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AusiNet is committed to improving how customers experience our services. “Deliver for customers” is one of our key
strategic pillars and drives business-wide focus on delivering for customers today and in future. Residential greenfield
developers continue to be a key customer group for AusMet. Most new connections for our distribution networks are
comprised of greenfield development lots.

Following a review by the Essential Services Commission of Victoria (ESC) in 2020 into improving the timeliness of
electricity connections, AusMNet engaged directly with greenfield developers to create a Customer Service Standard
({the Standard) for Greenfields Negotiated Electricity Connections. The objective of the Standard is to ensure:

= continuous improvement and building effective business relationships between distribution businesses and
developers to resolve issues,

= accountabiity and transparency about the time it takes distnbution businesses to complete certain steps of the
connections process,

More so than any other distibution business, we encourage the contestable industry to perform this work with our role
being that of managing the quality and safety of deliverad assets. In this capacity, we highly value our engagement
with housing developers and industry associations. Two reports have subsequently been published on the ESC's
website which show our progress against the commitments in the Standard, covering the perods July - December
2021 and January - June 2022, This half-yearly report outlines our progress in July - December 2022,

The six-maonth period from July to December 2022 saw us meet or exceed all our performance metries. During this
period, our engagement with developers and their contractors also matured. We continued to build on the research
and engagement activiies undertaken, the feedback heard throughout our initial engagement process, and the
progress made during the 12 months prior (and as outlined in earlier reports). The Developer Consultative Committee
(DCC) and Industry Briefings {explained in prior reports) continue Lo allow for robust discussion of issues and
challenges facing developers, AusNet and the industry more broadly, we continue to encourage developers 1o
suggest agenda items.

We have also continued improvements to our mass communication. In September 2022 we launched Community
Hub, AusMet's online engagement portal, which features dedicated pages on both the DCC and Industry Briefings.
Information regarding the purpose of the DCC, curent members, our commitment to the Standard, and information
about the connection process is available here. DCC Meeting minutes, which contain a summary of information and
discussion on audit trends, are also shared via these pages (links to these meetings are available in Appendix 1).

In addition to continuing quartery DCC meetings, we maintained our program of Indusitry Briefings. The: |latest
briefing, in August 2022 on the Future of Gas, was attended by more than 130 people and guest speakers. Following
the event, we invited developers who attended this brefing to join the DCC and to raise any persisting pain points in
the connection process with us. We are curently consulting members on the next briefing and its timing - the topic is
likely to be on electrification and all-electric estates.

The energy transition is presenting opportunities and challenges o stakeholders and consumers. During this transition
our focus remains on understanding what is important to property developers their consultants and contractors in the
greenfields negotiated electricity connections process. The progress and achievements outliined in this report and
our updated Customer Service Standards Propozal demonstrate that our engagement with developers has
improved since we implemeanted the Standard and is delivering significant benefits for developers and AusNet alike.

About this document

Consistent with the ESC’s requirements, this document and its appendices include;

= areport of our progress against commitments in the Customer Outcomes Statement

=  minutes of consultative committee meetings, in AusNet’s case, DCC meeting minutes

. details of our performance, reported against measures included in our Customer Service Standard

= Initiatives the distribution business has taken to improve the service, or an update on any initiative taken.

As AusNet has met or exceeded all perfformance measures for the period July — December 2022 this report does not
explain why performance measures were not achieved and actions taken to rectify these issues. For context, we first
present the outcomes AusNet agreed to achieve over two years commencing March 2021. This is presented
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alongside a summary of actions undertaken in the six-month reporting perod. A full copy of AusNet’s current
Customer Service Standard is available via the ESC website.
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Customer Outcomes Statement
and summary of actions

AusNet agreed to achieve the following outcomes over 2 years, commencing March 2021, The following table
presants cutcomes and summarses actions taken to deliver on them during the period July - December 2022, These

complement Ausiet’s previous actions, as outlined in reports to the ESC.

Reduce the overall time to
connect

Increase transparency of the
audit process

Streamline our communications
processes

1Agreed outcomes

We are committed fo continual
improvement in the timeliness of
our service delivery.

We are committed to further
improvemeants in the audifing
process through the inclusion of
perfformance metrics and sharing
of infarmation around the volume
of audits passed and failed, re-
audit: and audits requested and
completed,

We are committed to making it easier
for developers fo connect to our
network by streamiining our
communication processes, providing a
single point of contact, and making it
easier for developers to get into
contact with vs. This will ensure that
developers are easily abie to gather
the information that they need in a
timely manner.

Curing the reporting period,
AusMet received 170 new project
applications for 5,674 lots and
met or exceeded all its
performance targets, across all
four process steps of: Design
reviews (approvals); As built plan
review,; Pre-commission netwaork
audits and Final network audit.

The July 2022 DCC meeting
discussed AusNet’s proposal to
address developers’ payments
hoiding up Authority to
Commence Connect
Construction (ACCC) issuance.
Aushet proposed to trial the
separation of the project
contribution and the bond
payment. DCC members agreed
to implement the trial and review
{at the end of 2022.

As it had been over-represented
in audit trends, AusMNet advised
during the October 2022 DCC
meeting that it will focus on the
overhead process for Greenfield
projects in 2023. This will deliver
benefits to developers through
fewer non-conformances, and
ultimately quicker and smoother

icun nections.

AusNet's Actions to deliver on agreed outcome (July - Dec 2022)

Aggregated audit results and
trends continue to be presented
and discussed al quarterly DCC
meetings. A summary of these
discussions is shared publicly via
DCC minutes on Community Hub,

In April 2022 network auditors
requested that AusNel provide
more granular information and
reporting on audit non-
conformance. Starting in July
2022, more detailed information is
provided to developers for
discussion at the DCC meetings.

During the October 2022 DCC
meeting AusNet advised of a
one-off IT issue with the Energy
Connect portal. AusNet advised
that it was working to fast-track
impacted applications; any
developers who experienced
issues with the portal or thought
they might have been impacted
were encouraged o contact
AusNet.

Industry members” direct contact with
subject matter experts in AusMNet's
Delivery & Design Compliance Team
continued throughout the reporting
pearod, via DCC meetings, and
affliated pages on Community Hub.
Additional contacts were shared via
the DCC as neesded,

Offers to contact Aushet are
repeatedly made at each DCC
meeating (as evidenced in meeating
minutes). Members can contact
AusNet at any time. and contact
channels are detailed via Community
Hub and in DCC meeting matenals.

During the October 2022 DCC
meeting it was agreed that
developers should continue to share
experenceas about the connection
process, and AusNet to keep sharing
information on timeframes, to help set
and manage expectations for others.

The discussion on AusMet's approach
to easements (at the February 2023
DCC #7 Meeting) came in direct
response to discussion and feedback
during DCC Meeting #E.
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Progress against commitments and
metrics

In developing the current Standard, AusNet reviewed the end-to-end process for greenfield connections and
proposed relevant metrics at each stage. Subsequent consultation with the ESC and DCC member: was conducted
in 2021 around additional metrics and the feasibility, cost and complexity to deliver them. The outcomes of these
conversations are evident in the reporting we present to DCC members in each slide pack.
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Figure 1. Updates made (o the end-to-end connechon process with the introduction of the ACCC payment [nal, See Appendix 2 for
a larger version of this diagram.

The July 2022 meeting was attended by 15 external members (60% attendance) and included discussion of AusNet's
proposed solution to address developers” payments holding up ACCC issuance - |.e. the evolving conversation on
the ‘average days to issue ACCC’ metric. To assist with payment challenges AusNet proposed to trial the separation
of the project contribution (approx. 38-Tk) and the bond payment (approx. $30k). The ACCC could then be ssued
on receipt of signed contract and project contribution payments, allowing for more time for the bond payment to

be processed by developers, enabling construction to commence prior to receipt of the bond payment. DCC
members expressed support for the thal and AusNet agreed to implement the trial. Should the trial be successful this
program will be made permanent. The DCC agreed to review the trial at the end of 2022,
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AusMet advised the group that they will be implementing a new sunset clause on rebate payments for Underground
Residential Development (URD) & Metwork Modification Contracts. This has been implemented to cap the time in
which rebates can be claimead to within 2 years of energisation of the site/s. It is not expected to impact the URD
developments to any significant degree and has been putin place to encourage the broader construction market
lo close oul works in a timely manner, AusiNet advised it would consider extending the claim period should special
ciroumstances apply.

The July 2022 mesting also featured an overview of the recently released Victornan Gas Substitution Roadmap,

asking members for their initial reactions to the changes outlined in the document. This generated considerable
dizcussion among members, who outlined a desire to engage further on the Roadmap to understand implications for
AusMet's gas and electricity networks.

October 2022 meeting
Agenda AusNet
Time Hem Lead
?ﬂgfm Welcome Cralg Velt
?Elﬁpm Safety moment | Driving through floods Michoeala Jockson
f‘r:ﬂ?m Energy Connect Portal | Update Crailg Vel
Iz_lllfﬂm Mefrics | Quarteny performancs E?;;;r:;r:;rgﬂn & 8nan
2.30pm Graenflelds negotiated eleckicity caqneciian customer service iy Holdir
4 miny standards 2023-25 | Feadback and dizcusstlon an proposal
E“ﬁgm Open floor with developers Cralg Valt
3.15pm MNext steps & Close Cralg Valt

5 mins

The October 2022 DCC meeting was also attended by 15 external members, In addition to presenting quarterly
performance data (outined below), key topics included the Greenfields Negotiated Electricity Connection
Customer Service Standard 2023-25, AusNet shared data collected from the recent developer survey and sought
feedback to validate if these findings were consistent with the group's views, A summary of what AusNet intended to
propose to the ESC (i.e., the updated Standard) was also shared with the group and feedback sought. It was
subsequently agreed that AusNet would prepare and submit the updated Standard to the ESC, based on discussions
with DCC members. During the meeting AusNet also advized of a one-off T issue with the Energy Connect portal.
While AusMNet advised that it was working to fast-track impacted applications, any developers who experienced
issues with the Portal or thought they might have been impacted were encouraged to contact AusNet.

During the open floor with developers and following the previous meeting's discussion of ACCC, it was agreed that
developers should continue to share experiences about the connection process, and AusNet would continue lo
keep sharing information on timeframes, to help set and manage expectations for others. There was also discussion
about Aushet’s approach to easements and Rapid Earth Fault Current Limiter (REFCL) kiosk sites, in which it was
noted that developers had limited success locating them in other areas. This resulted in AusNet’s approach to
easements and kiosks being scheduled as an agenda item for DCC Meeting #7 in February 2023,
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Quarterly performance for key metrics

In 2022 as a whole, AusNet received 412 applications for 14,330 greenfield development lots on our electricity
network. For July to December 2022, there were 170 applications for 5 674 lots. Compared to 2021, this represents a
slight easing of applications. During the reporting perod, AusNet met or exceeded all its performance targets, across
all four process steps of: Design reviews (approvals), As built plan review; Pre-commission network audits and Final
network audit.

metric performance: July — September 2022

As outlined below, Aushet exceeded all performance targets during this perod,

Process step (2022 Target |QTR performance (Jul — Sep 2022)
95% within 15 clear business days

Design reviews 90% completion <15 Volume: B17 reviews

(approvals) clear business days

Rejected: 24%

100% in <3 clear business days
95% completion <3

: WVolume: 710
clear business days

Az bult plan review

Rejected: 22%

99% completed within 10 clear business days
Pre-commission network  95% completion within
; . VMolume: 110
audits 10 clear business days

Failed: 16%

95% completed within 10 clear business days®
95% completion within
10 clear business days

Final network audit WVolume: 131

Failed: 12%

Note: Refeclions for design or as-buill reviews are a resull of designs nol meeling AusNet's technical standards. Rejections for
audits are outfined in the audit trends below,

i Bartfarmm S ecos 0 N

ey metric permormance: October vecembper sUL,

AusNet exceeded all performance targets during this period.

Process step 2022 Target QTR performance (Oct — Dec 2022)
97% within 15 clear business days

Design reviews 90% mmFlehﬂn =15 VoliiEs 755 T

(approvals) clear business days

Rejected: 20%

100% in =3 clear business days
85% compiletion =3
As built plan review p Volume: 729
clear business days

Rejected: 21%

Pre-commission network 99% completed within 10 clear business days.

audits 95% completion within
10 clear business YVolume: 112
{audit before d
o Failed: 9%

we energise)
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2022 Target

QTR performance (Oct — Dec 2022)

Process step

95% completion within 99% completed within 10 clear business days.

10 clear
business days

Final network audit Volume: 108

Failed: 11%

Mote: Rejections for design or as-built reviews are a result of designs not meeting AusNet's technical standards. Rejections for
audits are oullined in the audit Irends below.

Audit trends: July - September 2022

In April 2022 network auditors requested that AusNet provide more granular information and reporting on audit non-
conformance. Stating in July 2022, this more detailed information iz being provided to developers for further
discussion at the DCC meetings.

For the perod July - September 2022, a total of 71 non-conformance items were recorded. Most non-conformance
issues recorded in this perod were minor and were largely the result of civil pit issues of vanous types. AusNet's
Compliance Team discussed this with one service provider whose project presented several issues. While a
considerable reduction compared to the previous quarter (200 non-conformances were recorded betweean April -
June 2022), these figures should also be considered in light of the reduced volume of applications received.

Audit frends

Update on key audit frends for the period July - Sept 2022

AusNet

Minor Non-confommances (-5) Ciount ol Ninding catenorny - Flecinocal

- J :

Brookdown of tolol non-conformonce itomms k [ Deindng

Totai none
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iberrriz
JulySept ‘22

Lozl
WFdz Puan-Uanfrrmorcs: =100 Biicoe Boncanlzmanca {-5

Major nor-conlarmonce
Minar norrconlormanees
Majer safely non-confomance
inor safaty non-conformance

IJQED-

Count of finding coteaory - Clivil

|dentified finding:

Chl

BHectical
[ezsicgm

Kiosk

Ciztall

Puiiic Lightirg

8
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Walgi Moo loe mante (-8}
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Audit frends AusNet

Detailed non-confermance for the period July - Sept 2022

Irending civil non-conformance ifems:

«  Civil pits has no major frend just various issues identified over various projects
E.g. Wrong lid type. Expansion joints, Lead-ins

« Civil Reinstatement has no major frend just various issues identified over various projects.
E.g. Fencing, Drdins, Tie-ins.

Trending electrical non-conformanee ifems:

» [ectrical G/H has no major trend just varnouws issues identified although 1 project has majority of
issues and the Compliance Team will discuss with the Electrical service provider the audit
findings.

E.g. Crossarm lension, Missing washers, Slay Angle, Oversunk.
« Hectrical P/L has no major frend just various issues identified over various projects.

E.q. Different location, Different lantern fype, Wrong size cable,

Audit trends: October - December 2022

There was a large volume of applications (design reviews) received during the October - December 2022 quarter,
but impravermnents to the quality of applications was observed. The failure rate for pre-commission had also improved
from 16% In the previous quarter to 9% in October - December 2022, For the period October - December, 81 non-
conformance items were recorded.

As with the quarter pnor, most non-conformance issues recorded during this were minor and resulted from various
issues with civil/ kiosk, overhead, or electrical or lighting-related issues. Finish surface levels or subsidence, and civic
pits were the issues underpinning civil/kiosk non-conformances. Poles being oversunk, missing labels, and construction
issues were the reasons behind overhead non-conformances, with one project associated with multiple construction
nan-conformances. Missing labels was the main issue associated with electrical and lighting non-conformances. As it
had been over-represented in audit trends, AusNet will focus on the overhead process for Greenfield projects in 2023,
This should deliver benefits to developers through fewer non-conformances.
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Audit frends AusNet

Update on key audit frends for the period Oct - Dec 2022

v D I55UES DESIGHM [ DETAIL IS5UES

Taleal Muosjor — Minos '
non-conformance ’ el ot
tems 78 ; S e |
Oct - Dec '77 ! P -
e b ey i
: III Ill ] _. L

T Lk ]
mIaATEE Iy

Brocokdown of tolad non-conformanco ifoms

M Fiar e e wr by b B b e

Rinor non-conlormanos

Major sofaly non-conformanos
Kinor safety non-conformonce
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Audit trends AusNet

Detagiled non-conformance for the period October - December 2022

Trending elvll nen-conformance items:
= Civil Reinstatements [10) undedying issue was around Finish surface levels / Subsidence
= Civil it (10} no frends.,

Trending Overhead non-conformance items:

s Poles aversunk (3) ranging rom 100 = 150 mm

= Labels (3) Missing

= Construction (%) Che significant project contibuted fo the stats,
« Stay (7) Same project contributed to these stats.

Trending electrical non-conformance ifems:
« labels (7) Missing
o Cable (4) Traffic side was the main issue,

COMPLIAMCE TEAM in 2023; Will be focussed on the Overhead process for Greenfield projects
and ensuring that as much consfruction as far as reasonably practical is built prior fo
commissioning. e

PUBLIC
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During our engagement on the current Standard, we agreed to several other commitments that developers felt
would deliver significant improvements. The status of these is outlined below:

Initiative | Status |
Fublish information about the end-to-end process |=  This information remains available on the Aushet
for AusNet. Specifically: website’s New Estate Connection Application
. the steps involved in connecting a greenfield page
development (flow chart) |* The connection process flow chart (as recorded
in the July-Dec 2021 report) appears on the
= average end to end time taken to dedicated DCC page on Community Hub.
connect greenfield developments
end-to-end. * The total volume of jobs completed is reported
as part of this report (see pages 3 & 6). Quarterly
= total volumes of jobs completed: No updates are also provided at each DCC
metrc proposed (est. 5,000 to 10,000) meeting.
Publish information specifically relating to As discussed on pages 8 - 10 of this report, more
audits (pre-commission and final network audit), Agranular information and reporting is now
including: Jdisseminated at gquarterdy DCC meetings.

«  volume of audits passed/failed

=  audits requested and completed

it

Froactive issue identification with top audit failure Between July to December 2022, we continued to
items. provide more detailed coding and code descriptions
|of audit failures. Thiz enabled deeper analysis for
‘sharing with developers and informs subsequent
Jaction. For example, as it has been over-representad
i audit trends, AusNet will focus on the overhead
process for Greenfield projects in 2023. This will deliver
[benefits to developers through fewer non-

conformanceas,
Communicate AusNet's auditing expectations with Wdditional updates (to those provided in April 2022)
\ictoran Electrical Distribution Networks (VEDN) from the VEDN, on relevant topics, are provided to
auditors. the DCC as they arise.
MNote: VEDON is an industry panel made up of
representatives from all Distribution businesses,
including AusNet.
Host briefings with the wider industry to proactively « The second industry briefing on the Victordan Gas
communicate significant standards changes and Substitution Roadmap was heid on 24 August
; ; : 2022,
provide an opportunity for Developers (outside of
the DCC} to raise jssues. =  The forum included guest speakers from the gas
industry and was attended by more than 130
individuals.

«  The Briefing covered:
- Our Operating Enviranment

- What we're hearing about how the industry
Is responding to these changes

- Answering some FAQS

Renewable gases and what networks are
doing to prepare for them

= The next briefing is planned to occur in the next
six months.
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Next steps

Az we faciitate the energy transition, understanding what is important to property developers and their consultants
and contractors in the greenfields negotiated electricity connections process remains a priority,

We continue to find the ongoing feedback and collaboration with the DCC and Industry Briefings to be extremely
valuable. The research and engagement we undertook to prepare our updated Customer Service Standards
Froposal and the progress and achievements outlined in this report provide support that our engagement with
developears has greatly improved since we implemented the Standard and that this is delivering significant benefits
for developers and AusNet alike.

Our reported metrics have demonstrated a track record of improvements to the point where we are substantially
meeting our targets, despite experiencing some issues of staff availability during the COVID-19 pandemic and, more
recently, T issues with our online connection portal. We have an ongoing focus on maintaining efficient connection
processes for new housing developments with extensive contestability options for design, construction, and the
connection. More so than any other distribution business, we encourage the contestable industry to perform this work
with our role being that of managing the quality and safety of delivered assets. In this capacity, we highly value our
engagemeant with housing developers and industry associations.

The update to our Customer Service Standards iz high on our agenda for the next six months. As outlined in our
submission:

We ook forward fo continuing our quarterdy engagement with our Developer Consultative Commillee
(DCC). The DCC forum has become beneficial in conducting research and consulting on issues of 100%
solar estates and the implications of the Vietorian Energy Transition policy. The meaningful engagement with
the DCC, being informed by our regular connection customer service standards reporting, provides
significantly more valuable than legislated prescriptive performance targets. Maintaining the DCC forum is
mutually beneficial to us, the industry, and our customers, at this ime. Therefore, we support the proposed
extension of guartery engagement and retaining our current reporting metocs for the next three years from
March 2023 to February 2026

Actions aligned to our updated Standard, and planned for the next six months, include;

«  Continuing to hold quarterly meetings with the DCC and continuing to expand membership to include new
developers as requested. We have welcomed 2 new members in the previous 6-month period, replacing 2
former members.

*  Holding another Industry Briefing to extended audiences, the subject of which will be determined based on
feedback from DCC and industry.

« Continuing to help the development industry understand the changing policy and technology environment for
the transition to net-zero emissions, particularly as it relates to the infrastucture needed in new developments,

= Continuing to listen to and work with developers on the investigation and implementation of process
improvemeants.

«  Continuing to liaise with the ESC and industry members as we implement our updated service standards from
March 2023 onward,

+  Continuing the curent guarterly frequency and formatting of reporting on our metncs.
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Appendix 1 — Meeting minutes

Minutes from DCC meetings, as well Q&A from Industry Briefing listed below, can be found via the following links:
DCC Meeting #5 Minutes (July 2022)
DCC Meeting #6 Minutes (October 2022)

DCC Meeting #7 Minutes (February 2023) Note: these minutes discussion of metncs and data for the period

October - December 2022)

Industry Briefing — The Future of Gas O&A (August 2022)

Industry Briefing - The Future of Gas Slide pack (August 2022)
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Appendix 2

End-to-end greenfield connection process and associated metrics
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