instances. 
In the interests of brevity, the Commission’s instructions to licensees or prompts for additional 
information have been excluded from the tables. 

The utility groups covered in this section are: 

• electricity distribution 
• electricity supply 
• gas transmission 
• gas distribution 
• gas supply 
• water and sewerage 

Electricity distribution 

ActewAGL Distribution was the only electricity distribution licensee in the ACT in the 2007–08 
reporting period. The tables covering its compliance under the Utilities Act, its licence and 
industry and technical codes are as follows: 

Table A2.1 Utilities Act 

Table A2.2 Licence 

Table A2.3 Consumer Protection Code 

Table A2.4 Ringfencing guidelines  

Table A2.5 Electricity Network Use of System Code 
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Table A2.1 Electricity distribution, compliance under Utilities Act, ActewAGL Distribution 

Obligation/reporting requirement Response ActewAGL Distribution comments 

Obligation to connect or vary connection (s. 79) 
How many requests to connect to the licensee’s network were 
refused in 2007–08? 

Nil  

How many requests to vary a connection were refused in 
2007–08? 

Nil  

How many requests to allow an accredited third party to 
undertake a connection or variation of a connection were 
refused in 2007–08? 

Nil  

Performance of network operations (Division 7.3) 
How many times in 2007-08 did the licensee enter landholders’ 
properties to undertake network operations? 

97,218 Meter defects—454 
Outages—2,113 assumes 1 access per outage 
(73,806 customers notified) 
Access for inspections (includes trees, poles, 
lines etc.)—74,990 
Appointments—2,095 
De-energise/re-energise—10,767 
Reactive work—6,799 

Damage etc to landholders’ property (s. 108) 
What strategies does the licensee have in place to minimise 
inconvenience, detriment and damage to landholders’ property 
resulting from network operations? 

See 
comments 
column 

Procedure NSW 041 Preparation and Restoration 
of Sites outlines the requirements for site 
preparation, restoration and landscaping for all 
field works undertaken by Electricity Network's 
personnel. 
Procedure FSW 021 Customer Notification & 
Access to Customer Property outlines a 
requirement for Network's personnel to ask 
specifically for an access route through to the 
work site. 
ActewAGL uses complaint descriptions reflecting 
the type of complaints received and language 
used by complainants. The words used by the 
ICRC do not align with our categories so some 
judgmental amalgamation of our categories is 
required. To provide the numbers shown we 
amalgamated complaints about site restoration 
and damage to property. See attachment 8 from 
the ActewAGL complaints system. 

In 2007–08, how many complaints did the licensee receive 
about any inconvenience, detriment or damage to landholders’ 
property resulting from network operations? 

139  

Provision of notice to landholders to undertake network operations (ss. 109, 110) 
In 2007–08, how many complaints did the licensee receive for 
failing to give 7 days notice to landholders before performing 
network operations, tree lopping or vegetation 
clearing/trimming on landholders’ land? 

31 Our categories no/inadequate notice of work and 
entry to land 

Provision of notice to other utilities to undertake network operations (s. 111) 
In 2007–08, how many complaints did the licensee receive for 
failing to give 7 days notice to other utilities before performing 
network operations on their land that potentially affected 
network facilities under the care and management of those 
utilities? 

0  
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Obligation/reporting requirement Response ActewAGL Distribution comments 

Restoring landholders’ property after undertaking network operations (ss. 112, 113) 
In 2007–08, how many complaints did the licensee receive 
about the removal of its property and waste, or the restoration 
of affected land, after the completion of any network 
operations? 

59 Our category site restoration 

Authorised persons (Division 7.4) 
Were all authorised persons issued with photographic identity 
cards in 2007–08? 

Yes  

How are authorised persons made aware of their obligations 
and entry restrictions under the Act? 

 Upon the introduction of the Utilities Act 
comprehensive training was delivered to field 
staff concerning their obligations. Work 
Procedures have been produced to ensure that 
all work practices are consistent with the Act. Any 
issues that arise are discussed during monthly 
work group meetings. Induction training for all 
new field staff includes obligations under the 
Utilities Act. 

 

Table A2.2 Electricity distribution, compliance with licence conditions, ActewAGL Distribution 

Obligation/reporting requirement Response ActewAGL Distribution comments 

Licence compliance (cl. 7) 
Were there any material breaches of the licensee’s licence or 
any applicable law, code of practice, directions and guidelines 
in 2007–08? 

No  

Ownership/management changes (cl. 10) 

Were there any significant transfers in shareholdings (involving 
more than 50% of the shares) or changes in ownership in 
2007–08? If so please provide details 

Yes Ultimate ownership of Alinta, whose subsidiary 
owned 50% of ActewAGL, transferred to 
Singapore Power. Alinta GCA Pty Ltd has 
been renamed Jemena Networks (ACT) Pty 
Ltd. 

Emergency telephone number (schedule: cl. 1) 
Did the licensee maintain a 24-hour emergency telephone 
service at all times during 2007–08? 

Yes  

How are customers and the public informed of the service?   13 10 93 Faults and Emergencies Call Centre 
Through white and yellow pages, customer 
connection contracts, ActewAGL website, 
account bills, mail outs, brochures 

Environmental strategies (schedule: cl. 2) 
Please provide details of strategies employed to reduce the 
licensee’s network losses and greenhouse gas emissions 
attributable to network operations. 

See comments 
column 

See the attached Environment Action Plan 
2006–07. (Attachment 1). The Sustainability 
Report and the Greenhouse Challenge Report 
are currently being prepared and will be 
available if requested by the ICRC once 
completed 
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Table A2.3  Electricity distribution, compliance with Consumer Protection Code, ActewAGL Distribution 

Obligation/reporting requirement Response ActewAGL Distribution comments 

Complaints handling (cl. 6) 
Does the licensee have in place complaints handling 
procedures that: 

  

• enable the consumer to have their complaint considered 
by a senior employee if not satisfied with the handling of 
their complaint? 

Yes  

• deal with complaints against an agent of the licensee? Yes  
• deal with the resolution of disputes between the licensee 

and consumers? 
Yes  

• comply with the relevant Australian Standard? Yes  
How and when are consumers advised of the licensee’s 
complaints handling procedures? 

 Distributor's initial contact with customers is via the 
retailer. We have a website reference to complaint 
process. A customer rights booklet is issued to new 
customers via ActewAGL Retail as part of a 
welcome pack. Complaints contact number listed is 
on accounts. In more detail upon making a 
complaint. 

How and when are customers advised of their right to 
complain to the Essential Services Consumer Council? 

 Website. Customer rights booklet issued via 
ActewAGL Retail when first a customer. In 
acknowledging receipt of complaints. In giving final 
response to complaints. 

How long are complaints records held after the resolution of 
complaints? 

More than 
three years 

 

Summary of consumer and utility rights (cl. 9) 
Provide a copy of the licensee’s statement summarising the 
rights of a consumer and the licensee under the Utilities Act, 
the Consumer Protection Code and the relevant customer 
contract.  

 http://www.actewagl.com.au/home/yourRights.aspx 

Is the summary available in: the 5 most common non-English 
languages used in the Territory; and large print? 

Upon request Relevant staff cannot recall anyone having ever 
asked for a copy of a foreign language version or a 
large print version. But if requested, it will be 
supplied. 

Is a copy of the summary included in the customer’s first 
account? 

Yes Included with a welcome pack. First account might 
take up to 3 months. 

Customer payment options (cl. 13.7) 
What methods of payment are available to customers to pay 
a customer account? 

Electricity 
Distribution 
has no direct 
relationship 
with 
customers. 
Payments 
are made via 
the tax 
invoices 
issued by 
ActewAGL 
Retail. 

Payments can be receipted via: 
Australia Post, phone pay by credit card, 
Centrelink, Bpay, Coles/Myer, direct debit, mail, 
over the counter at an ActewAGL or Energy Shops 
or eBusiness. 
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Obligation/reporting requirement Response ActewAGL Distribution comments 

Customer connection times (schedule: performance standard 1) 
In 2007–08, how many customer connections failed to meet 
the performance standards specified in the Consumer 
Protection Code? 

Nil  

Responding to complaints (schedule: performance standard 3) 
1. How many consumer complaints did the licensee receive 
in 2007–08? 

760  

2. How many were acknowledged within 10 business days?  752 99% 
3. How many were responded to within 20 business days? 718 94%. Compliance is probably higher than shown. 

Our software counts weekdays and does not allow 
extra time for a complaint that bridges public 
holidays. 

Responding to notifications about network problems or concerns (schedule: performance standards 4 and 7) 
1. How many notifications of network problems or concerns 
about the licensee’s network did the licensee receive in 
2007–08?  

6,796  

2. How many notifications related to damage or harm to, or 
fault with, the licensee’s network that was likely to affect 
public health, or caused or potentially caused substantial 
damage or harm to a person or property? 

105  

3. Of the notifications referred to in 2, how many responses 
were not made within 6 hours?  

7  

4. How many notifications related to other problems or 
concerns that were not likely to affect public health, or cause 
or potentially cause substantial damage or harm to a person 
or property? 

6,891  

5. Of the notifications referred to in 4, how many responses 
were not made within 48 hours? 

10  

6. Of the notifications referred to in 4, how many problems or 
concerns were not resolved in the time specified in the 
response? 

N/A There is no mandated time frame specified for 
reactive works. 

Planned interruptions (schedule: performance standard 5) 
How many planned interruptions to services were there in 
2007–08? 

1,468  

How many instances were there where the licensee did not 
provide at least 2 days’ notice of a planned interruption to 
each premises affected? 

589 Work is only undertaken with <2 days notice in the 
case of urgent repairs and maintenance 

How many instances were there where supply was not 
restored within 12 hours of the initial interruption? 

7 1 (one): Upgrade substation and consumer supply 
6 (six): Customer initiated to access their 
equipment/supplies. 

Unplanned interruptions (schedule: performance standard 6) 
How many unplanned interruptions to services were there in 
2007–08? 

700  

In how many instances was supply not restored within 
12 hours of the initial interruption 

4 Repairs to damaged LV cable 
Isolate consumer's main switchboard after internal 
fault 
Isolate building due to flooded damage 
Fault on 22kV line required several spans to be re-
conductored and two installations to be inspected. 

Table continues 

Table A2.3 continued 
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Obligation/reporting requirement Response ActewAGL Distribution comments 

Obligation to pay rebate for non-compliance (cl. 11.2)   
How many claims for a rebate for failing to meet the 
performance standards specified in the schedule to the 
Consumer Protection Code did the licensee receive during 
2007–08? 

1  

How many rebates did the licensee pay customers in 
2007–08? 

59  

What was the nature of the incidents?  Most were no / inadequate notice of outage. For 10 or 
so, outage ran overtime. 1, connection took too long. 

What was the total value of the rebates paid? ($) $4,700  

 

Table A2.4 Electricity distribution, compliance with Ring Fencing Guidelines, ActewAGL Distribution 

Obligation/reporting requirement Response ActewAGL Distribution comments 

Ring Fencing Guidelines (cl. 3.1)  
Provide copies of the licensee’s ring fencing policies and 
procedures. 

Please refer to 
attachments 

DM5 #174056 (Attachment 9), 174057 
(Attachment 10) and 220562 (Attachment 
11) emailed to ICRC staff on 18 September 
2008. 

What measures are taken to ensure that: 
• staff are aware of the licensee’s ring fencing policies and 

procedures? 
• the licensee’s ring fencing policies and procedures are 

adhered to? 

 Staff code of conduct covers obligation to 
observe ring fencing guidelines. Covered in 
induction training. Periodic reminders via 
staff newsletter. 

Where any breaches detected of the licensees’ obligations 
with respect to: 

 There is high level of staff awareness and 
potential ring fencing issues are raised from 
time to time for consideration as to whether 
proposed action might breach, or whether 
past action has breached, ring fencing 
obligations. Four such matters were added 
to the ring fencing register in the 07–08 
year. None of them was a breach. 

• cost allocation No 
• protection of customer information No 
• protection of information obtained    by the licensee No 
• staff separation No 
• dealing with related businesses No 
• marketing? No 
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Table A2.5 Electricity distribution, compliance with Electricity Network Use of System (NUoS) Code, 
ActewAGL Distribution 

Obligation/reporting requirement Response ActewAGL Distribution comments  

Requirement to negotiate an NUoS agreement 
As at 30 June 2008, which electricity suppliers were party to 
the NUoS agreement? 
 

 ActewAGL Retail  
AGL Sales  
Country Energy  
EnergyOne  
Powerdirect Australia  
Integral Energy  
Red Energy  
Sun Retail  
TRUenergy 

 

Electricity suppliers 

Seventeen utilities were licensed to supply electricity in the ACT in 2007–08: 13 were active and 
four were non-active during the year. The following tables contain information about the active 
suppliers only. 

For legibility, each compliance table has been split into two: the first in each pair covers suppliers 
alphabetically from ActewAGL Retail to Integral Energy; the second, Origin Energy to 
TRUenergy Yallourn. The tables covering suppliers’ compliance under the Utilities Act, their 
licences and industry and technical codes are as follows: 

Tables A2.6 and A2.7 Utilities Act 

Tables A2.8 and A2.9 Licences 

Tables A2.10 and A2.11 Consumer Protection Code 

Tables 2.12 and 2.13 Electricity Network Use of System (NUoS) Code 

Tables A2.14 and A2.15 Prepayment Meter System Code 
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Table A2.6 Compliance with obligations under Utilities Act, 2007–08, electricity suppliers—ActewAGL Retail to Integral Energy 

Reporting requirement ActewAGL Retail AGL Sales Pty Ltd AGL Sales Qld Aurora Energy Country Energy EnergyAustralia Integral Energy 

1.1 Obligation to supply—Section 80—Suppliers of franchise customers only 
How many requests for supply from franchise 
customers were refused in 2007–08? 

0 NA NA NA NA NA NA—no franchise 
customers in ACT 

If any, what percentage of the total requests 
for supply does this represent? 

       

What are the reasons for any refusals?        

1.2 Discrimination against users of alternative energy services—section 102(1) 
How many requests for supply did the licensee 
receive from users or suppliers of alternative 
energy services in 2007–08? 

226 0 0 0 0 0 Nil 

How many requests were refused, and why? 0 NA NA NA 0 0 Nil 

In how many instances was supply provided 
on terms less advantageous than the terms of 
supply of other customers in the same 
category class? 

0       

NA = not applicable. 
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Table A2.7 Compliance with obligations under the Utilities Act, 2007–08, electricity suppliers—Origin Energy to TRUenergy Yallourn 

Reporting requirement Origin Energy Powerdirect Pty Ltd Red Energy Pty Ltd Sun Retail TRUenergy TRUenergy Yallourn 

1.1 Obligation to supply—Section 80—Suppliers of franchise customers only 
How many requests for supply from franchise 
customers were refused in 2007–08? 

NA NA NA NA 0 NA 

If any, what percentage of the total requests 
for supply does this represent? 
 

      

What are the reasons for any refusals?       

1.2 Discrimination against users of alternative energy services—section 102(1) 
How many requests for supply did the 
licensee receive from users or suppliers of 
alternative energy services in 2007–08? 

Nil 0 Nil Nil 0 0 

How many requests were refused, and why? 0 NA NA Nil 0 NA 

In how many instances was supply provided 
on terms less advantageous than the terms of 
supply of other customers in the same 
category class? 

0      

NA = not applicable 
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Table A2.8 Compliance with licence conditions, 2007–08, electricity suppliers—ActewAGL Retail to Integral Energy 

Reporting requirement ActewAGL Retail AGL Sales Pty Ltd AGL Sales Qld Aurora Energy Country Energy EnergyAustralia Integral Energy 

2.1 Licence compliance—clause 7 
Were there any material breaches of the 
licensee’s licence or any applicable law, code 
of practice, directions and guidelines in 2007–
08? 

No No No No No No No 

If yes, was the ICRC notified of the breaches?        

If not, provide details.        

2.2 Ownership/management changes—clause 10 
Were there any significant transfers in 
shareholdings (involving more than 50% of the 
shares) or changes in ownership in 2007–08? 

No No No No No No No 

If so, provide details.        

2.3 National Electricity Market registration—Schedule to licence: Clause 1 
Did the licensee hold, directly, or by an agent, 
a registration with NEMMCO at all times in 
2007–08? 

Yes Yes Yes Yes No Yes Yes 

Specify which. Intending participant Directly Directly     
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Reporting requirement ActewAGL Retail AGL Sales Pty Ltd AGL Sales Qld Aurora Energy Country Energy EnergyAustralia Integral Energy 

2.4 Environmental strategies—Schedule: Clause 3 (clause 4 for suppliers of franchise customers) 
How do the licensee’s environmental 
strategies: 
• facilitate programs whereby customers 

can, by subscribing to a particular scheme 
or tariff, support energy generation projects 
that reduce greenhouse gas emissions 

• facilitate buyback arrangements whereby 
excess electricity produced by standalone 
greenhouse friendly systems operated by 
customers can be fed into the grid 

• provide customers with information which 
enables them to better manage their 
energy use, e.g. through billing systems 

• promote energy management by 
customers in the commercial and industrial 
sectors? 

Extensive 
comments provided 

Extensive 
comments provided 

Adopts same 
environmental 
strategies as AGL 

Extensive 
comments provided 

Extensive 
comments provided 

Extensive 
comments provided 

Extensive 
comments provided 

How many ACT customers did the licensee 
have at 30 June 2008 who were purchasing 
electricity through a government-approved and 
accredited GreenPower product? (Include all 
customers who were purchasing any 
proportion of their consumption through such a 
scheme) 

       

What was the total volume of electricity sold to 
customers through government approved and 
accredited GreenPower products in 2007–08?  

       

Give details of the sources of generation of 
electricity (e.g. wind, biomass, landfill gas) 
supplied to ACT customers and approximate 
percentage of energy purchased from each 
source. 

Wind, 95%; 
biomass, 5% 

Details provided NA Aurora green 
sourced from a wind 
generator 

Details provided Data not available Wind, hydro, 
biomass, solar 
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Table A2.9 Compliance with licence conditions, 2007–08, electricity suppliers—Origin Energy to TRUenergy Yallourn 

Reporting requirement Origin Energy Powerdirect Pty Ltd Red Energy Pty Ltd Sun Retail TRUenergy TRUenergy Yallourn 

2.1 Licence compliance—clause 7 
Were there any material breaches of the 
licensee’s licence or any applicable law, code of 
practice, directions and guidelines in 2007–08? 
If yes, was the ICRC notified of the breaches? 
If not, provide details. 

Nil No No No No No 

2.2 Ownership/management changes—clause 10 
Were there any significant transfers in 
shareholdings (involving more than 50% of the 
shares) or changes in ownership in 2007–08? 

Nil No No Yes No No 

If so, provide details    Sun Retail was 
purchased by Origin 
Energy in February 
2007 

  

2.3 National Electricity Market registration—Schedule to licence: Clause 1 
Did the licensee hold, directly, or by an agent, a 
registration with NEMMCO at all times in 2007–
08? 

Yes Yes Yes Yes Yes Yes 

Specify which.  Directly Directly Directly Directly with NEMMCO Directly with NEMMCO 
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2.4 Environmental strategies—Schedule: Clause 3 (clause 4 for suppliers of franchise customers) 
How do the licensee’s environmental strategies: 
• facilitate programs whereby customers can, 

by subscribing to a particular scheme or 
tariff, support energy generation projects that 
reduce greenhouse gas emissions 

• facilitate buyback arrangements whereby 
excess electricity produced by standalone 
greenhouse friendly systems operated by 
customers can be fed into the grid 

• provide customers with information which 
enables them to better manage their energy 
use, e.g through billing systems 

• promote energy management by customers 
in the commercial and industrial sectors? 

Extensive comments 
provided 

Powerdirect is a wholly 
owned subsidiary of 
AGL and adopts the 
environmental 
strategies of AGL 

Customers offered 
hydro renewable energy 

Refer Origin Energy 
report 

Extensive comments 
provided 

Extensive comments 
provided 

How many ACT customers did the licensee 
have at 30 June 2008 who were purchasing 
electricity through a government-approved and 
accredited GreenPower product? (Include all 
customers who were purchasing any proportion 
of their consumption through such a scheme) 

      

What was the total volume of electricity sold to 
customers through government approved and 
accredited GreenPower products during 2007–
08?  

      

Provide details of the sources of generation of 
electricity (e.g. wind, biomass, landfill gas) 
supplied to ACT customers and an approximate 
percentage of energy purchased from each 
source. 
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Table A2.10 Compliance with obligations under the Consumer Protection Code, 2007–08, electricity suppliers—ActewAGL Retail to Integral Energy 

Reporting requirement ActewAGL Retail AGL Sales Pty Ltd AGL Sales Qld Aurora Energy Country Energy EnergyAustralia Integral Energy 

3.1 Complaints handling—clause 6 
Does the licensee have in place complaints 
handling procedures that: 

       

• enable the consumer to have their 
complaint considered by a senior employee 
if not satisfied with the handling of their 
complaint 

Yes Yes NA (large customers 
have account 
managers who liaise 
direct if there are 
any issues) 

Yes Yes Yes Yes 

• dealt with complaints against an agent of 
the licensee 

Yes Yes Yes Yes Yes NA 

• deal with the resolution of disputes 
between the licensee and consumers 

Yes Yes Yes Yes Yes Yes 

• comply with the relevant Australian 
Standard (AS ISO 100002-2006) 

Yes Yes Yes Yes Yes Yes 

How and when are consumers advised of the 
licensee’s complaints handling procedures? 

Website, customer 
welcome pack, 
when making 
complaints 

Contract documents NA Included in 
negotiated contract 

In initial response to 
complaint and in 
contract 

Included in contract Included in offer 

How and when are consumers advised of their 
right to complain to the Essential Services 
Consumer Council? 

As above NA Via account 
managers 

Advised by letter In final decision on 
complaint 

Advised in contract Dealt with when 
complaint occurs 

How long are complaints records held after the 
resolution of complaints? 

More than three 
years 

Duration of contract 
as specified in Code 

Via account 
managers 

All details retained Indefinitely Held indefinitely At least 7 years 
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Reporting requirement ActewAGL Retail AGL Sales Pty Ltd AGL Sales Qld Aurora Energy Country Energy EnergyAustralia Integral Energy 

3.2 Summary of consumer and utility rights—clause 9 
Please provide a copy of the licensee’s 
statement summarising the rights of a 
consumer and the licensee under the Utilities 
Act, the Consumer Protection Code and the 
relevant customer contract. 

Websites provided NA AGL Sales Qld have 
only large 
customers in the 
ACT 

NA—Aurora only 
retail to large non-
franchise customers 

NA NA NA 

Is the summary available in: 
• the 5 most common non-English languages 

in the Territory 
• large print 

Will be provided if 
requested 

NA NA NA NA NA NA 

Is a copy of the summary included in the 
customer’s first account or earlier? 

Yes NA NA NA NA NA NA 

If no summary is provided, have alternative 
arrangements been agreed with large, non-
franchise customers? 

Yes NA Yes Yes NA NA Yes—covered by 
contracts 

3.3 Customer payment options—Clause 13.7 
What methods of payment are available to 
customers to pay a customer account? 

       

3.4 Responding to complaints—Schedule 1: performance standard 3 
1. How many consumer/customer 

complaints did the licensee receive in 
2007–08? 

1,321 NA NA 0 1 49 Nil 

2. How many were acknowledged within 
10 business days? 

1,095 NA NA NA 1 n.a. NA 

3. How many were responded to within 
20 business days? 

908 NA NA NA 1 n.a. NA 

Table continues 
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Table A2.10 continued 

3.5 Obligation to pay rebate for non-compliance—Clause 11.2 
How many claims for a rebate for failing to 
meet the performance standards specified in 
the schedule to the Consumer Protection code 
did the licensee receive during 2007–08? 

3 None NA NA 0 0 Nil 

How many rebates did the licensee pay 
customers in 2007–08? 

11 0 NA NA 0 0 Nil 

What was the nature of the incidents? Late response to 
complaints 

NA NA NA NA NA Nil incidents 

What was the total value of the rebates 
paid ($) 

$220 $0 $0 NA NA $0 $0 

3.6 Obligations of marketer—Clause 29.1 
What strategies does the licensee use to 
ensure that a marketer: 
• understands and complies with the 

obligations under Part 5 of the Consumer 
Protection Code and all applicable laws 

• has product knowledge, including 
knowledge about tariffs, billing procedures, 
payment options, and redress available to 
consumers experiencing financial hardship 

• understands and is able to explain all offers 
made to consumers 

• understands what is misleading, deceptive 
and unconscionable conduct. 

Please provide details. 

Training and 
monitoring 

NA None 
Does not market in 
ACT 

NA NA 
CE has not been 
actively marketing in 
ACT in reporting 
period 

Extensive 
comments provided 

NA 

Reporting requirement ActewAGL Retail AGL Sales Pty Ltd AGL Sales Qld Aurora Energy Country Energy EnergyAustralia Integral Energy 
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3.7 Obligations of utility—clause 29.2(2) 
Has the licensee obtained written statements 
of compliance with Part 5 of the Consumer 
Protection Code and all applicable laws from 
the marketer in those instances where the 
marketer introduced a consumer to the 
licensee, or arranged or facilitated a supply 
arrangement on behalf of the licensee? 

Yes NA NA NA NA NA NA 

3.8 Contact with consumers—clause 30.2(1) 
How does the licensee ensure that were a 
marketer makes personal contact with 
consumers, either at a consumer’s premises 
or outside a consumer’s premises, that the 
marketer displays an identity card that shows: 

 NA NA NA NA Extensive 
comments provided 

NA 

1. the marketer’s full name, and the name 
of the utility that the marketer represents; 
and 

Yes 

2. where a marketer is not a utility, the 
name of the company that the marketer 
works for. 

Yes 

Note: The Consumer Protection Code obligations apply to all utilities, including utilities that provide services to large non-franchise customers (greater or equal to 100 MWh per year) unless such utilities have agreed terms and conditions 
other than those specified in the code. 
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Table A2.11 Compliance with obligations under the Consumer Protection Code, 2007–08, electricity suppliers—Origin Energy to TRUenergy Yallourn 

Reporting requirement Origin Energy Powerdirect Pty Ltd Red Energy Pty Ltd Sun Retail TRUenergy TRUenergy Yallourn 

3.1 Complaints handling—clause 6 
Does the licensee have in place complaints 
handling procedures that: 

     Provides to large 
customers only and 
engaged into agreed 
terms and conditions 

• enable the consumer to have their 
complaint considered by a senior employee 
if not satisfied with the handling of their 
complaint 

Yes Yes Yes Yes Comply 

• dealt with complaints against an agent of 
the licensee 

Yes Yes Yes Yes Comply 

• deal with the resolution of disputes 
between the licensee and consumers 

Yes Yes Yes Yes Comply 

• comply with the relevant Australian 
Standard (AS ISO 100002-2006) 

Yes Yes Yes Yes Comply 

How and when are consumers advised of the 
licensee’s complaints handling procedures? 

Advised by account 
manager and outlined 
in customer contract 

 When agreement made Advised by account 
manager 

Customers can view on 
website or call contact 
centre to find out more 

NA 

How and when are consumers advised of their 
right to complain to the Essential Services 
Consumer Council? 

As above  As above As above NA 

How long are complaints records held after the 
resolution of complaints? 

Indefinite  Indefinite Indefinite 7 years NA 

3.2 Summary of consumer and utility rights—clause 9 
Please provide a copy of the licensee’s 
statement summarising the rights of a 
consumer and the licensee under the Utilities 
Act, the Consumer Protection Code and the 
relevant customer contract. 

NA None No NA Statements provided Provides to large 
customers only and 
engaged into agreed 
terms and conditions 

Is the summary available in: 
• the 5 most common non-English languages 

in the Territory 
• large print 

NA NA NA NA Yes NA 
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Reporting requirement Origin Energy Powerdirect Pty Ltd Red Energy Pty Ltd Sun Retail TRUenergy TRUenergy Yallourn 
Is a copy of the summary included in the 
customer’s first account or earlier? 

NA NA NA NA Yes NA 

If no summary is provided, have alternative 
arrangements been agreed with large, non-
franchise customers? 

NA NA NA NA NA NA 

3.3 Customer payment options—clause 13.7 
What methods of payment are available to 
customers to pay a customer account? 

      

3.4 Responding to complaints—Schedule 1: performance standard 3 
1. How many consumer/customer complaints 
did the licensee receive in 2007–08? 

Nil 2 Nil Nil 28 0 

2. How many were acknowledged within 
10 business days? 

Nil 2 NA NA 25 NA 

3. How many were responded to within 
20 business days? 

Nil 2 NA NA 28 NA 

Table continues 
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Table A2.11 continued 

Reporting requirement Origin Energy Powerdirect Pty Ltd Red Energy Pty Ltd Sun Retail TRUenergy TRUenergy Yallourn 

3.5 Obligation to pay rebate for non-compliance—clause 11.2 
How many claims for a rebate for failing to 
meet the performance standards specified in 
the schedule to the Consumer Protection code 
did the licensee receive during 2007–08? 

Nil Nil NA NA NA NA 

How many rebates did the licensee pay 
customers in 2007–08? 

Nil NA NA NA 0 

What was the nature of the incidents? Nil NA NA NA NA 
What was the total value of the rebates paid 
($) 

Nil NA NA NA NA 

3.6 Obligations of marketer—clause 29.1 
What strategies does the licensee use to 
ensure that a marketer: 
• understands and complies with the 

obligations under Part 5 of the Consumer 
Protection Code and all applicable laws 

• has product knowledge, including 
knowledge about tariffs, billing procedures, 
payment options, and redress available to 
consumers experiencing financial hardship 

• understands and is able to explain all offers 
made to consumers 

• understands what is misleading, deceptive 
and unconscionable conduct. 

Please provide details. 

NA None NA NA Extensive comments 
provided 

NA 
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Reporting requirement Origin Energy Powerdirect Pty Ltd Red Energy Pty Ltd Sun Retail TRUenergy TRUenergy Yallourn 

3.7 Obligations of utility—clause 29.2(2) 
Has the licensee obtained written statements 
of compliance with Part 5 of the Consumer 
Protection Code and all applicable laws from 
the marketer in those instances where the 
marketer introduced a consumer to the 
licensee, or arranged or facilitated a supply 
arrangement on behalf of the licensee? 

NA No NA NA Yes NA 

3.8 Contact with consumers—clause 30.2(1) 
How does the licensee ensure that were a 
marketer makes personal contact with 
consumers, either at a consumer’s premises 
or outside a consumer’s premises, that the 
marketer displays an identity card that shows: 

NA NA NA NA Yes, ID badges worn NA 

1. the marketer’s full name, and the name 
of the utility that the marketer represents; 
and 

2. where a marketer is not a utility, the 
name of the company that the marketer 
works for. 

Note: The Consumer Protection Code obligations apply to all utilities, including utilities that provide services to large non-franchise customers (greater or equal to 100 MWh per year) unless such utilities have agreed terms and conditions 
other than those specified in the code.





 

Table A2.12 Compliance with obligations under the Electricity Network Use of System Code, 2007–08, 
electricity suppliers—ActewAGL Retail to Integral Energy 

Reporting 
requirement 

ActewAGL 
Retail 

AGL 
Sales 
Pty Ltd 

AGL 
Sales Qld 

Aurora 
Energy 

Country 
Energy 

EnergyAustralia Integral 
Energy 

4.1 Requirement to negotiate a NUoS Agreement 
As at 30 June 2008, 
was the licensee a 
party to a Network 
Use of System 
(NUoS) agreement 
with the ACT’s 
electricity distributor 
(ActewAGL 
Distribution)? 

Yes Yes Default 
NUoS 

Yes—
NUoS 
under 
review 

Yes Default NUoS Yes 

 

Table A2.13 Compliance with obligations under the Electricity Network Use of System Code, 2007–08, 
electricity suppliers—Origin Energy to TRUenergy Yallourn 

Reporting 
requirement 

Origin Energy Powerdirect 
Pty Ltd 

Red Energy 
Pty Ltd 

Sun Retail TRUenergy TRUenergy 
Yallourn 

4.1 Requirement to negotiate a NUoS Agreement 
As at 30 June 2008, 
was the licensee a 
party to a Network Use 
of System (NUoS) 
agreement with the 
ACT’s electricity 
distributor (ActewAGL 
Distribution)? 

No. 
Currently 
negotiating 
terms of NUoS 
with 
ActewAGL 

Default NUoS Yes Yes Yes Yes—direct 
with NEMMCO 

 

Table A2.14 Compliance with obligations under the Prepayment Meter System Code, 2007–08, electricity 
suppliers—ActewAGL Retail to Integral Energy 

Reporting 
requirement 

ActewAGL 
Retail 

AGL 
Sales 
Pty Ltd 

AGL 
Sales 
Qld 

Aurora 
Energy 

Country 
Energy 

EnergyAustralia Integral 
Energy 

Clause 3.5.6.3 
Is the licensee 
supplying any small 
customers through 
prepayment meters? 
If so, have the 
quarterly reports to 
ICRC covering the 
matters required 
under the 
Prepayment Meter 
System Code been 
provided? 

No No No No No No NA 

NA = Not applicable 
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Table A2.15 Compliance with obligations under the Prepayment Meter System Code, 2007–08, electricity 
suppliers—Origin Energy to TRUenergy Yallourn 

Reporting 
requirement 

Origin 
Energy 

Powerdirect 
Pty Ltd 

Red Energy 
Pty Ltd 

Sun Retail TRUenergy TRUenergy 
Yallourn 

Clause 3.5.6.3 
Is the licensee 
supplying any small 
customers through 
prepayment meters? 
If so, have the quarterly 
reports to ICRC 
covering the matters 
required under the 
Prepayment Meter 
System Code been 
provided? 

NA No No No No No 

NA = Not applicable 

Gas transmission 

East Australian Pipeline Limited (EAPL) was the only gas transmission licensee in the ACT 
during the 2007–08 reporting period. Table A2.16 covers its compliance under the Utilities Act; 
table A2.17, its compliance with its licence conditions.  
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Table A2.16 Gas transmission, compliance under Utilities Act, EAPL 

Obligation Response Comments 

Performance of network operations (Division 7.3) 
How many times in 2007–08 did the licensee enter landholders’ 
properties to undertake network operations? 

0 Transmission pipelines are situated 
within the boundaries of easement 
and are regularly patrolled by both 
land and aerial. Any required 
activities to the network do not 
require entry to landowners' 
properties. 

Damage etc to landholders’ property (s. 108) 
What strategies does the licensee have in place to minimise 
inconvenience, detriment and damage to landholders’ property resulting 
from network operations? 
In 2007–08, how many complaints did the licensee receive about any 
inconvenience, detriment or damage to landholders’ property resulting 
from network operations? 

0 Documented procedures: 
Consultation and Notification 
Rehabilitation and Restoration 
Complaints Handling 

Provision of notice to landholders to undertake network operations (ss. 109, 110) 
In 2007–08, how many complaints did the licensee receive for failing to 
give 7 days notice to landholders before performing network operations, 
or vegetation clearing/trimming on their land?  

0 Nil 

Provision of notice to other utilities to undertake network operations (s. 111) 
In 2007–08, how many complaints did the licensee receive for failing to 
give 7 days notice to other utilities before performing network operations 
on their land that potentially affected network facilities under the care 
and management of those utilities? 

0 Nil 

Restoring landholders’ property after undertaking network operations (ss. 112, 113) 
In 2007–08, how many complaints did the licensee receive about the 
removal of its property and waste, or the restoration of affected land, 
after the completion of any network operations? 

0 Nil 

Authorised persons (Division 7.4) 
Were all authorised persons issued with photographic identity cards in 
2007–08? 

No Currently reviewing requirements 

How are authorised persons made aware of their obligations and entry 
restrictions under the Act? 

Pipeline patrol 
officers are 
required to 
undergo formal 
induction and 
training in 
APA’s 
procedures 
and legislative 
options. 
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Table A2.17 Gas transmission, compliance under licence conditions, EAPL 

Obligation Response Comments 

Licence compliance (cl. 7) 
Where there any material breaches of the licensee’s licence or any applicable law, code 
of practice, directions and guidelines in 2007–08 
Was the ICRC notified of all material breaches of the licensee’s licence or any 
applicable law, code of practice, directions and guidelines in 
2007–08? 

No 
 

 

Ownership/management changes (cl. 10) 
Were there any significant transfers in shareholdings (involving more than 50% of the 
shares) or changes in ownership in 2007–08? 

No  

Emergency telephone services (schedule: cl. 1) 
Did the licensee maintain a 24-hour emergency telephone service at all times during 
2007–08? 

Yes 1800 020 584 

How are customers and the public informed of the service?  Pipeline markers are placed 
along the transmission 
pipeline easement. All 
landowners are notified in 
writing 

Environmental management (schedule: cl. 2) 
Are the licensee’s environmental management objectives, policies and practices in line 
with Part B of the Australian Pipeline Industry Association Code of Environmental 
Practice? 

Yes  

Annual reporting (schedule: cl. 3) 
What was the quantity of gas transferred from the gas transmission network to the gas 
distribution network at the North Watson Custody Transfer Station for 2007–08? (TJ) 

4,247.028  

How many restrictions or interruptions to the supply of gas delivered to the gas 
distribution network at the North Watson Custody Transfer Station were there in 2007–
08? 

Nil  

How many incidents were there in 2007–08 that affected that section of the gas 
transmission network located in the Territory? 

Yes  

Did the licensee conduct any emergency simulations in 2007–08?  Simulation was 
conducted on the MSP in 
January 2008 in the MW 
30 area. Emergency 
response procedure was 
also tested on the Wagga 
lateral 11/12/07 

Did the licensee conduct any periodic reviews or assessments during 2007–08? External 
audit 
conducted 
May 2008 

SAOP audit conducted 
findings and actions 
attached. (material 
provided to ICRC) 

Were there any reported third party hits in 2007–08 that touched the pipeline/coating? No  
What was the number and duration of instances when the pipeline pressure exceeded 
the MAOP and/or temperature exceeded the limits set by the pipeline design? 

0  

What was the overall effectiveness of controls for the pipeline, including major 
corrective actions (number, type of action and location) arising from: 

  

• patrols? Effective No further action required 
• cathodic protection surveys? Effective No further action required 
• coating defect surveys? Effective No further action required 
How many calls were referred to the licensee from a One Call System? 8  
How many of these required supervision at the site (standbys)? 3  
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Obligation Response Comments 
How many third party activities were detected (within 10 metres each side of the 
pipeline) that did not call the One Call System? 

0  

How many patrols, cathodic protection and coating defect surveys were: 
• specified in the maintenance schedule? 
• carried out during the reporting period 

26 Aerial surveillance 
1 Cathodic protection 
1 Intelligent pigging 

How many excavations were carried out (including those carried out in response to third 
party damage)? 
How many excavations were carried out in response to third party damage? 

0  

Landowner liaison 
  

What proportion of all new landowners was contacted during the 12-month reporting 
period? 

0 There were no new 
landowners during the 
reporting period 

What proportion of existing landowners were contacted during this period? All 63 landowners were 
contacted during the 
reporting period 

What was the content of the liaison with landowners, including details of the message?  New company 
information and reiterate 
emergency and general 
contact numbers 

How were landholders contacted? All 100% contacted by letter 
What was the total number of third party activities:   
• Within 10m each side of the pipeline? 0  
• Supervised at site (standbys)? 0  

 

Gas distribution 

ActewAGL Distribution was the only gas distribution licensee in the ACT during the 2007–08 
reporting period. The following tables give details of its compliance under the Utilities Act and 
relevant codes:  

Table A2.18—Utilities Act 

Table A2.19—licence conditions 

Tables A2.20 and A2.21—Consumer Protection Code 

Table A2.22—Ring Fencing Guidelines. 
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Table A2.18 Gas distribution, compliance with Utilities Act, ActewAGL Distribution 

Obligation Response ActewAGL Distribution comments 

Obligation to connect or vary connection (ss. 31, 81) 
How many requests to connect to the licensee’s network were refused 
in 2007–08? 

0 No connection to the Network is refused, 
however a contribution may be required if 
customer is not on line of main. How many requests to vary a connection were refused in 2007–08? 0 

Performance of network operations (Division 7.3) 
How many times in 2007–08 did the licensee enter landholders’ 
properties to undertake network operations? 

1,208  

Damage etc to landholders’ property (s. 108) 
What strategies does the licensee have in place to minimise 
inconvenience, detriment and damage to landholders’ property resulting 
from network operations? 

 Operations and Construction Field 
Manuals and procedures. 
Authorised and trained officers. 
 In 2007–08, how many complaints did the licensee receive about any 

inconvenience, detriment or damage to landholders’ property resulting 
from network operations? 

1 

Provision of notice to landholders to undertake network operations (ss. 109, 110) 
In 2007–08, how many complaints did the licensee receive for failing to 
give 7 days notice to landholders before performing network operations, 
or vegetation clearing/trimming on their land? 

1  

Provision of notice to other utilities to undertake network operations (s. 111) 
2007–08, how many complaints did the licensee receive for failing to 
give 7 days notice to other utilities before performing network 
operations on their land that potentially affected network facilities under 
the care and management of those utilities? 

0  

Restoring landholders’ property after undertaking network operations (ss. 112, 113) 
In 2007–08, how many complaints did the licensee receive about the 
removal of its property and waste, or the restoration of affected land, 
after the completion of any network operations? 

7  

Authorised persons (Division 7.4) 
Were all authorised persons issued with photographic identity cards in 
2007–08? 
How are authorised persons made aware of their obligations and entry 
restrictions under the Act? 

Yes Yes. 
Part of Operations and Construction Field 
Manuals and procedures. 
Induction and ongoing annual training is 
provided. 

 

102 — Licensed utilities compliance and performance report 2007–08 ICRC 



 

Table A2.19 Gas distribution, compliance with licence conditions, ActewAGL Distribution 

Obligation Response ActewAGL Distribution comments 

Licence compliance (cl. 7)   
Were there any material breaches of the licensee’s licence or any 
applicable law, code of practice, directions and guidelines in 2007–08? 

No  

If yes, was the ICRC notified of the breaches?   

Ownership/management changes (cl. 10) 
Were there any significant transfers in shareholdings (involving more 
than 50% of the shares) or changes in ownership in 2007–08? 

Yes In late 2007 Singapore Power 
International acquired Alinta. Alinta GCA 
Pty Ltd, since renamed Jemena Networks 
(ACT) Pty Ltd, owns 50% of ActewAGL 
Distribution. 

Emergency telephone number (schedule: cl. 1)  
Did the licensee maintain a 24-hour emergency telephone service at all 
times during 2007–08? 
How are customers and the public informed of the services? 

Yes The emergency number is displayed in 
the public telephone directory, as well as 
being on each customer bill issued by the 
retailers. 
Calls are also directed to the response 
centre from the ActewAGL call centre. 

Network operation standards (schedule: cl. 2) 
Were there any instances of non-compliance with the licensee’s 
network operation standards in 2007–08?  

No A conditional certificate for the ActewAGL 
Safety & Operating Plan (SAOP) was 
issued. This certificate was issued as 
conditional on the basis that Jemena 
(ActewAGL's operator) fulfil the 
requirements of action plans relating to 
three (3) outstanding Non Conformances. 
These Non Conformances have been 
addressed and the independent auditor is 
satisfied with the results. 

Environmental management (schedule: cl. 3 and 4) 
Are the licensee’s environmental management policies and practices in 
line with AG750 Environmental Code of Practice and the Australian 
Pipeline Industry Code of Practice for Pipeline Construction? 

Yes After a review with the Aust. Gas 
Association (AGA), ActewAGL have been 
advised that AG750 is not a current code 
and it is no longer applicable to the AGA. 
The APIA Code is used as guidance in 
planning, construction and maintaining 
pipelines. 
Jemena's HSE Management system 
includes environmental principles that are 
in line with the APIA code. 

What was the amount of gas lost from the licensee’s distribution 
network in 2007–08 (unaccounted for gas)? (TJ) 

113.2 This data is for 11 months (July-07 to 
May-08) period and includes Queanbeyan 
and Bungendore. The twelve month data 
(July-07 to June-08) will become available 
post October and can be made available 
upon request. 

Table continues 
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Table A2.19continued 

Obligation Response ActewAGL Distribution comments 
Please provide details of the licensee’s plans to minimise gas losses in 
the forthcoming year (i.e. 2008–09)? 

 A five (5) yearly leakage survey is 
undertaken across all distribution assets. 
Specific reviews are also underway for 
major receipt station metering and largest 
customer metering accuracy. 

Please provide an assessment of the effectiveness of the plan to 
minimise gas losses in 2007–08 

 Plan covers all possible contributors to 
UAG (Unaccounted for Gas). 
Please note that any measurement, 
including gas measurement, has an 
inherent uncertainty of that measurement. 
Measurements within their uncertainty 
cannot be qualified as gas losses/gains. 

Gas Market Scheme (schedule: cl. 6) 
Was the licensee a participant in the Gas Market Company’s gas 
market scheme, or an equivalent scheme, for all of 2007–08? 

Yes  

 

Table A2.20 Gas distribution, compliance with Consumer Protection Code, ActewAGL Distribution 

Obligation Response ActewAGL Distribution 
comments 

Complaints handling (schedule: cl. 6) 
Does the licensee have in place complaints handling 
procedures that: 

Yes  

• enable the consumer to have their complaint considered 
by a senior employee if not satisfied with the handling of 
their complaints? 

Yes  

• deal with complaints against an agent of the licensee? Yes  
• deal with the resolution of disputes between the licensee 

and consumers? 
Yes  

• comply with the relevant Australian Standard? Yes  
How and when are consumers advised of the licensee’s 
complaints handling procedures? 

Customers are advised by the 
Customer Charter which is sent to 
all new customers. The Customer 
Charter is also available or\ the 
website. Customers are also 
advised of the complaints handling 
procedures during contact with 
Retail Sales and Service centre if 
appropriate. A copy of the 
complaints handling procedure is 
also included in written responses 
to complaints. 
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Obligation Response ActewAGL Distribution 
comments 

How and when are consumers advised of their right to 
complain to the Essential Services Consumer Council? 

When acknowledgement of 
complaint is in writing, an 
information sheet is provided 
which includes ESCC contact 
details. ESCC contact details are 
also provided as part of written 
responses (except where the 
complainant is given the response 
they have asked for). ESCC 
contact information is given 
verbally for telephone complaints 
where the customer is not satisfied 
with the response. 

 

How long are complaints records held after the resolution of 
complaints? 

More than three years  

Summary of consumer and utility rights (schedule: cl. 9) 
Please provide a copy of the licensee’s statement 
summarising the rights of the consumer and the licensee 
under the Utilities Act, the Consumer Protection Code and 
the relevant customer contract. 

Available on ActewAGL’s website A copy is supplied with a 
'welcome pack' when people 
first become a customer of 
ActewAGL Retail. 

Is the summary available in: 
• the 5 most common non-English languages used in the 

Territory 
• large print? 

Yes, upon request  

Customer connection times (schedule: performance standard 1) 
In 2007–08, how many customer connections failed to meet 
the performance standard specified in the Consumer 
Protection Code? 

9 Delay due to site/weather 
conditions 

If any, what percentage does this represent of total 
connections? 

0.2% 

Responding to complaints (schedule: performance standard 3) 
1. How many written consumer complaints did the licensee 
receive in 2007–08? 

12  

2. How many were acknowledged within 10 business days? 11  
3. How many were responded to within 20 business days? 12  

Table continues 
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Table A2.20 continued 

Obligation Response ActewAGL Distribution 
comments 

Responding to notifications about network problems or concerns (schedule: performance standard 4) 
1. How many notifications of network problems or concerns 
about the licensee’s network did the licensee receive in 
2007–08? 

2,118 Based on Network problems 
affecting supply, for example: 
• Street/area failure 
• no supply 
• poor supply 

2. How many of these notifications related to damage or 
harm to, or fault with, the licensee’s network that was likely 
to affect public health, or caused or potentially caused 
substantial damage or harm to a person or property? 

238 Incidents affecting network 
performance i.e. third party 
interference, gas escapes. 

3. Of the notifications referred to in 2, how many responses 
were not made within 6 hours? 

0%  

4. How many notifications related to other problems or 
concerns that were not likely to affect public health, or cause 
or potentially cause substantial damage or harm to a person 
or property? 

1,880  

5. Of the notifications referred to in 3, how many of 
responses were not made within 48 hours? 

6% (qty 113)  

6. Of the notifications referred to in 3, how many problems 
or concerns were not resolved in the time specified in the 
response? 

Not available  

Planned interruptions (schedule: performance standard 5) 
How many planned interruptions to services were there in 
2007–08? 

0  

How many instances where there where the licensee did not 
provide at least 2 days notice of a planned interruption to 
each premises affected? 

0  

How many instances were there where supply was not 
restored within 12 hours of the initial interruption? 

0  

Unplanned interruptions (schedule: performance standard 6) 
How many unplanned interruptions to services were there in 
2007–08? 

129  

In how many instances was supply not restored within 
12 hours of the initial interruption? 

0  

 

Table A2.21 Gas distribution, rebates, ActewAGL Distribution 

Obligation Response 
How many claims for a rebate for failing to meet the performance standards specified in the schedule 
to the Consumer Protection Code did the licensee receive during 2007–08? 

0 

How many rebates did the licensee pay customers in 2007–08? 
What was the nature of the incidents? 
What was the total value of the rebates paid? ($) 

0 

Note: No comments were provided. 
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Table A2.22 Gas distribution, Ring Fencing Guidelines, ActewAGL Distribution 

Obligation Response 
Please provide copies of the licensee’s ringfencing policies and procedures. Advance copies were provided to ICRC 
What measures are taken to ensure that: 
• staff are aware of the licensee’s ringfencing policies and procedures 
• the licensee’s ringfencing policies and procedures are adhered to? 

All new staff are required to view Ring Fencing 
slide show as part of induction to the company. 
Policies and procedures include: 
Ring Fencing Obligations and Compliance 
Procedure 
Ring Fencing Corporate policy. 
Periodic reminders are issued to ActewAGL staff. 
ActewAGL requires Jemena, as contractor 
servicing the gas network, to observe ring fencing 
requirements. 

Were any breaches detected of the licensees’ obligations with respect to: 
• cost allocation 
• protection of customer information 
• protection of information obtained by the licensee 
• staff separation 
• dealings with related business 
• marketing? 

No 

Note: No comments were provided. 

Gas supply 

The ACT had six licensed gas suppliers in 2007–08, four of which, ActewAGL Retail, Country 
Energy, EnergyAustralia and TRUenergy, were active in this reporting period. The following 
tables contain information about the active suppliers only: 

Tables A2.23 to A 2.25 ActewAGL Retail 

Tables A2.26 to A2.28 Country Energy 

Tables A2.29 to A2.31 EnergyAustralia 

Tables A2.32 to A2.34 TRUenergy 
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Table A2.23 Gas supply, compliance with Utilities Act, ActewAGL Retail 

Obligation Reporting requirement Response 
1.1 Obligation to request 
connection—Section 81a 
 

In how many instances did the licensee not request connection, or 
variation of a connection, on behalf of a person who requested it in 
2007–08? 
• If any, what percentage of the total requests for connection, or 

variation of a connection, does this represent? 
• What are the reasons for any refusals? 

None 

1.2 Obligation to supply—
Section 82a 
 

How many requests for supply from franchise customers were refused in 
2007–08? 
• If any, what percentage of the total requests for supply does this 

represent? 
• What are the reasons for any refusals? 

None 

1.3 Discrimination against users 
of alternative energy services—
Section 102(1) 

How many requests for supply did the licensee receive from users or 
suppliers of alternative energy services in 2007–08? 

None 

How many requests were refused, and why? 
In how many instances was supply provided on terms less 
advantageous than the terms of supply of other customers in the same 
category class?  

None 

a Suppliers of franchise customers only. 
Note: No comments were provided. 
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Table A2.24 Gas supply, compliance with licence conditions, ActewAGL Retail 

Obligation Reporting requirement Response Comments 
2.1 Licence 
compliance—Clause 7 

Were there any material breaches of the licensee’s 
licence or any applicable law, code of practice, 
directions and guidelines in 2007–08? 
If yes, was the ICRC notified of the breaches? 
If not, provide details. 

None  

2.2 
Ownership/management 
changes—Clause 10 

Were there any significant transfers in 
shareholdings (involving more than 50% of the 
shares) or changes in ownership in 2007–08? 

No  

If so, please provide details.   
2.3 Environmental 
requirements—
Schedule: Clause 2a  
 

What strategies does the licensee use to encourage 
the use of thermally efficient gas appliances and 
efficient energy-use practices by its customers? 

 ActewAGL promotes efficient 
energy use through public 
education such as: 
1. Articles in the Essentials 
newsletter which is sent out with 
bill 
2. Brochures 
3. The ActewAGL website 
4.Advice from the 
HomeConnect store and Energy 
stores (including appliance 
ratings, brochures and verbal 
advice) 
5 Demand-management and 
energy efficiency work for 
business customers. 
ActewAGL publishes an Annual 
Environmental report and is also 
an active member of the Federal 
Government’s Greenhouse 
Challenge. 

2.4 Gas Market 
Scheme—Schedule: 
Clause 3 

Was the licensee a participant in the Gas Market 
Company’s gas market scheme, or an equivalent 
scheme, in 2007–08? 
• If not, why? 

Yes  

a Applies only to licensees supplying more than 500 TJ per year. 
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Table A2.25 Gas supply, compliance with Consumer Protection Code, ActewAGL Retail 

Obligation Reporting requirement Response Comments 
3.1 Complaints 
handling—Clause 6a 

Does the licensee have in place complaints handling 
procedures that: 

  

• enable the consumer to have their complaint 
considered by a senior employee if not satisfied 
with the handling of their complaint? 

• deal with complaints against an agent of the 
licensee? 

• deal with the resolution of disputes between the 
licensee and consumers?  

• comply with the relevant Australian Standard 
(AS ISO 10002-2006? 

Yes The Customer Summary, which 
is provided to all new 
customers, gives a summary of 
ActewAGL’s complaint handling 
procedures. The Customer 
Summary is also available on 
the website. Customers are 
advised during phone contact 
with Customer Service Centre 
where appropriate. Process is 
also included in consumer 
complaints. 

How and when are consumers advised of the 
licensee’s complaints handling procedures? 

 See comment above 

How and when are consumers advised of their right 
to complain to the Essential Services Consumer 
Council? 

 See comment above 

How long are complaints records held after the 
resolution of complaints? 

 Complaints records remain on 
the customers account 
indefinitely. 

3.2 Summary of 
Consumer and Utility 
Rights—Clause 9a 

Please provide a copy of the licensee’s statement 
summarising the rights of a consumer and the 
licensee under the Utilities Act, the Consumer 
Protection Code and the relevant customer contract. 

 ActewAGL’s Customer 
Summary and Customer 
Contract can be located on the 
ActewAGL websites 

Is the summary available in: 
• the 5 most common non-English languages used 

in the Territory; and 
• large print? 

Yes Available on request 

Is a copy of the summary included in the customer’s 
first account or earlier? 

Yes With the welcome pack provided 
to a new customer, noting that 
the first account can take up to 
3 months. 

If no summary is provided, have alternative 
arrangements been agreed with large, non-franchise 
customers? 

Yes  

3.3 Customer Payment 
Options—Clause 13.7a 

What methods of payment are available to 
customers to pay a customer account? 

 Payment in person 
Payment by mail 
Direct debit 
Bpay 
Internet payment by credit card 
Phone payment by credit card 
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Obligation Reporting requirement Response Comments 
3.4 Responding to 
Complaints—Schedule: 
Performance standard 
3a  

1. How many consumer/customer complaints did the 
licensee receive in 2007–08? 

681  

2. How many were acknowledged within 10 
business days? 

601  

3. How many were responded to within 20 business 
days? 

562  

3.5 Obligation to pay 
rebate for non-
compliance—
Clause 11.2a 

How many claims for a rebate for failing to meet the 
performance standards specified in the schedule to 
the Consumer Protection Code did the licensee 
receive during 2007–08? 

Nil  

How many rebates did the licensee pay customers 
in 2007–08? 

  

What was the nature of the incidents? Not 
applicable  

What was the total value of the rebates paid? ($) Not 
applicable 

 

3.6 Obligations of 
Marketer—Clause 29.1b 

What strategies does the licensee use to ensure that 
a marketer: 
• understands and complies with the obligations 

under Part 5 of the Consumer Protection Code 
and all applicable laws; 

• has product knowledge, including knowledge 
about tariffs, billing procedures, payment options, 
and redress available to consumers experiencing 
financial hardship; 

• understands and is able to explain all offers 
made to consumers; 

• understands what is misleading, deceptive and 
unconscionable conduct? 

Please provide details. 

Training 
and 
monitoring 

ActewAGL provides compliance 
and privacy training on an on-
going basis to all internal sales 
representatives as well as to 
providing third party marketers. 
ActewAGL provides all sales 
representatives training and on-
going refresher training on the 
consumer protection code, 
product knowledge, including 
tariffs. All offers are 
accompanied by a marketing 
brief and collateral detailing 
offers. Sellers are also trained 
on our code of conduct that 
includes misleading, deceptive 
and unconscionable conduct. 
ActewAGL has the Staying 
Connected Policy which deals 
with customers facing hardship 
and is in the process of revising 
this policy along with setting up 
a dedicated hardship team. 

3.7 Obligations of 
utility—clause 29.2(2)b 

Has the licensee obtained written statements of 
compliance with Part 5 of the Consumer Protection 
Code and all applicable laws from the marketer in 
those instances where the marketer introduced a 
consumer to the licensee, or arranged or facilitated 
a supply arrangement on behalf of the licensee? 

Yes Sellers are required to comply 
with the consumer protection 
code and this is policed through 
contractual guidelines—financial 
penalties are levied for any non-
compliance. 

3.8 Contact with 
Consumers—
clause 30.2(1)b 

How does the licensee ensure that where a 
marketer makes personal contact with consumers, 
either at a consumer’s premises or outside a 
consumer’s premises, that the marketer displays an 
identity cards that shows: 
1. the marketer’s full name, and the name of the 
utility that the marketer represents; and 
2. where a marketer is not a utility, the name of the 
company that the marketer works for? 

Yes ActewAGL supplies sellers with 
appropriate photo ID. 
Contractual guidelines stipulate 
that this is to be displayed at all 
times. 
Third Party marketer contracts 
contain strict guidelines for 
identification. 

a The obligation applies to all utilities, including utilities that provide services to large non-franchise customers (greater or equal to 1 TJ per year) 
unless such utilities have agreed terms and conditions other than those specified in the code. 

b The obligation applies to utilities supplying franchise and small non-franchise (less than 1 TJ per year) customers. 
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Table A2.26 Gas supply, compliance with Utilities Act, Country Energy 

Obligation Reporting requirement Response 
1.1 Obligation to request 
connection—Section 81a 

In how many instances did the licensee not request connection, or 
variation of a connection, on behalf of a person who requested it in 2007–
08? 
• If any, what percentage of the total requests for connection, or variation 

of a connection, does this represent? 
• What are the reasons for any refusals? 

0 

1.2 Obligation to supply—
Section 82a 
 

How many requests for supply from franchise customers were refused in 
2007–08? 
• If any, what percentage of the total requests for supply does this 

represent? 
• What are the reasons for any refusals? 

Not applicable 

1.3 Discrimination against users of 
alternative energy services—
Section 102(1) 

How many requests for supply did the licensee receive from users or 
suppliers of alternative energy services in 2007–08? 

0 

How many requests were refused, and why? 
In how many instances was supply provided on terms less advantageous 
than the terms of supply of other customers in the same category class?  

 

a Suppliers of franchise customers only. 
Note: No comments were provided. 

Table A2.27 Gas supply, compliance with licence conditions, Country Energy 

Obligation Reporting requirement Response Comments 
2.1 Licence 
compliance—Clause 7 

Were there any material breaches of the licensee’s 
licence or any applicable law, code of practice, 
directions and guidelines in 2007–08? 
If yes, was the ICRC notified of the breaches? 
If not, provide details. 

No  

2.2 
Ownership/management 
changes—Clause 10 

Were there any significant transfers in shareholdings 
(involving more than 50% of the shares) or changes 
in ownership in 2007–08? 

No  

If so, please provide details.   
2.3 Environmental 
requirements—
Schedule: Clause 2a  

What strategies does the licensee use to encourage 
the use of thermally efficient gas appliances and 
efficient energy-use practices by its customers? 

Not 
applicable 

 

2.4 Gas Market 
Scheme—Schedule: 
Clause 3 

Was the licensee a participant in the Gas Market 
Company’s gas market scheme, or an equivalent 
scheme, in 2007–08? 
• If not, why? 

Yes  

a Applies only to licensees supplying more than 500 TJ per year. 
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Table A2.28 Gas supply, compliance with Consumer Protection Code, Country Energy 

Obligation Reporting requirement Response Comments 
3.1 Complaints 
handling—Clause 6a 

Does the licensee have in place complaints handling 
procedures that: 
• enable the consumer to have their complaint 

considered by a senior employee if not satisfied 
with the handling of their complaint? 

• deal with complaints against an agent of the 
licensee? 

• deal with the resolution of disputes between the 
licensee and consumers?  

• comply with the relevant Australian Standard 
(AS ISO 10002-2006? 

Yes  

How and when are consumers advised of the 
licensee’s complaints handling procedures? 

In an initial 
response to 
a complaint 
and in the 
contract 

 

How and when are consumers advised of their right 
to complain to the Essential Services Consumer 
Council? 

In the final 
decision to 
a complaint 

 

How long are complaints records held after the 
resolution of complaints? 

Indefinitely  

3.2 Summary of 
Consumer and Utility 
Rights—Clause 9a 

Please provide a copy of the licensee’s statement 
summarising the rights of a consumer and the 
licensee under the Utilities Act, the Consumer 
Protection Code and the relevant customer contract. 

Not 
applicable 

 

Is the summary available in: 
• the 5 most common non-English languages used 

in the Territory; and 
• large print? 

Not 
applicable 

 

Is a copy of the summary included in the customer’s 
first account or earlier? 

Not 
applicable 

 

If no summary is provided, have alternative 
arrangements been agreed with large, non-franchise 
customers? 

Not 
applicable 

 

3.3 Customer Payment 
Options—Clause 13.7a 

What methods of payment are available to customers 
to pay a customer account? 

See 
comments 

Payment in person at any 
Australian Post Office, 
payment by mail, Online credit 
Card, BPay,Direct debit, Easy 
Pay (managed payment plan) 
phone payment 

3.4 Responding to 
Complaints—Schedule: 
Performance standard 
3a  

1. How many consumer/customer complaints did the 
licensee receive in 2007-08? 

0  

2. How many were acknowledged within 10 business 
days? 

0  

3. How many were responded to within 20 business 
days? 

0  

Table continues 
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Table A2.28 continued 

Obligation Reporting requirement Response Comments 

3.5 Obligation to pay 
rebate for non-
compliance—
Clause 11.2a 

How many claims for a rebate for failing to meet the 
performance standards specified in the schedule to 
the Consumer Protection Code did the licensee 
receive during 2007–08? 

0  

How many rebates did the licensee pay customers in 
2007–08? 

0  

What was the nature of the incidents? Not 
applicable 

 

What was the total value of the rebates paid? ($) Not 
applicable 

 

3.6 Obligations of 
marketer—Clause 29.1b 

What strategies does the licensee use to ensure that 
a marketer: 
• understands and complies with the obligations 

under Part 5 of the Consumer Protection Code 
and all applicable laws; 

• has product knowledge, including knowledge 
about tariffs, billing procedures, payment options, 
and redress available to consumers experiencing 
financial hardship; 

• understands and is able to explain all offers made 
to consumers; 

• understands what is misleading, deceptive and 
unconscionable conduct? 

Please provide details. 

Not 
applicable 

Country Energy has not been 
actively marketing in ACT 
during the reporting period 

3.7 Obligations of 
utility—clause 29.2(2)b 

Has the licensee obtained written statements of 
compliance with Part 5 of the Consumer Protection 
Code and all applicable laws from the marketer in 
those instances where the marketer introduced a 
consumer to the licensee, or arranged or facilitated a 
supply arrangement on behalf of the licensee? 

Not 
applicable 

Country Energy has not been 
actively marketing in ACT 
during the reporting period 

3.8 Contact with 
consumers—
clause 30.2(1)b 

How does the licensee ensure that where a marketer 
makes personal contact with consumers, either at a 
consumer’s premises or outside a consumer’s 
premises, that the marketer displays an identity cards 
that shows: 
1. the marketer’s full name, and the name of the utility 
that the marketer represents; and 
2. where a marketer is not a utility, the name of the 
company that the marketer works for? 

Not 
applicable 

Country Energy has not been 
actively marketing in ACT 
during the reporting period 

a The obligation applies to all utilities, including utilities that provide services to large non-franchise customers (greater or equal to 1 TJ per year) 
unless such utilities have agreed terms and conditions other than those specified in the code. 

b The obligation applies to utilities supplying franchise and small non-franchise (less than 1 TJ per year customers. 
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Table A2.29 Gas supply, compliance with Utilities Act, EnergyAustralia 

Obligation Reporting requirement Response Comments 
1.1 Obligation to request 
connection—Section 81a 

In how many instances did the 
licensee not request connection, 
or variation of a connection, on 
behalf of a person who requested 
it in 2007–08? 
• If any, what percentage of the 

total requests for connection, 
or variation of a connection, 
does this represent? 

• What are the reasons for any 
refusals? 

Not applicable EnergyAustralia is not a first tier 
supplier 

1.2 Obligation to 
supply—Section 82a 

How many requests for supply 
from franchise customers were 
refused in 2007–08? 
• If any, what percentage of the 

total requests for supply does 
this represent? 

• What are the reasons for any 
refusals? 

Not applicable EnergyAustralia is not a first tier 
supplier 

1.3 Discrimination 
against users of 
alternative energy 
services—Section 
102(1) 

How many requests for supply 
did the licensee receive from 
users or suppliers of alternative 
energy services in 2007–08? 

0  

How many requests were 
refused, and why? 
In how many instances was 
supply provided on terms less 
advantageous than the terms of 
supply of other customers in the 
same category class?  

  

a Suppliers of franchise customers only. 

Table A2.30 Gas supply, compliance with licence conditions, EnergyAustralia 

Obligation Reporting requirement Response Comments 
2.1 Licence 
compliance—Clause 7 

Were there any material breaches of the licensee’s 
licence or any applicable law, code of practice, 
directions and guidelines in 2007–08? 
If yes, was the ICRC notified of the breaches? 
If not, provide details. 

No There were no material 
breaches of the licensee’s 
licence or any applicable law, 
code of practice, directions 
and guidelines in 2007–08 

2.2 
Ownership/management 
changes—Clause 10 

Were there any significant transfers in shareholdings 
(involving more than 50% of the shares) or changes 
in ownership in 2007–08? 

No  

If so, please provide details.   
2.3 Environmental 
requirements—
Schedule: Clause 2a  

What strategies does the licensee use to encourage 
the use of thermally efficient gas appliances and 
efficient energy-use practices by its customers? 

Not 
applicable 

EnergyAustralia did not supply 
more than 500 TJ 

2.4 Gas Market 
Scheme—Schedule: 
Clause 3 

Was the licensee a participant in the Gas Market 
Company’s gas market scheme, or an equivalent 
scheme, in 2007–08? 
• If not, why? 

Yes  

a Applies only to licensees supplying more than 500 TJ per year. 

ICRC Licensed utilities compliance and performance report 2007–08 — 115 



 

Table A2.31 Gas supply, compliance with Consumer Protection Code, EnergyAustralia 

Obligation Reporting requirement Response Comments 
3.1 Complaints 
handling—Clause 6a 

Does the licensee have in place complaints handling 
procedures that: 
• enable the consumer to have their complaint 

considered by a senior employee if not satisfied 
with the handling of their complaint? 

• deal with complaints against an agent of the 
licensee? 

• deal with the resolution of disputes between the 
licensee and consumers?  

• comply with the relevant Australian Standard 
(AS ISO 10002-2006? 

Yes EnergyAustralia’s Complaint 
Dispute Management Procedure 
(EA-CC+DP001) applied to 
EnergyAustralia’s operation in 
the ACT during 2007–08 

How and when are consumers advised of the 
licensee’s complaints handling procedures? 

Customers are advised of EnergyAustralia’s 
complaints handling procedures in the Energy 
Agreement and Customer Charter booklet they 
receive at the time the contract commences. 

How and when are consumers advised of their right 
to complain to the Essential Services Consumer 
Council? 

Customers are advised of their right to refer 
complaints to the ESCC in the EnergyAustralia 
Agreement and Customer Charter booklet they 
receive at the time the contract commences and 
on disconnection warning notices 

How long are complaints records held after the 
resolution of complaints? 

Records of complaints are held in our customer 
care system indefinitely. 

3.2 Summary of 
Consumer and Utility 
Rights—Clause 9a 

Please provide a copy of the licensee’s statement 
summarising the rights of a consumer and the 
licensee under the Utilities Act, the Consumer 
Protection Code and the relevant customer contract. 

Not 
applicable 

EnergyAustralia does not sell to 
franchise customers. 

Is the summary available in: 
• the 5 most common non-English languages used 

in the Territory; and 
• large print? 

Not 
applicable 

 

Is a copy of the summary included in the customer’s 
first account or earlier? 

Not 
applicable 

 

If no summary is provided, have alternative 
arrangements been agreed with large, non-franchise 
customers? 

Not 
applicable 

 

3.3 Customer Payment 
Options—Clause 13.7a 

What methods of payment are available to customers 
to pay a customer account? 

Direct debit from a bank, credit union or building 
society account. 
Automatic payment from a credit card. 
BPay 
Phonepay by credit card 
Cheque by mail 
In person at Australia Post 
Centrepay 
Internet payments 
POSTBillPay 
Onceonline 
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Obligation Reporting requirement Response Comments 
3.4 Responding to 
Complaints—Schedule: 
Performance standard 
3a  

1. How many consumer/customer complaints did the 
licensee receive in 2007-08? 

11  

2. How many were acknowledged within 10 business 
days? 

EnergyAustralia’s reporting system does not 
capture this information 

3. How many were responded to within 20 business 
days? 

The vast majority of complaints are received and 
resolved at the first point of contact through the 
EnergyAustralia contact centre. 

3.5 Obligation to pay 
rebate for non-
compliance—
Clause 11.2a 

How many claims for a rebate for failing to meet the 
performance standards specified in the schedule to 
the Consumer Protection Code did the licensee 
receive during 2007–08? 

0  

How many rebates did the licensee pay customers in 
2007–08? 

0  

What was the nature of the incidents? Not 
applicable 

 

What was the total value of the rebates paid? ($) $0  

3.6 Obligations of 
Marketer—Clause 29.1b 

What strategies does the licensee use to ensure that 
a marketer: 
• understands and complies with the obligations 

under Part 5 of the Consumer Protection Code 
and all applicable laws; 

• has product knowledge, including knowledge 
about tariffs, billing procedures, payment options, 
and redress available to consumers experiencing 
financial hardship; 

• understands and is able to explain all offers made 
to consumers; 

• understands what is misleading, deceptive and 
unconscionable conduct? 

Please provide details. 

EnergyAustralia has developed comprehensive 
training for both DWD and telesales reps. The 
training covers all areas listed. 
EnergyAustralia also regularly monitors the 
activity of all sales agents.D2D sales require a 
follow-up verification call, which is recorded and 
monitored for compliance purposes. Telesale 
calls are recorded and monitored for compliance 
purposes. 

3.7 Obligations of 
utility—clause 29.2(2)b 

Has the licensee obtained written statements of 
compliance with Part 5 of the Consumer Protection 
Code and all applicable laws from the marketer in 
those instances where the marketer introduced a 
consumer to the licensee, or arranged or facilitated a 
supply arrangement on behalf of the licensee? 

Not 
applicable 

EnergyAustralia did not market 
to new customers during 2007–
08 in the ACT. 

3.8 Contact with 
Consumers—
clause 30.2(1)b 

How does the licensee ensure that where a marketer 
makes personal contact with consumers, either at a 
consumer’s premises or outside a consumer’s 
premises, that the marketer displays an identity cards 
that shows: 
1. the marketer’s full name, and the name of the utility 
that the marketer represents; and 
2. where a marketer is not a utility, the name of the 
company that the marketer works for? 

All sales made via our Door-to-door channel 
require a verification call. This is a call made 
independently of the sales agent. The call 
consists of  a number of questions to ensure the 
customer has been told all of the essential 
information about the contract and also 
information such as the agents name and 
whether or not the agent is displaying their ID 
card. 
EnergyAustralia prepares the badges for sales 
agents to ensure that the necessary regulatory 
information is included. 

a The obligation applies to all utilities, including utilities that provide services to large non-franchise customers (greater or equal to 1 TJ per year) 
unless such utilities have agreed terms and conditions other than those specified in the code. 

b The obligation applies to utilities supplying franchise and small non-franchise (less than 1 TJ per year) customers. 
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Table A2.32 Gas supply, compliance with Utilities Act, TRUenergy 

Obligation Reporting requirement Response 
1.1 Obligation to request 
connection—Section 81a 
 

In how many instances did the licensee not request connection, or variation of a 
connection, on behalf of a person who requested it in 2007–08? 
• If any, what percentage of the total requests for connection, or variation of a 

connection, does this represent? 
• What are the reasons for any refusals? 

0 

1.2 Obligation to supply—
Section 82a 
 

How many requests for supply from franchise customers were refused in 2007–
08? 
• If any, what percentage of the total requests for supply does this represent? 
• What are the reasons for any refusals? 

0 

1.3 Discrimination against 
users of alternative 
energy services—
Section 102(1) 

How many requests for supply did the licensee receive from users or suppliers 
of alternative energy services in 2007–08? 

0 

How many requests were refused, and why? 
In how many instances was supply provided on terms less advantageous than 
the terms of supply of other customers in the same category class?  

0 

a Suppliers of franchise customers only. 
Note: No comments were provided. 

Table A2.33 Gas supply, compliance with licence conditions, TRUenergy 

Obligation Reporting requirement Response Comments 
2.1 Licence 
compliance—Clause 7 

Were there any material breaches of the licensee’s 
licence or any applicable law, code of practice, 
directions and guidelines in 2007–08? 
If yes, was the ICRC notified of the breaches? 
If not, provide details. 

No  

2.2 
Ownership/management 
changes—Clause 10 

Were there any significant transfers in 
shareholdings (involving more than 50% of the 
shares) or changes in ownership in 2007–08? 

No  

If so, please provide details.   
2.3 Environmental 
requirements—
Schedule: Clause 2a  

What strategies does the licensee use to encourage 
the use of thermally efficient gas appliances and 
efficient energy-use practices by its customers? 

 Although this question does not 
apply to TRUenergy as it does 
not supply more than 500 TJ 
per year., for your information 
TRUenergy provides 
information on its website 
regarding energy efficiency. 
Customers also receive an 
annual bill insert on energy 
efficiency 

2.4 Gas Market 
Scheme—Schedule: 
Clause 3 

Was the licensee a participant in the Gas Market 
Company’s gas market scheme, or an equivalent 
scheme, in 2007–08? 
• If not, why? 

Yes As a supplier, TRUenergy is 
encouraged to participate in an 
approved scheme, to develop, 
administer and implement 
appropriate business rules and 
retail market business systems 
to support full competition in the 
natural gas retail market in 
NSW/ACT 

a Applies only to licensees supplying more than 500 TJ per year. 
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Table A2.34 Gas supply, compliance with Consumer Protection Code, TRUenergy 

Obligation Reporting requirement Response Comments 
3.1 Complaints 
handling—Clause 6a 

Does the licensee have in place complaints handling 
procedures that: 
• enable the consumer to have their complaint 

considered by a senior employee if not satisfied 
with the handling of their complaint? 

• deal with complaints against an agent of the 
licensee? 

• deal with the resolution of disputes between the 
licensee and consumers?  

• comply with the relevant Australian Standard 
(AS ISO 100002-2006? 

 TRUenergy is currently 
moving towards 
ISO 10002 ISO international 
standards. This is an ongoing 
task as TRUenergy continually 
endeavours to improve 
processes wherever possible 

How and when are consumers advised of the 
licensee’s complaints handling procedures? 

Internet, 
phone 
contact 

Customers can view the 
dispute resolution procedures 
on the TRUenergy website or 
can call the contact centre to 
find out more. 

How and when are consumers advised of their right 
to complain to the Essential Services Consumer 
Council? 

  

How long are complaints records held after the 
resolution of complaints? 

  

3.2 Summary of 
Consumer and Utility 
Rights—Clause 9a 

Please provide a copy of the licensee’s statement 
summarising the rights of a consumer and the 
licensee under the Utilities Act, the Consumer 
Protection Code and the relevant customer contract. 

Customers are advised of their rights as a 
consumer and the licensee under the Utilities 
Act, the Consumer Protection Code and the 
relevant customer contract in the attached 
documents which make up the customers 
contract (documents supplied) 

Is the summary available in:   

• the 5 most common non-English languages used 
in the Territory 

Yes 

• large print? Yes 

Is a copy of the summary included in the customer’s 
first account or earlier? 

Yes  

If no summary is provided, have alternative 
arrangements been agreed with large, non-franchise 
customers? 

Not 
applicable 

 

3.3 Customer Payment 
Options—Clause 13.7a 

What methods of payment are available to customers 
to pay a customer account? 

Direct debit via cheque, savings or credit card 
account, post via cheque or credit card, 
telephone via credit card, Australia Post via 
cash, cheque, credit card, BPay, Post bill pay, 
and Centrepay 

Table continues 
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Table A2.34 continued 

Obligation Reporting requirement Response Comments 
3.4 Responding to 
Complaints—Schedule: 
Performance standard 
3a  

1. How many consumer/customer complaints did the 
licensee receive in 2007-08? 

3  

2. How many were acknowledged within 10 business 
days? 

3  

3. How many were responded to within 20 business 
days? 

3  

3.5 Obligation to pay 
rebate for non-
compliance—
Clause 11.2a 

How many claims for a rebate for failing to meet the 
performance standards specified in the schedule to 
the Consumer Protection Code did the licensee 
receive during 2007–08? 

Not 
applicable 

 

How many rebates did the licensee pay customers in 
2007–08? 
What was the nature of the incidents? 

What was the total value of the rebates paid? ($) 

3.6 Obligations of 
Marketer—Clause 29.1b 

What strategies does the licensee use to ensure that 
a marketer: 
• understands and complies with the obligations 

under Part 5 of the Consumer Protection Code 
and all applicable laws; 

• has product knowledge, including knowledge 
about tariffs, billing procedures, payment options, 
and redress available to consumers experiencing 
financial hardship; 

• understands and is able to explain all offers made 
to consumers; 

• understands what is misleading, deceptive and 
unconscionable conduct? 

Please provide details. 

The TRUenergy internal sales centre ensures 
that staff members adhere to the obligations 
of the marketer by providing an induction 
program and ongoing training to all staff. 
This training is conducted via online modules, 
which incorporate an assessment; 
furthermore Coaching Sessions are 
conducted with staff by Team Managers. 
TRUenergy also utilises the a third party sales 
company. TRUenergy provides this company 
with a regulatory and legal compliance 
training kit that provides staff working for that 
business with an overview of all requirements 
under the various codes and guidelines that 
govern the energy industry in the ACT. In 
addition to this, TRUenergy ensures that all 
new staff complete a number of assessments 
prior to commencing work/ 
TRUenergy also provides a product training 
pack (and assessments) that staff are 
required to complete prior to commencing 
work selling TRUenergy products. This 
includes training on tariffs, billing procedures 
and payment options. 
The Regulatory and Legal Compliance 
training pack covers off the definitions of 
misleading and deceptive conduct. 
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3.7 Obligations of 
utility—clause 29.2(2)b 

Has the licensee obtained written statements of 
compliance with Part 5 of the Consumer Protection 
Code and all applicable laws from the marketer in 
those instances where the marketer introduced a 
consumer to the licensee, or arranged or facilitated a 
supply arrangement on behalf of the licensee? 

Yes 

3.8 Contact with 
Consumers—
clause 30.2(1)b 

How does the licensee ensure that where a marketer 
makes personal contact with consumers, either at a 
consumer’s premises or outside a consumer’s 
premises, that the marketer displays an identity cards 
that shows: 
1. the marketer’s full name, and the name of the utility 
that the marketer represents; and 
2. where a marketer is not a utility, the name of the 
company that the marketer works for? 

TRUenergy complies with the obligation in 
clause 30.2(1) by ensuring that sale 
representatives wear an ID badge at all times 
detailing the marketers full name, the name of 
the utility they are representing and the name 
of the company that they work for. Each 
representative also wears a uniform. 

a The obligation applies to all utilities, including utilities that provide services to large non-franchise customers (greater or equal to 1 TJ per year) 
unless such utilities have agreed terms and conditions other than those specified in the code. 

b The obligation applies to utilities supplying franchise and small non-franchise (less than 1 TJ per year) customers. 
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Water and sewerage services 

ACTEW Corporation was the only licensed provider of water and sewerage services in the ACT in 
the 2007–08 reporting period. The tables covering its compliance are as follows: 

Table A2.35 Utilities Act—common requirements 

Table A2.36 Consumer Protection Code—common requirements 

Table A2.37 Utilities Act—specific requirements 

Table 2.38 Licence conditions 

Table 2.39 Consumer Protection Code—specific requirements. 

Table A2.35 Water and sewerage service, compliance with Utilities Act, ACTEW Corporation 

Obligation Response ACTEW Corporation comments 

Authorised persons (Division 7.4) 
Were all authorised persons issued with 
photographic identity cards in 2007–08? 

Yes  

How are authorised persons made aware of 
their obligations and entry restrictions under 
the Act? 

Induction 
Training/refresher 

All new employees go through an induction process which 
includes entry to land training. Existing employees receive 
refresher training annually. Internal procedures on planned 
work activity and emergency repairs outline responsibilities 
under the Act. 

Ownership/management changes (cl. 10) 
Were there any significant transfers in 
shareholdings (involving more than 50% of 
the shares) or changes in ownership in 
2007–08? 

No  

Emergency telephone service (schedule: cl. 1) 
Did the licensee maintain a 24-hour 
emergency telephone service at all times 
during 2007–08? 

Yes  

How are customers and the public informed 
of these services? 

 Bills, Yellow Pages, White Pages, television, radio, internet 

Supply of information (schedule: cl. 3) 
Did the licensee provide all information to the 
Water Supply Association of Australia that 
the association requested in place in 2007–
08? 

No Indicators not provided include: 
• Significant Injury Frequency Rate 
•  Customers to which legal action applied for non-payment 

of water bill 
•  SIFR data was not available for construction contract staff 

due to the impracticality of obtaining total hours worked on 
construction. 

• The legal action indicator could not be sufficiently verified 
by an external auditor due to a change in circumstances at 
the law firm used. 
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Table A2.36 Water and sewerage services, compliance with Consumer Protection Code, ACTEW Corporation 

Obligation Response ACTEW Corporation comments 

Complaints handling (cl. 6) 
Does the licensee have in place complaints 
handling procedures that: 

  

• enable the consumer to have their 
complaints considered by a senior 
employee if not satisfied with the handling 
of their complaints? 

Yes  

• deal with complaints against an agent of 
the licensee? 

Yes  

• deal with the resolution of disputes 
between the licensee and consumer? 

Yes  

• comply with the relevant Australian 
Standards? 

Yes  

How and when are consumers advised of the 
licensee’s complaints handling procedures? 

Customer Rights booklet 
issued to new customers. 
Also available online 

Also, customers lodging complaints are advised of the 
complaints handling procedures. 

How and when are consumers advised of 
their right to complain to the Essential 
Services Consumer Council? 

When provided with 
answers to complaints. 
Also available online. 

 

How long are complaints records held after 
the resolution of complaints? 

More than 3 years  

Summary of consumer and utility rights (cl. 9) 
Please provide a copy of the licensee’s 
statement summarising the rights of a 
consumer and the licensee under the utilities 
Act, the Consumer Protection Code and the 
relevant customer contract. 

Unchanged from previous 
years 

Web site provided.  

Is the summary available in:   

• the 5 most common non-English 
languages used in the Territory 

Yes 

• large print? Yes 

Is a copy of the summary included in the 
customer’s first account? 

Yes ActewAGL has in the past provided the customer 
charter to water consumers via the electricity sign up 
process. As not all water consumers may choose 
ActewAGL as their electricity supplier, we introduced 
during the year under review, a new process for those 
water consumers to receive a "Welcome" pack 
including customer charter. So, over 90% of customers 
received a copy via the electricity/gas process, with the 
remaining 10% receiving via the new water process. 

Customer payment options (cl. 13.5) 
  

What methods of payment are available to 
customers to pay a customer account? 

 Payments can be receipted via: 
Australia Post, phone pay by credit card, Centrelink, 
Bpay, direct debit, mail, over the counter at an 
ActewAGL or Energy Shop or ePayplus. 
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Table A2.37 Water and sewerage, compliance under Utilities Act, ACTEW Corporation 

Obligation Response—water Response—
sewerage 

ACTEW Corporation comments 

Obligation to connect or vary connection (ss. 83, 85) 
How many requests to install a 
connection to the licensee’s 
network were refused in 2007–08? 

Nil Nil  

How many requests to vary a 
connection were refused in 2007–
08? 

Nil Nil  

How many requests to allow an 
accredited third party to install or 
vary a water or sewerage 
connection (pipe) were refused 
2007–08?  

Nil Nil  

Obligation to provide water supply services (s. 84) 
How many requests to supply water 
to premises owned or occupied by 
a franchise customer were refused 
in 2007–08? 

Nil Not applicable  

Obligation to provide sewerage service (s. 86) 
How many requests to provide a 
sewerage service for a premises 
were refused in 2007–08? 

Not applicable Nil  

Performance of network operations (Division 7.3) 
How many times in 2007–08 did the 
licensee enter landholders’ 
properties to undertake network 
operations 

Not applicable Not recorded As an appreciable proportion of ACTEW 
hydraulic assets are in the rear of leased land, 
entry to privately leased land occurs hundreds 
of times a year or even thousands. 

Damage etc to landholders’ property (s. 108) 
What strategies does the licensee 
have in place to minimise 
inconvenience, detriment and 
damage to landholders’ property 
resulting from network operations? 

  On site risk and job assessments 
Quality system procedures and work 
instructions describing the nature and process 
of work. 
Supervision of work crews by an experienced 
supervisor. 
A discrete 'rectification' manager to coordinate 
post incident site restoration. 
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Obligation Response—water Response—
sewerage 

ACTEW Corporation comments 

In 2007–08, how many complaints 
did the licensee receive about any 
inconvenience, detriment or 
damage to landholders’ property 
resulting from network operations? 

52 (water) 
49 (sewerage) 

 ActewAGL uses complaint descriptions 
reflecting the type of complaints received and 
language used by complainants. The words 
used by the ICRC do not align with our 
categories so some judgemental 
amalgamation of our categories is required. 
To provide the numbers shown we 
amalgamated complaints about site 
restoration, damage to property, no/inadequate 
notice of work and notice/unsightly issues. As 
the ICRC asks about network operations, 
interpreted to mean things ActewAGL did in 
operating the network, we did not include here 
complaints related to the existence of the 
network, e.g. sewage odours, sewer 
surcharge. 
Note that some numbers cited against the 
following complaints have already been 
included in the answer to this question. Refer 
to the supplied lists of complaint numbers 
using ActewAGL categories, ranked in 
descending order of frequency. 

Provision of notice to landholders to undertake network operations (ss. 109, 110) 
In 2007–08, how many complaints 
did the licensee receive for failing to 
give 7 days notice to landholders 
before performing network 
operations, or vegetation 
clearing/trimming on their land? 

3 1 Category: No inadequate notice of work 

Provision of notice to other utilities to undertake network operations (s. 111) 
In 2007–08, how many complaints 
did the licensee receive for failing to 
give 7 days notice to other utilities 
before performing network 
operations on their land that 
potentially affected network 
facilities under the care and 
management of those utilities? 

0 0  

Restoring landholders’ property after undertaking network operations (ss. 112, 113) 
In 2007–08, how many complaints 
did the licensee receive about the 
removal of its property and waste, 
or the restoration of affected land, 
after the completion of any network 
operations? 

20 14 Category: site restoration 
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Table A2.38 Water and sewerage services, compliance with licence conditions, ACTEW Corporation 

Obligation Response—
water 

Response—
sewerage 

ACTEW Corporation 
comments 

Licence compliance (cl. 7) 

Utility Service Licence (as varied on 20/08/02) 
Were there any material breaches of the licensee’s 
licence or any applicable law, code of practice, 
directions and guidelines in 2007–08? 
If yes, was the ICRC notified of the breaches? 
If not, please provide details 

No No  

Environmental requirements (schedule: cl. 2.1, 2.2) 
Please provide a copy of the licensee’s environmental 
strategy. 

 Not applicable Document #241799—
ActewAGL Environemental 
Management Plan 2005-
2010 

What was the volume of unaccounted-for water as a 
percentage of volume extracted in 2007–08? (%) 

8.6% Not applicable  

What was the average annual distribution loss from the 
network in 2007–08? (L/km of main per day) 
 

2,270 

What measures were taken during the year to 
minimise unaccounted water from the water network? 

District meter 
area monitoring 

Agreement with Fire Brigade (schedule: cl. 4) 
Did the licensee comply with its fire fighting/water 
supply agreement with the ACT Fire Brigade at all 
times during 2007–08? 

Yes Not applicable  
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Table A2.39 Water and sewerage services, compliance under Consumer Protection Code, ACTEW Corporation 

Obligation Response—water Response—
sewerage 

ACTEW Corporation 
comments 

Customer connection times (schedule: performance standard 1) 
In 2007–08, how many customer connections failed 
to meet the performance standard specified in the 
Consumer Protection Code? 

0 0  

If any, what percentage does this represent of total 
connections? 
Please provide reasons for any failure to meet the 
performance standard. 

0 0  

Responding to customer complaints (schedule: performance standard 3) 
1. How many customer/consumer complaints did 
the licensee receive in 2007–08? 

401: 
• 144 water 
• 183 water network 
• 74 water retail 

97  

2. How many were acknowledged within 
10 business days? 

382 (95%) 97 (100%)  

3. How many were responded to within 20 business 
days? 

376 (94%) 96 (99%)  

Response time to notifications about network problems or concerns (schedule: performance standard 4) 
1. How many notifications of network problems or 
concerns about the licensee’s network did the 
licensee receive in 2007–08? 

3,673 5,252  

2. How many of these notifications related to 
damage or harm to, or fault with, the licensee’s 
network that was likely to affect public health, or 
caused or potentially caused substantial damage or 
harm to a person or property? 

64 21  

3. Of the notifications referred to in 2, how many 
responses were not made within 6 hours? 

0 0  

4. How many notifications related to other problems 
or concerns that were not likely to affect public 
health, or cause or potentially cause substantial 
damage or harm to a person or property? 

3,609 5231  

5. Of the notifications referred to in 3, how many 
responses were not made within 48 hours? 

859 15  

6. Of the notifications referred to in 3, how many 
problems or concerns were not resolved in the time 
specified in the response? 

116 63  

Table continues 
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Table A2.39 continued 

Obligation Response—water Response—
sewerage 

ACTEW Corporation 
comments 

Planned interruptions (schedule: performance standard 5) 
How many planned interruptions to services were 
there in 2007–08? 

1,414 events 0  

How many instances were there where the licensee 
did not provide at least 2 days notice of a planned 
interruption to each premises affected? 

0 0  

How many instances were there where supply was 
not restored within 12 hours of the initial 
interruption? 

0 0  

Unplanned interruptions (schedule: performance standard 6) 
How many unplanned interruptions to services were 
there in 2007–08? 

594 events 
14,201 properties 

2,059 
interruptions 
2,059 properties 

 

In how many instances was supply not restored 
within 12 hours of the initial interruption? 

0 1  

Obligation to pay rebate for non-compliance (cl. 11.2) 
How many claims for a rebate for failing to meet the 
performance standards specified in the schedule to 
the Consumer Protection Code did the licensee 
receive during 2007–08? 

0 0 

How many rebates did the licensee pay customers 
in 2007–08? 

2 0 

What was the nature of the incidents? Late reply to 
complaints 

Not applicable 

What was the total value of the rebates paid? ($) $40 0 
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Appendix 3 Licensee performance report data 

This appendix details the compiled performance data reported by licensees. The tables in this 
appendix show annual performance indicators by industry segment and licensee. Where licensees 
have provided supporting documentation, it has not usually been included. Notes to the tables 
contain licensees’ comments and clarifications of their responses. They do not represent the 
Commission’s views. 

Electricity distribution 

ActewAGL Distribution was the only electricity distribution licensee in the ACT in 2007–08. 

The indicators collected by the Commission include the national regulatory reporting 
requirements. These were agreed between regulators and industry representatives under the 
auspices of the Steering Committee on National Regulatory Reporting Requirements. Further 
information on the requirements, including definitions of terms, can be downloaded from the 
Utility Regulators Forum section of the Australian Competition and Consumer Commission 
website http://www.accc.gov.au. 

The following tables detail ActewAGL Distribution’s performance in 2007–08: 

Table A3.1 Supply reliability 

Table A3.2 Complaints about the technical quality of supply 

Table A3.3 Customer service 

Table A3.4 Regulatory accounts 

Table A3.1 Supply reliability, electricity distribution, ActewAGL Distribution, 2007–08 

Dataset 

Feeder category 

CBDa Urban Rural short Network total 

System average interruption duration index (SAIDI) (minutes) 
Overall not applicable. 90.8 49.3 89.2 
Distribution network—planned not applicable. 64.6 38.8 63.6 
Distribution network—unplanned not applicable. 26.2 10.5 25.6 

System average interruption frequency index (SAIFI) (minutes) 
Overall not applicable 0.77 1.929 0.81 
Distribution network—planned not applicable 0.25 0.157 0.25 
Distribution network—unplanned not applicable. 0.51 1.772 0.56 

Customer average interruption duration index (CAIDI) (minutes) 
Overall not applicable. 118.3 25.6 110.1 
Distribution network—planned not applicable. 255.0 247.0 254.8 
Distribution network—unplanned not applicable. 51.0 5.9 45.7 

a A review of feeder classifications concluded that there are no feeders in the ACT that should be classified as CBD. 
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Table A3.2 Complaints technical quality of supply, electricity distribution, ActewAGL Distribution, 2007–08 

Indicator Response Comments 

Number of complaints 
Total number of 
technical quality of 
service complaints 

50 This figure comprises all logging jobs brought to our attention via customer 
complaint/enquiries. This figure is up on last year, this could be attributed to inferior 
consumer product manufacture, not allowing for the ActewAGL standard 240 volts ±6% 
tolerance. Note that this voltage range is tighter than AS60038-2000 which specifies a 
standard voltage range of 230 volts +10% and –6%. 

Complaints by category 
Low supply voltage 2 One low supply was confirmed, requiring a HV re-configuration. The remaining (other) 

complaint was unsubstantiated. The customer was advised of our ±6% tolerance 
Voltage dips 11 Two of the voltage dips were confirmed as quality of supply issues. One was rectified via 

system augmentation, the second problem was rectified by altering transformer tap 
change settings. The remaining 9 complaints were unsubstantiated. The customer was 
advised of our ±6% tolerance. 

Voltage swell 16 Surveys resulted in altering the tap changer settings on 11 transformers. The remaining 5 
complaints were unsubstantiated, the customer was advised of our ±6% tolerance. 

Voltage spike 2 The complaints were unsubstantiated, the two surveys conducted found no voltage 
spikes evident and the customers were informed. 

Waveform distortion 2 The complaints were unsubstantiated, the two surveys conducted found no excessive 
distortion evident and the customers were informed. 

TV or radio 
interference 

0  

Noise from 
appliances 

0  

Other 4 Overloads, Voltage imbalance and Neutral to Earth potential rise logging. 2 substantiated 
–1 voltage imbalance and 1 overloaded LV circuit. 

Likely cause of problem 
Network equipment 
faulty 

1 Faulty Transformer due to lightning damage. 

Network interference 
by network service 
provider equipment 

0  

Network interference 
by another customer 

0  

Network limitation 15 Incorrect Transformer tapping and LV circuits overloaded. 
Customer internal 
problem 

2 Customers informed of overload conditions. 

No problem 
identified 

32 The complaint was unsubstantiated. Loading is OK and volts are within our allowable 
±6% tolerance and all customers were advised. 

Environmental 0  
Other 0  
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Table A3.3 Customer service, electricity distribution, ActewAGL Distribution, 2007–08 

Indicator Response Comments 

Timely provision of services 
Total number of (new) connections 
provided 

6,679 Connected (energised) 

2,734 New physical connections (based on the difference between the number 
of connections and the number of extinct properties at the beginning and 
at the end of the financial year. Differences are added together to 
provide the number of connections. 

Number not provided on or before the 
agreed date 

Nil There is no mandated agreed date for new physical connections. 

Call centre performance 
How many ACT customers made calls to 
the licensee's call centre in 2007–08? 

52,939  

How many calls were answered within 30 
seconds?a 

37,332  

What was the average waiting time 
before a call was answered by a person? 
(seconds) 

28.2  

How many calls were abandoned before 
being answered by a person? 

7,412  

How many overloadb events occurred? 18  

Customer complaintsc 
What was the total number of customer 
complaints received by the licensee in 
2007–08? 

760 Attachment provided 

Of the complaints received in 2007–08, 
how many related to: 

 System unreliability 7. Electricity quality 7 
Customer service covers a wide range of issues. It is highly subjective 
what to include and what to leave out. We counted notices offended 1, 
work faulty 5, late / missed appointment 5, staff misbehaviour 5, service 
request not met 6, information wrong 8, failed to reply 9, connection took 
too long 10, staff rude, 11, not told outage cancelled 17, outage too long 
21, site restoration 59, timing of work 96, Damage to property 80, site 
restoration 59 
Connection took too long 10, disconnection 7 
Meters, meter reading 14 

Reliability of supply 7 

Technical quality of supply 7 

Administrative process or customer 
service 

253 

Property damage/restoration 139 

Connections 17 

Metering/meter reading 14 

Failure to provide, or insufficient notice? 
Unplanned interruption? 
Other network operations (specify)? 
Other? (please specify) 

225 
7 

Outage notice nil/too short 225  
System unreliability 7 
Please see attached list (Attachment 8) breakdown of the 760 
complaints into 30 categories. 

a A call is answered when a caller speaks to a human operator or to an interactive service that provides the information requested, but not when a 
call is placed in an automated queue or continues to ring without a response 

b An overload event is defined as event where the number of incoming calls exceeds the capacity of the call centre and normal service standards 
cannot apply. 

c A complaint is defined as ‘any expression of dissatisfaction with an action, a proposed action, or failure to act, or in respect of a product or service 
offered or provided by, the licensee, and where a response is explicitly or implicitly expected.’ It does not include queries or requests for advice. 
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Table A3.4 Regulatory accounts, electricity distribution, ActewAGL Distribution, 2007–08 

Data required Reference Response 

Revenue (nominal $’000)   Regulated/Excluded or Unregulated  

(R or E) 
Network 
charges 

Domestic 1.1 47,618 R 
Non-domestic Low 
Voltage 

1.2 65,169 R 

Non-domestic High 
Voltage 

1.3 11,513 R 

Non-domestic Sub-
transmission 

1.4   

Total network 
charges 

 124,300 R 

Public lighting 1.5  Public lighting and metering network charges 
are included above. 

Customer contributions  5,407 R 
Other distribution services    
Profit from 
sale of 
assets 

Gross sale 
proceeds 

 69 R 

Book value of 
assets sold 

   

Other revenue  2,127 R 

Asset values (nominal $’000)   Regulated/Excluded or Unregulated  
(R or E) 

System 
assets 

Sub-transmission 
lines 

2.1   

Distribution lines 2.2   
Substations 2.3   
Distribution 
transformers 

2.4   

Low voltage supply 2.5   
Meters 2.6   
Communications 2.7   
Land & easements 2.8   
Buildings 2.9   
Other system 
assets 

2.10   

Work in progress 2.11   
Total system assets  586 R 

Non-system assets    
Public lighting    
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Data required Reference Response 

Capital expenditure and 
additions to fixed assets 
(nominal $’000) 

  Capex or Additions 
(C or A) 

System 
assets 

Sub-transmission 
lines 

2.1 1,283 Financial accounting value – includes Zone 
Substation Assets (additions less 
writedowns) 

Distribution lines 2.2 24,934 Financial Accounting value (Additions less 
Write-offs) 

Substations 2.3 9,908 Financial Accounting value for Distribution 
Substations (Additions less Write-offs) 

Distribution 
transformers 

2.4  Included in item above 

Low voltage supply 2.5  Included in Distribution Lines above 
Meters 2.6 3,590 Financial Accounting value (Additions less 

Write-offs) It should be noted that Meters do 
not form part of the Regulated Asset Base as 
they have been deemed by ICRC to be 
Excluded Services 

 Communications 2.7   
Land & easements 2.8   
Buildings 2.9   
Other system 
assets 

2.10 313 Financial Accounting value (Additions less 
Write-offs) 

Total system assets  40,028 Financial Accounting value (Additions less 
Write-offs) 

Non-system assets  443 Financial Accounting value (Additions less 
Write-offs) This does not include Electricity 
Networks .share of Corporate Assets. 

Public lighting  0  

Capital expenditure on system 
assets by purpose (nominal 
$’000) 

  Capex or Additions 
(C or A) 

Asset replacement 3.1 18,348 Financial Accounting value (Capex) 
Demand related 3.2 19,065 Financial Accounting value (Capex) 
Reliability and quality 
improvements 

3.3 2,264 Financial Accounting value for Augmentation 
(Capex) Augmentation works are for various 
reasons and are influenced by demand 
considerations. 

Environmental, safety and legal 
obligations 

3.4   

Full retail contestability 3.5   

Other 3.6 3,964 Financial Accounting value (Capex) 

Table continues 
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Table A3.4 continued 

Data required Reference Response  

Depreciation (nominal $’000)    

Current year depreciation charge  22,424 Financial Accounting value (capex) 
Depreciation methodology used 
(e.g. straight line) 

 Straight line 

Weighted average expected 
lives (years) 

  Regulated/Excluded or Unregulated  
(R or E) 

System 
assets 

Sub-transmission 
lines 

2.1   

Distribution lines 2.2   
Substations 2.3   
Distribution 
transformers 

2.4   

Low voltage 
supply 

2.5   

Meters 2.6   
Communications 2.7   
Buildings 2.9   
Other system 
assets 

2.10   

Total system 
assets 

   

Non-system assets    

Weighted average remaining 
lives (years) 

  Regulated/Excluded or Unregulated  
(R or E) 

System 
assets 

Sub-transmission 
lines 

2.1   

Distribution lines 2.2   
Substations 2.3   
Distribution 
transformers 

2.4   

Low voltage 
supply 

2.5   

Meters 2.6   
Communications 2.7   
Buildings 2.9   
Other system 
assets 

2.10   

Total system 
assets 

   

Non-system assets    
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Data required Reference Response  

Operating costs (nominal $’000)   Regulated/Excluded or Unregulated  
(R or E) 

Network operating costs 4.1 18,658 R 
Network 
maintenance 
costs 

Inspection 4.2 3,047 R 
Maintenance & 
repair 

4.3 4,681 R 

Vegetation 
management 

4.4 2,491 R 

Emergency 
response 

4.5 3,397 R 

Other network 
maintenance 

4.6   

Total network 
maintenance 

 13,617 R 

Meter reading 4.7 892 R 
Other costs Customer service 4.8   

Advertising & 
marketing 

4.9 1,454 R 

Full retail 
contestability 

4.10   

Other operating 
costs 

4.11 4,376 R 

Total other costs    
Public lighting 4.12   
Total corporate overheads 
included in cost categories 

 16,731 Total charges from Corporate for business 
support services and associated overheads 

Related party transactions 
(nominal $’000) 

   

Total value of related party 
transactions 

 3,169 Payments to ActewAGL Retail 

 

Electricity supply 

There were 17 licensed electricity suppliers in the ACT in 2007–08. Information is presented only 
for the 13 suppliers that traded in the ACT electricity market in 2007–08. 

The indicators collected by the Commission include the national regulatory reporting 
requirements, which were agreed between regulators and industry representatives under the 
auspices of the Steering Committee on National Regulatory Reporting Requirements. Further 
information on the requirements, including definitions of terms, can be downloaded from the 
Utility Regulators Forum website.28  

In the tables below, small customers are defined as those using less than 100 MWh/year, medium 
customers are those using 100–160 MWh/year, and large customers are those using more than 
160 MWh/year. All residential customers are small customers. 

                                                      
28 The link to the Utility Regulators Forum is at www.accc.gov.au/content/index.phtml/itemId/3894. 
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For legibility, each section has two tables: the first covers suppliers alphabetically from 
ActewAGL Retail to EnergyAustralia, and the second covers suppliers alphabetically from Ergon 
Energy to TRUenergy Yallourn. 

Customer service 

Customer service indicators cover call centre performance and complaints. For call centre 
performance, a call is considered answered when a caller speaks to a human operator or to an 
interactive service that provides the information requested, but not when a call is placed in an 
automated queue or continues to ring without a response. 

A complaint is defined as any expression of dissatisfaction with an action, a proposed action or 
failure to act, or about a product or service offered or provided by the licensee, where a response is 
explicitly or implicitly expected. Complaints do not include general enquiries or requests for 
advice. Billing and affordability complaints include matters directly relating to the amount of a 
bill, as well as ensuing matters. These include: 

• disconnection due to an unpaid disputed bill 

• complaints relating to difficulty in paying accounts 

• payment terms and methods 

• overcharging 

• prices 

• debt recovery practices. 

Tables A3.5 gives customer service information for electricity suppliers ActewAGL Retail to 
EnergyAustralia; table A3.6, for electricity suppliers Ergon Energy to TRUenergy Yallourn. 
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Table A3.5 Customer service, electricity supply, 2007–08, suppliers—ActewAGL to Energy One 

Indicator 

ActewAGL 
Retail a 

AGL 
Sales 

AGL Sales 
(Queensland 
Electricity) 

Aurora 
Energy 

Country 
Energy 

Dodo 
Power 
& Gas 

EnergyAustralia  
c 

Energy 
One 

Call centre performance 
How many calls did ACT 
customers make to the 
licensee’s call centre in 
2007–08? 

178,410  0 0b 0b 29,709 0 1,667,717  0 

Number of calls 
answered within 
30 seconds 

138,802 0 0 0 24,510 0 1,276,295  0 

What was the average 
waiting time before a call 
was answered by a 
person? (seconds) 

77.0 0 0 0 18.0 0 35.2 0 

How many overload 
events occurred? 

0 0 0 0 0 0 not available 0 

Number of calls 
abandoned before being 
answered by a person 

7,487 0 0 0 921 0 49,042  0 

Complaints 
What was the number of 
complaints received in 
2007–08? 

1341 0 0 0 1 0 49 0 

Of the complaints 
received in 2007–08, 
how many related to: 

        

Billing and affordability? 200 0 0 0 1 0 20 0 
Marketing? 142 0 0 0 0 0 15 0 
Other retail matters? 999 0 0 0 0 0 14 0 

a ActewAGL Retail’s call centre fields account and retail enquiries for electricity, water, sewerage and internet customers. Call centre statistics are not 
held at a service level. The statistical information reported has been derived using the percentage of call type or line of business code entered at 
the point of each call. 

b Customers in the ACT do not use a call centre; they call their account managers directly. 
c Statistics are for ACT, New South Wales, Victoria and Queensland, and cannot be broken down. 
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Table A3.6 Customer service, electricity supply, 2007–08, suppliers—ERM Power Retail to TRUenergy 
Yallourn 

Indicator ERM 
Power 
Retail 

Integral 
Energy 

Jackgreen Origin 
Energy 

Powerdirect Red 
Energy 

Sun Retail TRUenergy TRUenergy 
Yallourn 

Call centre performance 
How many calls did 
ACT customers 
make to the 
licensee’s call 
centre in 2007–08? 

0 0 0 0 0a 40 0 6,230 0 

Number of calls 
answered within 
30 seconds 

0 0 0 0 0 24 0 5,350 0 

What was the 
average waiting 
time before a call 
was answered by a 
person? (seconds) 

0 0 0 0 0 50 0 25 0 

How many overload 
events occurred? 

0 0 0 0 0 0 0 not available 0 

Number of calls 
abandoned before 
being answered by 
a person 

0 0 0 0 0 4 0 114 0 

Complaints 
What was the 
number of 
complaints received 
in 2007–08? 

0 0 0 0 2 0 0 28 0 

Of the complaints 
received in 2007–
08, how many 
related to: 

         

Billing and 
affordability? 

0 0 0 0 2 0 0 14 0 

Marketing? 0 0 0 0 0 0 0 2 0 
Other retail matters? 0 0 0 0 0 0 0 12 0 

a Customers in the ACT do not use a call centre; they call their account managers directly. 

Affordability and access 

The affordability and access indicators include data on the use of instalment plans. The 
Commission notes that such a payment arrangement is not necessarily a debt-related payment plan 
for customers experiencing payment difficulties; rather, it may be an arrangement used for flexible 
budgeting. 

Tables A3.7 gives affordability and access information for electricity suppliers ActewAGL Retail 
to EnergyAustralia; table A3.8, for electricity suppliers Ergon Energy to TRUenergy Yallourn. 
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Table A3.7 Affordability and access, electricity supply, 2007–08, suppliers—ActewAGL to Energy One 

Indicator ActewAGL 
Retail 

AGL 
Sales 

AGL Sales 
(Queensland 
Electricity) 

Aurora 
Energy 

Country 
Energy 

Dodo 
Power 
& Gas 

EnergyAustralia  Energy 
One  

Instalment plans 
Number of customers 
on instalment plans at 
30 June 2008 

10,264 0 0 0 28 0 81 0 

How many were:                 
Residential 
customers? 

10,138 0 0 0 27 0 81 0 

Non-residential 
customers? 

126 0 0 0 1 0 0 0 

Use of direct debit 
Number of customers 
that used direct debit 
facilities to pay 
customer accounts 

26,076 0 0 0 40 0 2,092 0 

How many were:                 
Residential 
customers? 

25,191 0 0 0 27 0 2,092 0 

Non-residential 
customers? 

885 0 0 0 13 0 0 0 

Direct debit defaults  
Number of customers 
that used direct debit 
defaulted on direct 
debit payments 

1147 0 0 0 9 0 0 0 

How many were:                 
Residential 
customers? 

1121 0 0 0 8 0 No Data 0 

Non-residential 
customers? 

26 0 0 0 1 0 0 0 

Disconnections/reconnections 
Number of residential 
customers that were 
disconnected in 2007–
08 for failure to pay an 
amount due 

367 0 0 0 0 0 23 0 

Number of residential 
customers that were 
disconnected for failure 
to pay an amount due 
and were reconnected 
at the same premises 
in the same name 
within seven days of 
disconnection 

194 0 0 0 0 0 14 0 

Number of non-
residential customers 
that were disconnected 
in 2007–08 for failure 
to pay an amount due 

52 0 0 0 1 0 0 0 
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Indicator ActewAGL 
Retail 

AGL 
Sales 

AGL Sales 
(Queensland 
Electricity) 

Aurora 
Energy 

Country 
Energy 

Dodo 
Power 
& Gas 

EnergyAustralia  Energy 
One  

Number of non-
residential customers 
that were disconnected 
for failure to pay an 
amount due and were 
reconnected at the 
same premises in the 
same name within 
seven days of 
disconnection 

34     0 0 0 0 0 

Security deposits 
Number of customers 
that had a security 
deposit lodged with the 
licensee at 30 June 
2008 

0 0 0 0 0 0 45 0 

How many security 
deposits has the 
licensee held for 
12 months or more? 

0 0 0 0 0 0 13 0 

Centrelink Centrepay 
Number of customers 
that used Centrelink’s 
Centrepay option in 
2007–08 

2,614 0 0 0 9 0 351 0 
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Table A3.8 Affordability and access, electricity supply, 2007–08, suppliers—ERM Power Retail to TRUenergy 
Yallourn 

Indicator ERM 
Power 
Retail 

Integral 
Energy 

Jackgreen Origin 
Energy 

Powerdirect Red 
Energy 

Sun 
Retail 

TRUenergy TRUenergy 
Yallourn 

Instalment plans 
Number of 
customers on 
instalment plans at 
30 June 2008 

0 0 0 0 0 0 0 183 0 

How many were:                  
Residential 
customers? 

0 0 0 0 0 0 0 182 0 

Non-residential 
customers? 

0 0 0 0 0 0 0 1 0 

Use of direct debit 
Number of 
customers that used 
direct debit facilities 
to pay customer 
accounts 

0 0 0 0 0 0 0 218 0 

How many were:                  
Residential 
customers? 

0 0 0 0 0 0 0 200 0 

Non-residential 
customers? 

0 0 0 0 0 0 0 18 0 

Direct debit defaults 
Number of 
customers that used 
direct debit 
defaulted on direct 
debit payments 

0 0 0 0 0 0 0 5 0 

How many were:                  
Residential 
customers? 

0 0 0 0 0 0 0 5 0 

Non-residential 
customers? 

0 0 0 0 0 0 0 0 0 

Disconnections/reconnections 
Number of 
residential 
customers that were 
disconnected in 
2007–08 for failure 
to pay an amount 
due 

0 0 0 0 0 0 0 0 0 
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Indicator ERM 
Power 
Retail 

Integral 
Energy 

Jackgreen Origin 
Energy 

Powerdirect Red 
Energy 

Sun 
Retail 

TRUenergy TRUenergy 
Yallourn 

Number of 
residential 
customers that were 
disconnected for 
failure to pay an 
amount due and 
were reconnected 
at the same 
premises in the 
same name within 
seven days of 
disconnection 

0 0 0 0 0 0 0 0 0 

Number of non-
residential 
customers that were 
disconnected in 
2007–08 for failure 
to pay an amount 
due 

0 0 0 0 0 0 0 0 0 

Number of non-
residential 
customers that were 
disconnected for 
failure to pay an 
amount due and 
were reconnected 
at the same 
premises in the 
same name within 
seven days of 
disconnection 

0 0 0 0  0 0   0 0 

Security deposits 
Number of 
customers that had 
a security deposit 
lodged with the 
licensee at 30 June 
2008 

0 0 0 0 0 0 0 0 0 

How many security 
deposits has the 
licensee held for 
12 months or more? 

0 0 0 0 0 0 0 0 0 

Centrelink Centrepay 
Number of 
customers that used 
the Centrepay 
option in 2007–08 

0 0 0 0 0 0 0 64 0 

Gas transmission 

The ACT has one licensed gas transmission utility, East Australian Pipeline Limited. Due to the 
small size of the licensee’s operations and the fact that it has only one customer (ActewAGL 
Distribution), performance reporting requirements are limited. 
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Gas distribution 

ActewAGL Distribution was the only gas distribution licensee in the ACT in 2007–08. 

A number of the indicators collected by the Commission are based on the national regulatory 
reporting requirements for electricity distribution that were agreed by the Utility Regulators Forum 
in 2002. 

Business descriptors 

Table A3.9 Business descriptors, gas distribution, ActewAGL Distribution, 2007–08 

Indicator Response 

Connection points (number) 
How many DPIs (distribution point identifiers) did the licensee have at 30 June 
2008? 

98,059 

Customers (number) 
How many customers were connected to the licensee’s network at 30 June 
2008? 

94,590 

How many new customers were connected to the licensee’s network in 2007–
08? 

2,418 

Volume of gas (TJ) 
Aggregate quantity of gas entering the distribution network 6,925 
Quantity of gas billed to tariff customers (i.e. <10 TJ per year) 5,832 
Quantity of gas billed to tariff customers (i.e. > 10 TJ per year) 1,017 

Length of network (km) 
Total pipeline length by pressure classes at 30 June 2008 3,758 
Length of which is medium pressure 3,510 
Length of which is high pressure 249 

 

Customer service 

Customer service indicators cover call centre performance and complaints. For call centre 
performance, a call is considered answered when a caller speaks to a human operator or to an 
interactive service that provides the information requested, but not when a call is placed in an 
automated queue or continues to ring without a response. 

A complaint is defined as any expression of dissatisfaction with an action, a proposed action, or 
failure to act, or about a product or service offered or provided by the licensee, where a response is 
explicitly or implicitly expected. Complaints do not include general enquiries or requests for 
advice. 
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Table A3.10 Customers and connection points, gas distribution, ActewAGL Distribution, 2007–08 

Indicator Response Comments 

Customers and connection points   

How many customers were connected to the licensee’s network as at 30 
June 2008? 

94,590 This data is for ACT only 

How many DPIs did the licensee have as at 30 June 2008? 98,059 This data is for ACT only 
How many new customers were connected to the licensee’s network in 
2007–08? 

2,418 This data is for ACT only 

 

Table A3.11 Customer complaints, gas distribution, ActewAGL Distribution, 2007–08 

What was the total number of complaints received in 2007–08? 12  
Of the complaints received in 2007–08, how many related to:   

Property damage / restoration of property? 3  
Administrative process or customer service? 3  
Quality and reliability of supply? 0  
Connections? 4  
Metering/meter reading? 1  
Failure to provide, or insufficient, notice? 1  
Unplanned interruption? 0  
Other network operations (please specify)? 0  
Other? (please specify)   

Telephone enquiries  (See also Section 1)   
How many telephone calls were made to the licensee’s 
emergency number in 2007–08? 

8,372  

How many calls were answered within 30 seconds? Not 
available 

Unable to extract this information from Telstra 
for 2007–08 period. The PABX has been 
upgraded to include reporting capability that 
can report this statistic for the 2008–09 period 

How many calls dropped out or were abandoned before being 
answered by a person? 

137  

What was the average wait time before a person answered the 
call? (seconds) 

Not 
available 

Unable to extract this information from Telstra 
for 2007–08 period. The PABX has been 
upgraded to include reporting capability that 
can report this statistic for the 2008–09 period 

How many overload events occurred? 0  
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Incidents, operation and maintenance 

Table A3.12 Incidents, operation and maintenance, gas distribution, ActewAGL Distribution, 2007–08 

Incidents Response Comments 
Number of gas leaks (from mains, service and meters) reported by the public to the 
licensee: 

  

Medium pressure 842  
High pressure 0  
Number of mechanical damage incidents to mains and services:    
Medium pressure 229  
High pressure 0  
Number of times gas specification reached the maximum or minimum limits 41  

Operations and maintenance 
Number of significant gas leaks detected by survey by pressure classes   
Medium pressure 211  
High pressure 0  
Number of gas regulators replaced by customer class   
Domestic customers 613  
Industrial/commercial customers 9  
Number of meter replacements by customer class   
Domestic customers 193  
Industrial/commercial customers 10  
Number of times distribution network pressure fell below normal operating system 
minimum pressure by pressure classes 

  

Medium pressure 0  
High pressure 0  

Volume of gas (TJ) 
Aggregate quantity of gas entering the distribution network?  6,925 TJ Data is for ACT only 
Aggregate quantity of gas billed? 6,849 TJ Data is for ACT only 
Aggregate quantity of gas billed to tariff customers (i.e. < 10 TJ per annum)  5,832 TJ Data is for ACT only 
Aggregate quantity of gas billed to non-tariff customers (i.e. ≥ 10 TJ per annum)  1017 TJ Data is for ACT only 

Other 
  

Total pipeline length at 30 June 2003 (kilometres):   
Medium pressure 3,509.5 ActewAGL mains 

operating at 
<1050 kPa in ACT 

High pressure 248.9 ActewAGL mains 
operating at 
1050 kPa and above 

Provide an update of general technical description (in total) as provided in licence 
application provided to Commission? 

 Map provided 
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Supply reliability 

Table A3.13 Supply reliability, gas distribution, ActewAGL Distribution, 2007–08 

Indicator 
Planned 
interruptions 

Unplanned 
interruptionsa Total network 

Total number of instances of lost supply affecting five or more 
customers 

0 1 1 

Customer hours off supply for interruptions affecting five or 
more customers 

0 18 18 

In 2007–08, what is the total number of incidents of:     
Burst or leaking pipes that affected public health, or were 
causing or likely to cause substantial damage or harm to 
people or property? 

0 6 6 

Any other burst or leaking pipes? 0 238 238 
What percentage of responses to notifications were not 
responded to: 

   

Within six hours, in the case of burst or leaking pipes that 
affected public health or were causing or likely to cause 
substantial damage or harm to people or property? 

Not applicable 100% 100% 

Within 48 hours, in the case any other burst or leaking pipes? Not applicable 100% 100% 

a Excludes transmission outages. 

Gas supply 

In 2007–08, there were seven licensed gas suppliers in the ACT. Information is provided for only 
the four that were active in the ACT gas market during the year—ActewAGL Retail, Country 
Energy, EnergyAustralia and TRUenergy. 

In these tables, small customers are defined as those using less than 1 TJ per year and large 
customers are those using more than 1 TJ per year. All residential customers are small customers. 

A number of the indicators collected by the Commission are based on the national regulatory 
reporting requirements for electricity supply that were agreed by the Utility Regulators Forum. 

Customer service 

Customer service indicators cover call centre performance and complaints. For call centre 
performance, a call is considered answered when a caller speaks to a human operator or to an 
interactive service that provides the information requested, but not when a call is placed in an 
automated queue or continues to ring without a response. 

A complaint is defined as any expression of dissatisfaction with an action, a proposed action, or 
failure to act, or about a product or service offered or provided by the licensee, where a response is 
explicitly or implicitly expected. Complaints do not include general enquiries or requests for 
advice. Billing and affordability complaints include matters directly relating to the amount of a 
bill, as well as ensuing matters. These include: 

• disconnection due to an unpaid disputed bill 

• complaints relating to difficulty in paying accounts 
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• payment terms and methods 

• overcharging 

• prices 

• debt recovery practices. 

Table A3.14 Customer service, gas supply, 2007–08 

Issue ActewAGL Retail Country Energy EnergyAustralia TRUenergy

Call centre performance 
How many calls did ACT customers make to the 
licensee’s call centre in 2007–08? 

181,296 29,709 1,667,717 3,169

How many calls were answered within 30 seconds? 144,893 24,510 1,276,295 2,678
What was the average waiting time before a call 
was answered by a person? (seconds) 

53 18 38 28

How many overload events occurred?     
How many calls were abandoned before being 
answered by a person? 

7,049 921 49,042 72

Complaints 
What was the number of complaints received in 
2007–08? 

681 0 11 4

By small customers 681 0 0 4
By large customers 0 0 0 0
Of the complaints received in 2007–08, how many 
related to: 

 

Billing and affordability 345 0 5 1
And were from small customers? 345 0  1
And were from large customers? 0 0  0

Marketing 17 0 2 1
And were from small customers? 17 0  1
And were from large customers? 0 0  0

Other retail matters 319 0 4 2
And were from small customers? 319 0  2
And were from large customers? 0 0  0

 

Affordability and access 

The affordability and access indicators include data on the use of instalment plans. The 
Commission notes that such a payment arrangement is not necessarily a debt-related payment plan 
for customers experiencing payment difficulties; rather, it may be an arrangement used for flexible 
budgeting. 
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Table A3.15 Affordability and access, gas supply, 2007–08 

Issue 
ActewAGL 

Retail 
Country 
Energy EnergyAustralia TRUenergy 

Instalment plans 
Number of customers on instalment plans at 30 June 2008 556 7 81 80 
Residential customers? 553 7 81 80 
Non-residential customers? 3 0 0 0 

Use of direct debit 
How many customers used direct debit facilities to pay 
customer accounts? 

2,194 8 2,092 131 

Residential customers? 2,175 8 2,092 123 
Non-residential customers? 19 0 0 8 
How many customers who used direct debit defaulted on 
direct debit payments? 

82 4 Not available 1 

Residential customers? 82 4 Not available 1 
Non-residential customers? 0 0 Not available 0 

Disconnections/reconnections 
How many residential customers were disconnected in 
2007–08 for failure to pay an amount due? 

1,075 0 23 0 

How many residential customers were disconnected for 
failure to pay an amount due and were reconnected at the 
same premises in the same name within seven days of 
disconnection? 

466 0 14 0 

Security deposits 
Number of security deposits lodged with the licensee at 
30 June 2008 

2,579 0 88 0 

By residential customers 2,536 0 87 0 
By non-residential customers 43 0 1 0 
What was the total value of the security deposits lodged? ($) 209,455 0 7,410 0 
By residential customers? ($) 191,722 0 6,960 0 
By non-residential customers? ($) 17,733 0 450 0 
How many security deposits has the licensee held for 
12 months or more? 

1,349 0 24 0 

For residential customers? 1,349 0 24 0 
For non-residential customers? 0 0 0 0 

Centrelink Centrepay 
How many customers used Centrelink’s Centrepay option in 
2007–08? 

490 4 351a 25b 

a  Estimated. 
b. Number of customers on Centrepay as at 30 June 2008. 

Water and sewerage services 

In the 2007–08 reporting period, ACTEW Corporation was the only water and sewerage licensee 
in the ACT. A number of the indicators collected by the Commission are based on the national 
regulatory reporting requirements for electricity distribution and supply that were agreed by the 
Utility Regulators Forum. 
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The following tables give information on the performance of ACTEW Corporation: 

Table A3.16 Customers and properties 

Table A3.17 Complaints, security deposits and instalment plans 

Table A3.18 Interruptions to supply—water services 

Table A3.19 Interruptios to supply—sewerage services 

Table A3.20 Water consumption 

Table A3.16 Customers and properties, water and sewerage services, ACTEW Corporation, 2007–08 

Indicator Response—water Response—
sewerage 

How many customers did the licensee have at 30 June 2008? 141,046 137,262 
How many of these were residential customers? 133,318 130,628 
How many of these were non-residential customers? 7,728 6,634 
How many properties were receiving water services as at 30 June 2008? 141,459 140,641 

How many of these were residential properties? 134,107 134,107 

How many of these were non-residential customers?  7,352 6,534 

How many new properties were connected to the licensee’s network in 2007–
08? 

2,129 2,029 

Note: No comments were provided. 
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Table A3.17 Complaints, security deposits and instalment plans, water and sewerage services, ACTEW 
Corporation, 2007–08 

Indicator Response—
water 

Response—
sewerage 

Comments 

Complaints (See also Section 1)    

What was the total number of complaints received by 
the licensee in 2007–08? 

401 97  

Of the complaints received in 2007–08, how many 
related to: 

   

Water quality? 144 Not applicable  
Water supply reliability? 7  Category:  

Unplanned interruption—1 
Pipe burst—2 
Water pressure—4 

Sewerage odour complaints? Not applicable 9  
Sewerage services reliability and quality? Not applicable 27 Category:  

Sewer surcharge/blockage—18 
Odour—9 

Property damage/restoration of property? 49 46  
Accounts/billing? 44 0 Category: 

Bill disputed—42 
Bill payment facilities—1 
Bill not received—1 

Metering/meter reading? 12 Not applicable  
Failure to provide, or insufficient, notice? 4 1  
Unplanned interruptions? 1 18 Category: sewer 

surcharge/blockage—18 
Water supply interruption—1 

Other retail complaints (specify)? 18  Separate tables provided to ICRC 
Other network complaints (specify)? 123 23  

Security deposits    

How many security deposits were lodged with the 
licensee as at 30 June 2008 by residential customers? 

Nil Nil  

What was the total value of the security deposits lodged 
by residential customers? ($) 

$0 $0  

How many security deposits were lodged with the 
licensee as at 30 June 2008 by non-residential 
customers? 

Nil Nil  

What was the total value of the security deposits lodged 
by non- residential customers? ($) 

$0 $0  

How many security deposits has the licensee held for 
12 months or more for: 

Nil Nil  

Residential customers? $0 $0  
Non- residential customers? $0 $0  
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Instalment plans 
   

How many residential customers were on instalment 
plans as at 30 June 2008? 
List the types of instalment plans the licensee offers; 
and 
Indicate the numbers of customers on each type of 
instalment plan. 

651—EXT 
2—DEF 
48—LTA 
134—LTD 

 EXT—short term extensions 
DEF—deferred account 
arrangements 
LTA—long-term extensions 
without interest charges applied. 
Last year’s figure was elevated 
due to new system issues relating 
to the application of interest to 
accounts. This resulted in larger 
than normal number of accounts 
requiring the interest to be 
suppressed in 2006–07 
LTB—long-term arrangements 

How many non-residential customers were on 
instalment plans as at 30 June 2008? 
List the types of instalment plans the licensee offers; 
and 
Indicate the numbers of customers on each type of 
instalment plan. 

18—EXT 
0—DEF 
3—LTA 
2—LTB 

 EXT—short-term extensions 
DEF—deferred account 
arrangements 
LTA—long-term extensions 
without interest charges applied. 
Last year’s figure was elevated 
due to new system issues relating 
to the application of interest to 
accounts. This resulted in larger 
than normal number of accounts 
requiring the interest to be 
suppressed in 2006–07 
LTB—long-term arrangements 

Access and affordability    

How many residential customers used Centrelink’s 
Centrepay option in 2007–08? 

171 171  

Direct debit defaults    

How many customers used direct debit facilities to pay 
customer accounts: 

   

Residential customers? 28,418 28,418  
Non- residential customers? 991 991  
How many customers defaulted on direct debit 
payments in 2007–08? 

   

Residential customers? 1,043 1,043  
Non- residential customers? 0 0  
What definition of direct debit payment defaults did the 
licensee use to answer these questions? 

Insufficient funds Insufficient 
funds 
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Telephone enquiries: Non-Emergency Call Centre    

How many telephone calls were made to the licensee’s 
non-emergency call centre in 2007–08? 

41,481 (retail) 
1,176 
(Fyshwick) 
6,437 (Water 
conservation 
office) 

 ActewAGL Retail contact centre 
answers calls about 
account/billing enquiries for the 
following services: electricity, 
water and sewerage and ISP 
customer. Calls statistics are not 
held at service level. Statistical 
information reported in this 
process has been derived by 
using the LOB (line of business) 
codes entered at the point of call. 
The percentage of water and 
sewerage related LOB codes is 
then used to calculate the total 
number of calls answered for 
water and sewerage. This year 
18.57% of total calls answered 
were registered against water and 
sewerage. 

How many calls were answered within 30 seconds? 32,272 (retail) 
917 (Fyshwick) 

 Data not captured for Water 
Conservation Office 

How many calls dropped out or were abandoned before 
being answered by a person? 

1,390 (Retail) 
127 (Fyshwick) 

 Data not captured for Water 
Conservation Office 

What was the average waiting time before the call was 
answered by a person? (seconds) 

77 sec (Retail) 
17.1 sec 
(Fyshwick) 

 Data not captured for Water 
Conservation Office 

How many overload events occurred? Nil (retail) 
Nil (Fyshwick) 

 Data not captured for Water 
Conservation Office 

Telephone Enquiries:  Emergency Number      
How many calls were made to the licensee’s 
emergency number in 2007–08? 

26,832  All figures in this section include 
water, sewerage and storm water 

How many calls were answered within 30 seconds?  21,558   
How many calls dropped out or were abandoned before 
being answered by a person? 

839  RAN—recorded voice 
announcement 
377 before RAN 
462 after RAN 

What was the average waiting time before the call was 
answered by a person? (seconds) 

23.26   

How many overload15 events occurred? Nil   
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Table A3.18 Interruptions to supply, water services, ACTEW Corporation, 2007–08 

Indicator Response Comments 

Burst or leaking pipes   

How many instances were there in 2007–08 of burst or leaking 
pipes that affected public health, or were causing or likely to 
cause substantial damage or harm to people or property? 

1  

In how many of these instances did the licensee respond within 3 
hours? 

1  

How many instances were there in 2007–08 of burst or leaking 
pipes that DID NOT affect public health, or cause or were likely to 
cause substantial damage or harm to people or property? 

1,100  

In how many of these instances did the licensee respond within 
24 hours? 

877  

Planned interruptions   

How many planned interruptions to water supply services were 
there in the ACT in 2007–08? 

1,414 
interruptions 
6,553 properties 

 

Average water supply interruption frequency a 0.046  
Average water supply interruption durationb 51.4 min An average interruption time of 30 mins for 

each of the CAPEX Meter Replacements 
(732 interruptions) has been assumed. 
This information cannot be calculated 
exactly as the times are not recorded 
electronically. 

Total interruption time faced by an average customer in 2007–08 0.51 min/prop  
Customer water supply planned interruption frequency:   
1 interruption 0.03567  
2 interruptions 0.00206  
3 interruptions 0.00024  
4 interruptions 0.0000  
5 or more interruptions 0.0000  

Unplanned interruptions (total)    

How many unplanned interruptions to water supply services were 
there in the ACT in 2007–08? 

594 events 
14,201 properties 

Mains to maincock only 

Average water supply interruptiona 0.1  
Average water supply interruption durationb 110.1 min  
Total interruption time faced by an average customer in 2007–08c 0.46 min/prop  
Customer water supply interruption frequencyd:   
1 interruption 0.09639  
2 interruptions 0.01221  
3 interruptions 0.00107  
4 interruptions 0.00001  
5 or more interruptions 0  

Table continues 
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Table A3.18 continued 

Indicator Response Comments 

Restriction of supply   

How many residential customers had their water supply restricted 
in 2007–08 for failure to pay an amount due? 

Nil  

How many of these residential customers had their supply 
subsequently restored within 7 days and in the same name? 

Not applicable  

How many non- residential customers had their water supply 
restricted in 2007–08 for failure to pay an amount due? 

Nil   

How many of these non- residential customers had their supply 
subsequently restored within 7 days and in the same name? 

Not applicable  

a Calculated as follows: Total number of properties interrupted/total number of water properties. 
b Calculated as follows: Total number of planned interruptions/total number of interruptions. 
c Calculated as follows: Total number of planned interruptions/total number of water properties. 
d Calculated as follows: Total number of properties experiencing x planned interruptions / total number of water properties, where x = 1 to 5 (or more). 

Table A3.19 Interruptions to supply, sewerage services, ACTEW Corporation, 2007–08 

Indicator Response Comments 

 Unplanned interruptions   

How many unplanned interruptions to sewerage services were 
there in the ACT in 2007–08? 

2,059 
interruptions 

 

Average sewerage service interruption frequency  0.0146  
Average sewerage service interruption duration  135.2 min  
Total interruption time faced by an average customer in 2007–08 1.98 

min/customer 
 

In 2007–08, what was the total number of sewer main breaks and 
chokes? 

3,344  

How many were caused by tree roots? 3,040  

In 2007–08, what was the total number of property connection 
sewer breaks and chokes? 

2,077  

How many were caused by tree roots? 1,794  
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Table A3.20 ACT water supply, ACTEW Corporation, 2007–08 

Performance indicator Response Comments 
What was the volume of water supplied to the following customer 
categories in 2007–08: 

  

Residential—standard (kL) 21,134,409  
Residential—flats and units (kL) 4,924,445  
Commercial (kL) 9,720,644  
Identifiable government (kL)  Identified in commercial figure above 
Educational premises (kL) 944,261  
Ecclesiastical institutions (kL)  Included in educational figure 
Irrigation or urban open spaces including parks and sport grounds 
(kL) 

 Included in commercial and educational  

Individual bulk supplies (kL)  See Queanbeyan figure 
Other identifiable categories (please specify) 507,873  
What was the total volume of water supplied to Queanbeyan in 
2007–08? (kL) 

3,437,145  
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Appendix 4 Data tables for figures 

This appendix shows tables of data used to generate each figure in the body of the report.  

Table A4.1 Figure 2.1, energy distributed, electricity distribution, ActewAGL 
Distribution, 2002–03 to 2007–08 

Year Residential Non-residential Total 
2002–03 1,113 1,424 2,537 
2003–04 1,101 1,578 2,679 
2004–05 1,119 1,510 2,629 
2005–06 1,180 1,593 2,773 
2006–07 1,148 1,651 2,799 
2007–08 1,150 1,681 2,831 

 

Table A4.2 Figure 2.2, customer numbers, electricity supply, ACT, 2002–03 to 
2007–08 

Year Residential Non-residential Total 
2002–03 126,585 13,301 139,886 
2003–04 128,513 12,861 141,374 
2004–05 130,548 13,046 143,594 
2005–06 134,979 11,618 146,597 
2006–07 137,016 12,421 149,437 
2007–08 137,582 13,772 151,354 

 

Table A4.3 Figure 2.3, sales volume, electricity supply (MWh), ACT, 2002–03 to 
2007–08 

Year Residential Non-residential Total 
2002–03 1,079 1,467 2,546 
2003–04 1,134 1,503 2,637 
2004–05 1,133 1,582 2,715 
2005–06 1,162 1,654 2,816 
2006–07 1,156 1,668 2,824 
2007–08 1,142 1,676 2,818 
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Table A4.4 Figure 2.4, average per customer 
consumption (MWh), electricity, ACT, 2002–
03 to 2007–08 

Year Residential Non-residential 
2002–03 8.52 110.28 
2003–04 8.82 116.86 
2004–05 8.68 121.34 
2005–06 8.42 142.80 
2006–07 8.44 132.92 
2007–08 8.30 121.69 

 

Table A4.5 Figure 2.5, average per customer 
consumption, electricity, states and 
territories, 2006–07 

State/territory Average 
consumption 
(MWh/customer) 

Average consumption 
(MWh/residential 
customer) 

SA 16.0 6.2 
WA 15.6 6.2 
Vic. 18.0 5.9 
ACT 18.8 8.4 
NSW 21.0 7.4 
NT 21.9 8.9 
Qld 24.5 7.5 
Tas. 39.2 9.9 

Note: 2007–08 data not available 

Table A4.6 Figure 2.6, customer and supplier numbers, electricity supply, ACT, 
2003–04 to 2007–08 

Category 2003–04 2004–05 2005–06 2006–07 2007–08 
<10 5 6 8 3 5 
10–100 6 2 3 2 2 
>100 1 4 4 7 5 
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Table A4.7 Figure 2.7, ACT electricity customers transferring to new 
retailers, July 2005 to June 2008 

Month 

Number of 
customers 

that 
switched 

Running 
sum of 

switches Month 

Number of 
customers 

that 
switched 

Running 
sum of 

switches 
Jul-05 466 3,829 Jan-07 678 13,807 
Aug-05 348 4,177 Feb-07 582 14,389 
Sep-05 489 4,666 Mar-07 734 15,123 
Oct-05 262 4,928 Apr-07 923 16,046 
Nov-05 281 5,209 May-07 1,446 17,492 
Dec-05 577 5,786 Jun-07 1,300 18,792 
Jan-06 280 6,066 Jul-07 1,526 20,318 
Feb-06 317 6,383 Aug-07 828 21,146 
Mar-06 317 6,700 Sep-07 518 21,664 
Apr-06 151 6,851 Oct-07 356 22,020 
May-06 216 7,067 Nov-07 487 22,507 
Jun-06 685 7,752 Dec-07 320 22,827 
Jul-06 1098 8,850 Jan-08 362 23,189 
Aug-06 1094 9,944 Feb-08 324 23,513 
Sep-06 582 10,526 Mar-08 322 23,835 
Oct-06 810 11,336 Apr-08 312 24,147 
Nov-06 858 12,194 May-08 426 24,573 
Dec-06 935 13,129 Jun-08 270 24,843 

 

Table A4.8 Figures 2.8 and 2.9, customer supply point numbers, 
gas distribution, ACT, 2002–03 to 2007–08 and 
volume distributed, gas distribution, ACT, 2002–03 to 
2007–08 

 Year Customer numbers Volume distributed (TJ) 
2002–03 83,650 7,014 
2003–04 84,700 7,647 
2004–05 88,659 7,048 
2005–06 91,330 7,731 
2006–07 94,066 7,055 
2007–08 94,590 6,925 
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Table A4.9 Figure 2.10, average gas consumption per connection, 
states and territories, 2006–07 

State 

Average consumption all 
connections 

(GJ/connection) 

Average consumption residential 
(GJ/residential connection) 

NSW 100.06 n.a. 
WA 50.63 21.41 
SA 96.83 27.84 
Qld 181.25 34.20 
ACT 69.81 46.02 
Vic. 107.04 59.44 

n.a. = not available 
Note: Data for 2007–08 not available. 

Table A4.10 Figure 2.11, ACT gas customers transferring to new retailers, 
July 2006 to June 2008 

Fortnight 
ending 

Number of 
switches 

in fortnight 

Running 
sum of 

switches 
Fortnight 

ending  

Number of 
switches 

in fortnight 

Running 
sum of 

switches 

15-Jul-06 372 6,834 14-Jul-07 387 12,764 
29-Jul-06 120 6,954 28-Jul-07 416 13,180 
12-Aug-06 97 7,051 11-Aug-07 216 13,396 
26-Aug-06 128 7,179 25-Aug-07 274 13,670 
9-Sep-06 131 7,310 8-Sep-07 151 13,821 
23-Sep-06 252 7,562 22-Sep-07 177 13,998 
7-Oct-06 131 7,693 6-Oct-07 106 14,104 
21-Oct-06 209 7,902 20-Oct-07 131 14,235 
4-Nov-06 170 8,072 3-Nov-07 94 14,329 
18-Nov-06 249 8,321 17-Nov-07 73 14,402 
2-Dec-06 276 8,597 1-Dec-07 104 14,506 
16-Dec-06 313 8,910 15-Dec-07 69 14,575 
30-Dec-06 298 9,208 29-Dec-07 73 14,648 
13-Jan-07 166 9,374 12-Jan-08 46 14,694 
27-Jan-07 226 9,600 26-Jan-08 72 14,766 
10-Feb-07 107 9,707 9-Feb-08 37 14,803 
24-Feb-07 169 9,876 23-Feb-08 72 14,875 
10-Mar-07 136 10,012 8-Mar-08 64 14,939 
24-Mar-07 150 10,162 22-Mar-08 91 15,030 
7-Apr-07 112 10,274 5-Apr-08 85 15,115 
21-Apr-07 221 10,495 19-Apr-08 127 15,242 
5-May-07 310 10,805 3-May-08 91 15,333 
19-May-07 443 11,248 17-May-08 114 15,447 
2-Jun-07 266 11,514 31-May-08 105 15,552 
16-Jun-07 329 11,843 14-Jun-08 85 15,637 
30-Jun-07 534 12,377 28-Jun-08 102 15,739 
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Table A4.11 Figure 2.12, ACTEW average water consumption per residential property, ACT,  
2002–03 to 2007–08 

 2002–03 2003–04 2004–05 2005–06 2006–07 2007–08 
Average water 
consumption per 
residential property 
(kL) 

320 248 240 261 239 194 

 

Table A4.12 Figure 2.13, average annual residential 
water supplied (kl/property), sample of 
suppliers, 2006–07 and 2007–08 

Utilities 2006–07 2007–08 
Water Corporation (Perth) 281 268 
ACTEW 240 194 
SA Water (Adelaide) 235 194 
Sydney Water (NSW) 199 182 
Brisbane Water 153 128 

 

Table A4.13 Figure 4.1, total network revenue ($ million), electricity 
distribution, ActewAGL Distribution, 2003–04 to 2007–08 

 Residential Non-residential Total 
2003–04 43.1 61.8 104.9 
2004–05 37.2 66.4 103.6 
2005–06 43.1 56.9 100.0 
2006–07 43.4 70.9 114.4 
2007–08 47.6 76.7 124.3 

 

Table A4.14 Figure 5.1, complaints per 1,000 
properties, water quality, selected 
utilities, 2007–08 

Utility Value 
SA Water Adelaide (SA) 0.6 
Sydney Water (NSW) 0.9 
ACTEW Corporation 1.0 
City West Water (Vic.) 1.1 
Hunter Water (NSW) 2.8 
Brisbane Water (Qld) 4.8 
Water Corporation Perth (WA) 6.0 
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Table A4.15 Figure 5.2, complaints per 1,000 
properties, sewerage service, 
selected utilities, 2007–08 

Utility Value 
ACTEW Corporation 0.1 
South East (Vic.) 0.1 
Yarra Valley (Vic.) 0.3 
City West Water (Vic.) 0.4 
Brisbane Water (Qld) 0.4 
SA Water (SA) 0.6 
Water Corporation (WA) 0.9 
Sydney Water (NSW) 1.1 
Hunter Water (NSW) 2.7 

 

Table A4.16 Figure 5.3, unplanned interruptions, 
water supply, selected utilities, 2007–08 

Utility Average duration 
(minutes) 

ACTEW Corporation 72.0 

South East Water (Vic.) 90.0 

Yarra Valley (Vic.) 92.2 

Hunter Water (NSW) 117.7 

Water Corporation Perth (WA) 132.4 

Sydney Water (NSW) 166.8 

Brisbane Water (Qld) 181.7 

 

Table A4.17 Figure 5.4, overflows per 100 km of main, sewerage, ACTEW Corporation, 2002–03 to 2007–08 

Year 2001–02 2002–03 2003–04 2004–05 2005–06 2006–07 2007–08 
Overflows per 100 km of sewer 
main 

93.5 102.8 96.6 107.2 76.8 82.0 80.0 
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Table A4.18 Figure 5.5, sewer main breaks 
and chokes, selected utilities, 
2007–08 

Utility No./100 km 
sewer main 

Gold Coast Water (Qld.) 17.6 

South East (Vic.) 20.7 

Water Corporation Perth (WA) 20.9 

Brisbane Water (Qld.) 27.6 

City West (Vic.) 28.6 

Power and Water (NT) 30.2 

Hunter Water (NSW) 50.2 

SA Water Adelaide (SA) 58.2 

Sydney Water (NSW) 64.0 

ACTEW Corporation 166.9 

a Includes tree roots. 

Table A4.19 Figure 5.6, average break/choke 
repair time, sewerage, selected 
utilities, 2007–08 

Utility Average 
repair time 

(minutes) 
ACTEW Corporation (ACT) 34.0 
NT Power and Water (NT) 100.2 
City West (Vic.) 106.1 
Sydney Water (NSW) 143.0 
Hunter Water (NSW) 144.0 
Gold Coast Water (Qld) 150.7 
Brisbane Water (Qld.) 169.0 
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Table A4.20 Figure 5.7, call centre performance, 
water/sewerage, selected utilities, 2007–08 

Utility Calls answered by 
operator within 30 
seconds (%) 

Hunter Water (NSW) 56.0 
ACTEW Corporation 77.4 
Gold Coast Water (Qld.) 80.8 
Yarra Valley (Vic.) 82.1 
Water Corporation Perth (WA) 82.4 
Sydney Water (NSW) 88.5 
East Gippsland Water  94.6 

 

Table A4.21 Figure 7.1, unaccounted-for water, proportion ACTEW Corporation, 2002–03 to 2007–08 

Year 2002–03 2003–04 2004–05 2005–06 2006–07 2007–08 
Proportion of unaccounted-for water (%) 6.9 7.7 8.2 8.2 5.0 8.6 

 

Table A4.22 Figure 7.2, infrastructure leakage indices, 
selected water utilities, 2007–08 

Utility Infrastructure leakage index 

Gold Coast Water (Qld.) 0.8 

ACT 0.9 

SA Water Adelaide (SA) 1.0 
City West Water (Vic.) 1.0 
Yarra Valley (Vic.) 1.1 
Brisbane Water (Qld.) 1.2 
Hunter Water (NSW) 1.2 
Sydney Water (NSW) 1.5 
Water Corporation (WA) 1.7 
Power and Water (NT) 3.2 

 

Table A4.23 Figure 7.3, environmental flows, volumes and proportion of total volumes abstracted, water 
supply, ACTEW Corporation, 2002–03 to 2007–08 

Year 2002–03 2003–04 2004–05 2005–06 2006–07 2007–08 
Volume of environmental flows 
(‘000 ML) 39.5 58.4 30.2 59.5 10.2 10.2 
% of total water supplied 39.2 54.6 36.6 51.2 17.6 18.5 
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Table A4.24 Figure 7.4, sewage (%) treated to tertiary or advanced level, 
selected utilities, 2007–08 

Utility % 

Sydney Water (NSW) 22 
East Gippsland Water  42 
Hunter Water (NSW) 44 
Water Corporation Perth (WA) 94 
Yarra Valley (Vic.) 95 
Brisbane Water (Qld) 98.9 
ACTEW Corporation 100 
Gold Coast Water (Qld.) 100 

 

Table A4.25  Figure 7.5, electricity, residential consumption per person, ACT, 2002–03 to 2007–08 

Year 2002–03 2003–04 2004–05 2005–06 2006–07 2007–08 
Residential electricity consumption per 
person (MWh/year) 

8.5 8.8 8.7 8.6 8.4 8.3 

 

Table A4.26 Figure 7.6, electricity, residential consumption per person, 
states and territories, 2006–07 

State/territory Average consumption (MWh per person) 
South Australia 7.9 
Western Australia 6.8 
Victoria 8.4 
Australian Capital Territory 8.2 
New South Wales 9.7 
Northern Territory 7.7 
Queensland 10.8 
Tasmania 20.9 

Notes: Data for 2007–08 were not available. 
As a point of comparison, the Australia-wide average consumption per person in 2006–07 was 9.4 MWh. 

Table A4.27 Figure 7.7, network losses, electricity distribution, ActewAGL Distribution, 2002–03 to 2007–08 

Year 2002–03 2003–04 2004–05 2005–06 2006–07 2007–08 
Network losses (% of total network inputs) 5.46 4.73 5.40 4.58 4.51 4.39 

 



 

Acronyms and abbreviations 

ABS Australian Bureau of Statistics 

ACAT ACT Civil and Administrative Tribunal 

ACCC Australian Competition and Consumer Commission 

ACT Australian Capital Territory 

AER Australian Energy Regulator  

AGO Australian Greenhouse Office 

CAIDI customer average interruption duration index 

capex capital expenditure 

CBD central business district 

CO2-e carbon dioxide equivalent 

Commission Independent Competition and Regulatory Commission 

EAPL East Australian Pipeline Limited 

ESAA Energy Supply Association of Australia 

ESC Essential Services Commission of Victoria 

ESCC Essential Services Consumer Council 

ESCOSA Essential Services Commission of South Australia 

FRC full retail contestability 

GJ gigajoule 

GL gigalitre 

GWh gigawatt hour 

ICRC Independent Competition and Regulatory Commission 

IPART Independent Pricing and Regulatory Tribunal 

kL kilolitre 

km kilometre 

km2 square kilometres 
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kPa kilopascal 

kV kilovolt 

kWh kilowatt hour 

ML megalitre 

MWh megawatt hour 

NEMMCO National Electricity Market Management Company 

NEM National Electricity Market 

NUoS Code Network Use of System Code 

OTTER Office of the Tasmanian Energy Regulator 

QCA Queensland Competition Authority 

SAIDI system average interruption duration index 

SAIFI system average interruption frequency index 

TJ terajoule 

TUOS total use of system 

Utilities Act Utilities Act 2000 

WSAA Water Services Association of Australia 
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