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1.  ACT Government, “2015-16 Annual Feed-in-Tariff Report”, December 2016, page 7.

INTRODUCTION
Technological and lifestyle changes impact on how ActewAGL 
Distribution operates the electricity network and have significant 
implications for how we plan the long-term sustainability of our 
network. Electricity networks are constantly changing; today’s 
network is different from ten years ago and will be significantly 
different again in ten years time. This means that our plan for the 
future operation of the ACT electricity network needs to respond 
to these changes and take advantage of the new opportunities 
they present. 

The challenges confronting the electricity market are driving 
a national debate about the future structure of the electricity 
market. ActewAGL Distribution seeks to play a proactive role in 
providing ACT customers with a network service that continues 
to adopt new technology, price reforms and innovation.  We are 
already working with our customers to achieve this: 

•  We are about to release a new web portal to enable customers 
easy access to information about their electricity usage.  

•  We are continuing to review our network tariff structure to 
ensure we send clear price signals that encourage the efficient 
use of the network.  

•   We are developing opportunities to incentivise customers to 
deliver innovative demand management solutions to ensure 
efficient utilisation of our network is achieved.

In the next decade we expect to see the rapid adoption of new 
energy technologies that will affect both the demand and supply 
of electricity.  Technologies such as photovoltaic (PV) arrays and 
batteries will change the way we supply electricity. We expect the 
ACT to remain at the forefront of these changes as approximately 
17,710 small and medium sized generators already have an 
installed capacity of 51.5 Megawatts1 and this penetration rate is 
expected to continue to increase.  Meanwhile, new technologies 
such as electric vehicles and demand management tools (that 
allow customers to reduce their electricity demand for a period 
of time in exchange for a payment or reduction in their electricity 
charges) will change customers demand profile for electricity.   
The uptake of these technologies is being driven by falling 
technology costs, and a commitment to renewable energy. 
Our vision is for a smart electricity network that continues to 
improve the service we provide to our customers, as we move 
towards a future with different supply opportunities and demand 
requirements.

‘‘The growth of the ACT is exciting. There is 
significant infrastructure work underway 
to build and service new suburbs as well as 
meet demands produced by increased urban 
infill. Last summer the combined effort of 
Canberrans, particularly our large commercial 
customers, helped reduce pressure on our 
electricity network and avoid potential rolling 
blackouts. The successful outcome of that day 
highlights the value of working closely with our 
customers in the future. As a network provider, 
we work to ensure we maximise network 
capability, we will continue to seek to partner 
more with our customers to better understand 
their needs and ensure the network meets 
those needs.”   
Stephen Devlin, General Manager, Energy Networks

WHO IS ACTEWAGL DISTRIBUTION? 

The ActewAGL Distribution partnership is equally 
owned by Jemena Networks (ACT) Pty Ltd and Icon 
Distribution Investments Ltd (through subsidiaries).

ActewAGL Distribution owns and operates the 
electricity and gas networks within the ACT.  
We are responsible for the power lines and other 
infrastructure used to distribute electricity through 
the network to your home or business. ActewAGL 
Distribution undertakes electricity network 
maintenance, connects new customers, plans 
and constructs new infrastructure and provides 
emergency responses.

The cost of the services that ActewAGL Distribution 
provides is passed on to our customers through the 
retail companies that you buy your electricity from, such 
as ActewAGL Retail, Energy Australia or Origin Energy.

ActewAGL Distribution is a separate and distinct 
business to ActewAGL Retail.
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Transmission lines
Carry electricity long distances.

Distribution lines
Carry electricity to customers.

Electricity generation
Power plant, wind and solar.

Your home or business
Uses electricity for lighting, 
heating and to power appliances.

Retailer
The company that 
bills you for your 
power usage. You can 
choose your retailer.

$$

Metering
Your meter will 
be installed, owned 
and read by a 
separate business.

Note: ActewAGL Distribution is active 
in the transmission and distribution 
components of the energy market as 
indicated by the dotted lines.
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Zone substations

4,500
Street
transformers 2,365km

Overhead wires

2,904km
Underground cables

207,000
Electricity meters 2,358km2

Covering 

Figure 2: ActewAGL Distribution’s network assets.

Figure 1: The energy market.“Australia’s electricity system supports our economy 
and lifestyle and it is changing at an unprecedented 
scale. The transformation is driven by customers, as 
they embrace new technologies, take control of their 
energy use and support action on climate change”.2

Our vision is for a smart electricity network that continues to 
improve the service we provide to our customers.  This may 
include providing customers new technology, improving network 
reliability through rapid isolation of faults by autonomous 
network technology and delivering new services such as electric 
vehicle charging stations.

ActewAGL Distribution owns, operates and maintains the network 
of poles, wires, transformers and other equipment that distribute 
electricity safely and reliably to around 180,000 homes and 
businesses. 

ActewAGL Distribution provides network services to electricity 
retailers in the Canberra region and is increasingly engaging with 
a number of local energy producers including households with 
solar panels and other generators embedded within the network.  
This network is summarised in Figures 1 and 2. The network will 
continue to become ‘smarter’ as smart meters are mandatory 
from 1 December 2017, more electric vehicle charging stations 
are established across Canberra and as more customers install 
batteries to store power generated by solar panels. 

2.  Energy Networks Australia, CSIRO; Electricity Network Transformation Roadmap; http://www.energynetworks.com.au/electricity-network-transformation-roadmap
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ACTEWAGL’S MISSION  
STATEMENT
TO OFFER OUR CUSTOMERS THE SAFE, 
RELIABLE AND SUSTAINABLE ENERGY 
SOLUTIONS THEY WANT.  

Our 2019-24 Plan will progress this mission, while seeking to 
respond to technology-led changes to the energy sector and 
further strengthen ActewAGL Distribution’s core principles,  
which include the following:

• Always give first priority to the safety of our staff and customers. 

• Recognise that it’s all about the customer. 

• Deliver great user experiences – tailored and seamless. 

• Create solutions that give our customers choice and control. 

•  Take opportunities and informed risks, and innovate based on 
knowing our customer. 

•  Accept that we now operate in a highly contestable and 
competitive world. 

• Support our local communities.

THE AUSTRALIAN ENERGY REGULATOR

The Australian Energy Regulator regulates the 
Australian energy markets and networks, including 
network businesses such as ActewAGL Distribution, 
to ensure they are operating efficiently and charge 
appropriate prices for their services. 

The Regulator will review our five year plan to 
check that it meets the National Electricity Law and 
National Electricity Rules. It is also guided by the 
National Electricity Objective to ‘promote efficient 
investment in, and efficient operation and use of, 
electricity services for the long term interests of 
consumers with respect to:

•  price, quality, safety, reliability and security of  
supply of electricity; and

•  the reliability, safety and security of the national 
electricity system.’ 3

3.   National Electricity Objective as stated in the National Electricity Law (National Electricity (South Australia) Act 1996.

4. www.aer.gov.au/networks-pipelines/determinations-access-arrangements/actewagl-determination-2014-19/appeal

WHAT’S THIS 
DOCUMENT FOR?
Every five years, ActewAGL Distribution prepares a detailed 
plan explaining how we will operate and maintain the electricity 
network to meet the future needs of our customers. 

We are currently preparing our plan for the 2019/20 – 2023/24 
years. We are required to submit our proposed plan to the 
Australian Energy Regulator (the Regulator) by 31 January 2018.

We develop our five year plan based on an estimate of the lowest 
sustainable cost of managing an electricity distribution business 
in the ACT. Such an estimate needs to take account of expected 
growth in the demand for services; all applicable regulations; 
quality, reliability and security of supply; and the safety of the 
system. We submit our proposals to the Australian Energy 
Regulator. The Regulator, regulates all electricity distribution 
businesses in the National Electricity Market.   

The Regulator reviews our estimates and conducts its own analysis 
to determine whether the proposed cost of providing electricity 
distribution services is prudent and efficient. We are then permitted 
to recover the costs allowed by the Regulator by adjusting our charges 
to the electricity retailers operating in the ACT.  

The outcome of this review will determine the 
revenue that ActewAGL Distribution is able to collect 
from our electricity customers for the years 2019-24.

A factor complicating this revenue determination is 
that the determination for the years 2014-19 (the 
current period) is yet to be concluded.  This situation 
arises as the result of an ongoing appeals process.  
In May 2015, ActewAGL Distribution applied to the 
Australian Competition Tribunal for merits review 
and the Federal Court for judicial review of the 
Regulator’s final 2014-19 distribution determination. 
The tribunal made its decision on 26 February 2016.  
The Regulator then applied to the Federal Court for 
judicial review of the Australian Competition Tribunal 
decisions to set aside the ACT electricity distribution 
network revenue determination.4
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Figure 3: Overview of regulatory review timeline.

This Discussion Paper provides information for ACT electricity 
customers and stakeholders on ActewAGL Distribution’s plans for 
the electricity network over the five years 2019/20 – 2023/24.  
It outlines the areas to consider as part of planning and 
maintaining the electricity network and provides examples of 
some of the projects we are planning for the future. We are seeking 
your input on our priorities for the ACT electricity network.

This paper builds on our Issues Paper which was released  
in December 2016 and can be found on our website  
actewagl.com.au/consumerengagement  Also available on our 
website is information presented to our Energy Consumer Reference 
Council associated with the development of our five year plan, 
including details on our submission to the Regulator on the Framework 
and Approach to be adopted for the next regulatory period. 

The back page of this paper provides information on how you can stay 
in touch and provide input to our five year plan. Details can be found 
on our website. 

The Regulator considers the following factors when making its 
determination on efficient costs.  

Operating expenditure – how efficiently we operate and maintain 
the electricity network; taking into account the levels of service, 
reliability and safety we provide.  

Capital costs – how we plan to invest for expansion of the network 
to service new developments and replacement of assets within 
the existing network as they reach the end of their useful lives, 
including costs of funds and depreciation. 

Tariff structure – how we group customers based on common 
characteristics (for example, residential customers are distinct 
from commercial customers), and how we refine our tariffs to take 
into account new technology such as smart metering.

Forecast consumption and demand – how consumers use the 
network, including the total quantity of electricity transported 
over the network every year, and peak demand, which is the 
highest quantity of electricity being transported at a single point 
in time. Consumption and demand are critical determinants of 
the level of ActewAGL Distribution’s investment in the network.
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*AAD = ActewAGL Distribution

WHAT WE HAVE  
HEARD SO FAR
ActewAGL Distribution’s quest to understand the needs and 
expectations of customers in developing our expenditure 
priorities harks back to the initiation of a series of willingness 
to pay studies beginning in 2003. (These and other customer 
engagements are summarised in the box on p 12.)

Since 2013 ActewAGL Distribution has been increasingly engaging 
directly with our customers on our long term planning. A large 
part of this has been through the Energy Consumer Reference 
Council that meets every two months and explores a range 
of issues around our electricity and gas network businesses.  
Information on the Energy Consumer Reference Council can be 
found on our website actewagl.com.au/consumerfeedback 

Security of supply

5%

Reliability

9%

Capital investment

16%
Operational expenditure

12%
Service levels 

12%

Tariff choice

12%

Affordability

12% Consultation process

12%Other

12%

Figure 4: Areas our customers are interested in.

*Total may not add up to 100% due to rounding

Following the publication of our Issues Paper in December 2016, 
we received feedback from stakeholder groups including the 
ACT Council of Social Services, SEEChange, Canberra Business 
Chamber and the Community Councils on the areas of interest 
and issues that customers need to understand to actively 
contribute to the development of our 5 year plan.  We also  
gave a presentation to the Belconnen Community Council 
and answered a number of questions from participants in 
that meeting. The figure below shows the areas our customers 
highlighted during these activites.
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DELIVERING IN THE 
LONG TERM INTERESTS 
OF OUR CUSTOMERS
Feedback from our customers shows they are interested in  
how we invest in the long-term future of our network; our 
customers are interested in a reliable, sustainable and affordable 
electricity supply. 

The future electricity network will be very different from today 
and the service we provide will also need to be different. Impacts 
of technology, increased numbers of electric vehicles, increased 

roof-top solar generation and the use of renewable energy are 
transforming our network. For example, instead of a traditional 
one-way supply of electricity to our customers, we are increasingly 
required to managed a two-way flow of electricity both to and 
from our customers. 

This technology presents opportunities and challenges for 
companies like ActewAGL Distribution as well as the broader 
energy sector.

Figure 5: Network of the future.

Solar panels
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system Electric car with  
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generation
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Energy Networks Australia and the CSIRO have recently 
undertaken an extensive piece of work to identify the complex 
challenges facing Australia’s electricity system in the face of 
diversified energy supply and identify a strategy for the future.

ActewAGL Distribution is drawing on much of the work of this 
project to inform our planning for the future of the network with a 
strong focus on outcomes for our customers. 

Their project titled Electricity Network Transformation Roadmap5  
outlines a range of steps to transform the electricity system by 
2050. The Transformation Roadmap notes: 

5.  Energy Networks Australia, CSIRO; Electricity Network Transformation Roadmap; http://www.energynetworks.com.au/electricity-network-transformation-roadmap

Figure 6: Balanced scorecard of customer outcomes as developed by Energy Networks Australia and CSIRO.

Safe, reliable 
& secure

Fairness & 
incentives

Lower bills 
for valued 
service

Clean energy 
transition

Customer choice  
& control

‘A customer oriented transition must focus on carefully balancing 
key customer outcomes. The electricity system must achieve 
decarbonisation at least cost for customers without jeopardising 
power system security. Equally, it must also incentivise and enable 
new customer choice and control, while appropriately protecting 
consumers and avoiding unfair impacts on vulnerable customers’  
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WHAT MAKES UP YOUR 
ELECTRICITY BILL?
Electricity bills are made up of several components. The network 
component covers the poles and wires required to deliver your 
electricity.  The retail component covers the retailer’s costs, 
including the actual cost of purchasing the electricity.  
It is important to note that it is only the network component of 
your electricity bill that is determined as part of our five-year 
review process.  

Specifically, the network component of the bill includes the 
following components.

•  Distribution costs – poles and wires that deliver electricity from 
the electricity substations to your home or business.

•  Transmission costs – high voltage lines that deliver electricity 
from the power plants to substations.

Figure 7: Components of average annual electricity bill (2017/18).

Network cost-excluding Feed-in-Tariffs

33%
Allowed retail costs

12%

Feed-In Tariffs

9%

Green energy costs 

7%

Wholesale energy purchase costs

34%

Other costs

6%

Independent Competition and Regulatory Commission, “Final Report: Standing offer prices for the supply of electricity to small customers from 1 July 2017”, June 2017

•  ACT scheme and taxes – the energy industry levy, the utilities 
network facilities tax and the Feed in Tariffs for both small and 
large scale solar and wind.

•  Metering costs – providing and operating electricity  
meters on premises.

Your electricity bill also includes a retail component which 
includes wholesale energy costs (purchasing electricity from 
generators), green energy charges (resulting from government 
energy saving programs), ACT Government’s Energy Efficiency 
Improvement Scheme, and retail costs and margins (reflecting the 
retailers’ operating costs).
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CONSUMPTION ANNUAL  
CONSUMPTION (kWh)

ANNUAL  
NETWORK CHARGES

DIFFERENCE  
FROM AVERAGE

Low 3,500 $388 -$286

Average 7,000 $674 -

High 10,000 $853 +$179

CONSUMPTION ANNUAL  
CONSUMPTION (kWh)

ANNUAL  
NETWORK CHARGES

DIFFERENCE  
FROM AVERAGE

Low 10,000 $1,339 -$2,182

Average 30,000 $3,521 -

High 50,000 $5,703 +$2,182

RESIDENTIAL CUSTOMERS*

COMMERCIAL CUSTOMERS**

**Based on the 2017/18 General Network Tariff, excluding GST

*Based on the 2017/18 Residential Basic Network Tariff, excluding GST

Figure 8: Average network charges.

Network charges (comprising distribution, transmission,  
ACT Schemes and Taxes and metering) are applied to a range 
of network tariffs offered by ActewAGL Distribution. Figure 8 
shows annual network charges for residential and commercial 
customers with low, average and high consumption levels. In 2015, 
we developed  a comprehensive review of network tariffs as part 
of the first Tariff Structure Statment. This review resulted in the 
continuation of our journey towards cost reflective pricing. 

The types of tariffs offered by ActewAGL Distribution are discussed 
in more detail later in this document, or can be found on our 
website actewagl.com.au/Networks/About-our-network/ 
Network-prices.aspx 

We are developing new tools to keep our customers better 
informed about their electricity consumption and their network 
tariffs. Customers are currently trialling our new portal which will 
provide information on electricity consumption. It is anticipated 
that in the future the portal will be an important means for 
communicating with our customers around planned interruptions 

to supply and information (such as estimated outage length)  
when unexpected blackouts occur. 

Figure 9 shows a profile of our customers and tariffs. It is 
interesting to note that although residential customers represent 
over 90% of our total customer base, they account for only 40% of 
total electricity consumption.

Our commercial low voltage customers account for 9% of our  
total customer base, however consume almost half of the 
electricity, at 47%.  

New pricing requirements established in the National Electricity 
Rules require electricity distribution businesses to ensure that the 
network tariffs we offer to customers reflect the costs of providing 
services to customers. This is known as cost reflective pricing. 
Overall, Figure 9 shows that almost half of our total distribution 
revenue is sourced through cost reflective tariffs that include 
time-of-use, demand or capacity charges. Cost reflective pricing is 
an important way to encourage our customers to use the network 
efficiently and better manage their electricity usage, particularly 
in peak times. Working with our customers in this way will help us 
to plan our spending on infrastructure.
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Figure 9: ActewAGL Distribution profile of customers and tariff.

SOURCE OF TOTAL DISTRIBUTION REVENUES

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

15% 39% 22% 24%

Fixed      Flat rate consumption charges       Time of use consumption charges                 Demand/Capacity charges

*Based on information consistent with AAD’s Network Pricing Proposal 2015/16 submitted to the regulator in May 2015. The information uses 2015/16 tariffs and relies on consumer 
and consumption data for 2013/14. 

LV = Low Voltage, HV = High Voltage.
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MAINTAINING A 
RELIABLE NETWORK 
ActewAGL Distribution is proud to be one of Australia’s most 
reliable electricity networks6. Our research (see box below) 
continues to tell us that reliability is important to our customers. 
It is important to recognise that better reliability of any network 

WHAT WE HAVE HEARD FROM 
CUSTOMERS

ActewAGL Distribution has undertaken a number 
of studies to help us understand the needs and 
expectations of our customers. This work continues to 
inform our long term planning. Regular engagement 
with our customers, through processes such as these, 
provide good opportunities for us to confirm or update 
our understanding of customers’ priorites. 

Willingness to Pay survey

Since 2003 ActewAGL Distribution has undertaken 
three stated preference studies to measure customer 
willingness to pay for changes in various aspects of 
the services we offer.  The initial 2003 study found the 
following: 

‘Overall, the study results suggest that 
customers would not prefer a lesser quality of 
service in return for a moderate discount in the 
price. Customers are willing to pay for existing 
service levels, and may indeed be willing to 
pay for higher levels of service. These results 
are consistent with the qualitative research, 
which suggested that customers’ lifestyles and 
business operations are integrally based on the 
current levels of utility service reliability and 
any change would have a fundamental impact.’ 7

The most recent study in 2011/12 considered the 
preferences of Canberra households for electricity 
supply reliability and found that the average value 
placed on avoiding supply interruptions had not 
changed markedly in real terms since the 2003 study. 

Customer Engagement Focus Groups

In 2015 ORIMA Research facilitated consumer focus 
groups to inform our long term customer engagement 
planning. This research found the following customer 
priorities:

•  ‘Overall, when making future network decisions, 
ensure that reliability and cost are a priority. 

•  If tariff models are being changed, consider how the 
proposed model impacts consumers. Specifically, 
consider a model that balances the following 
priorities.

 -  Providing consumers some control over their 
network charges (i.e. by including a usage 
component); 

 -  Encouraging a reduction in energy consumption, 
particularly at peak times; 

 -  Reducing the cross-subsidisation of solar and air-
conditioning consumers; and 

 -  Limiting the negative impact on low-income 
consumers. ‘ 8

Tariff Structure Statement Consultation9

In 2015 we undertook customer consultation as part of 
developing our Tariff Structure Statement for 2017/18 
and 2018/19. A survey of 319 retail customers found 
the following issues most important with respect to 
tariff reform:

•  potential electricity bill savings by accessing lower, 
off-peak electricity charges;

• support provided to vulnerable customers;

• network charges reflecting electricity usage; and

• consumer choice between the different electricity plans.

comes at the cost of higher spending on building and/or 
maintaining that network. The trade-off between reliability and 
cost is explored in more detail in a case-study on page 17.

6.  Australian Energy Regulator, 2016 Annual Benchmarking Report, November 2016.

7.  Willingness to Pay Research Study; Prepared by NERA and ACNielsen, September 2003.

8.  ORIMA Research; ActewAGL Distribution; A report on qualitative consumer engagement research 20 January 2015.

9.  ActewAGL Distribution Electricity Network – Revised Tariff Structure Statement – Overview Paper, October 2016.



As part of each five-year review process, the Regulator sets 
incentive reliability targets based on the historical five year 
average frequency and duration of unplanned outages. The 
incentive scheme is designed to encourage us to continue to 
improve reliability performance in the face of strong regulatory 
incentives to reduce expenditure. 

There are two main reliability measurements currently used to 
monitor reliability performance: 

•  Unplanned System Average Interruption Duration Index 
(USAIDI) – the average number of minutes that customers 
experience unplanned power outages each year. 

•  Unplanned System Average Interruption Frequency Index 
(USAIFI) – the average number of times customers experience 
unplanned power outages each year.
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As shown in Figure 10 below, ActewAGL Distribution’s average 
unplanned minutes off supply (USAIDI) in 2015/16 and 2016/17 has 
increased over the most recent years to be above the Regulator’s 
established target, peaking at around 33 minutes per customer 
(as opposed to the target of 32 minutes). Our average number of 
unplanned outages (USAIFI) increased in 2015/16 to be above the 

Figure 10: How ActewAGL Distribution’s reliability compares to the Regulator’s target.
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Regulator’s target, before improving to be below the target of 0.6 
unplanned outages per customer per year in 2016/17.

Also shown in Figure 10, the ACT’s reliability (in terms of both 
duration and frequency) is better than the average of states in the 
National Electricity Market (SA, QLD, NSW, VIC, TAS and ACT)10.

10.  Australian Energy Regulator, “2016 Annual Benchmarking Report: Australian Energy Regulator Distribution Partial Performance Indicator 2011-2015.xls”, 30 November 2016.
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Achieving a balance between 
reliability and cost 
There is an important trade off between reliability and affordability; 
spending more on the network improves reliability, but it 
also increases the cost to customers.The cost associated with 
maintaining our network is included in ‘operating expenditure’ 
and is one of the key areas of our five year plan that the Regulator 
considers.The level of ActewAGL Distribution’s operating 
expenditure in the current five year period is significantly lower 
than ActewAGL Distribution’s proposed opex for the current period. 
ActewAGL Distribution was successful in appealing to the Australian 
Competition Tribunal, the Regulator’s 2015 decision to reduce our 
opex allowance by 36 per cent below the level we proposed. The 
Regulator subsequently sought judicial review of the Tribunal’s 
decision in the Federal Court, which on 24 May 2017, upheld the 
Tribunal’s decision on forecast opex.

The opex reduction that we have achieved since 2015 has been 
driven by the need to manage the risk that (in the absence 
of a settled outcome to the ongoing process of review of 
the Regulator’s 2015 determinations) the Regulator’s opex 
determination may be upheld, rather than to reflect ActewAGL 
Distribution’s view of what an efficient and prudent program for 
maintenance of our distribution network would look like. We 
consider that the Regulator’s opex allowance is not consistent 
with the level of opex required for sustainable maintenance of a 
safe and reliable supply of electricity.

Although the Regulator has indicated an intention to apply its 
reliability targets to ActewAGL Distribution in the 2019-24 period, 
the scheme is currently under review.  It is possible that the review 
may result in the inclusion of additional reliability indicators such 
as momentary interruptions to supply and the frequency and 
duration of planned network outages. The introduction of these or 
other targets would be likely to affect maintenance practices.

$
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The diagram below shows a summary of how our operating 
expenditure was apportioned over the past five years. 

Over the next five years, ActewAGL Distribution proposes the 
following priorities for operating expenditure and to explore 
opportunities to improve and innovate.

•  Maintaining the network. This will involve preventative 
maintenance (such as testing, assessing, and servicing), 
vegetation management and corrective maintenance (repairs) 
of our electricity network assets to keep them in good 
condition. This is vitally important to ensure the safety of the 
public and our staff, and allows the network to continue to 
operate reliably.

• Inspecting the network to uphold safety and quality.

• Progressing strategic projects such as bushfire mitigation.

• Responding to network faults and emergencies 24/7.

FOR EVERY $100 OPERATIONAL EXPENDITURE  
ON THE ELECTRICITY NETWORK…

$65
NETWORK 
OPERATIONS  
AND MAINTENANCE

Operating the network requires 24 hour 7 day a week monitoring 
and control. Maintenance is important to ensure the network  
is in good condition and some of this work involves vegetation 
management, emergency response and responding to customer 
enquiries. 

$28
BUSINESS  
SUPPORT  
COSTS

This includes costs related to corporate services, legal and 
business services functions.

$7
OTHER

Other costs are associated with metering, fee-based and  
quoted services.

These figures are calculated from averages over the five year period ending 2015–16. Payments to other transmission Network Service 
Providers is excluded.

Figure 11: How ActewAGL Distribution allocates operational expenditure

•  Facilitating changes in technology including batteries, smart 
meters and electric vehicles which impact our network and 
ensuring it is ready for the opportunities new technology 
presents, such as the establishment of micro grids and 
increased embedded generation.

•  Enhancing and refining existing systems to ensure we are 
responding to the changing needs of the network.

•  Continuing a program of monitoring the quality of supply 
across the network. 

WE WANT YOUR  
FEEDBACK

Are there other areas of network operations and 
maintenance that you think are important? 
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ACT electricity assets are on average older than those of most 
other network businesses, and as a result we spend a high 
proportion on maintenance costs to ensure the risk of failure and 
damage is low and they perform reliably. 

Poles in the ACT are currently inspected every 5 years. Based on 
the current pole replacement strategy it is anticipated that around 
600 poles will need to be replaced each year over the 2019/20 – 
2023/24 period. However, due to the age profile of our poles, this 
number increases significantly from 2050 onwards peaking at 
nearly 3000 poles per year likely to require replacement in 2078. 

Reliability versus cost trade-off
The program of pole maintenance that we adopt impacts on the 
reliability of our network and the cost imposed on our customers. 
Poles, including the hardware on top of the pole, that are well 
maintained and regularly replaced are less likely to have a fault or 
be damaged during storms. Pole failures cause: 

•  safety issues due to poles causing damage where they fall and 
risks of fire and electrocution from live wires on the ground; 
and 

• lengthy power outages 

The cost of maintaining and replacing poles has an impact on 
customers’ bills. The infographic on the next page illustrates how 
adopting a different approach to managing our poles could impact 
on customers’ bills and reliability in the 2019-24 regulatory period.

WE ARE INTERESTED IN CUSTOMERS’ 
VIEWS ON THE IMPORTANCE OF 
RELIABILITY.   
We have developed a case-study based on examples of how we manage some of our network assets. 
This case-study has been simplified for the purposes of this Discussion Paper, however provides a useful 
basis for gathering feedback.

OPERATIONAL  
EXPENDITURE CASE STUDY:   
MAINTAINING OUR ABOVE-GROUND 
NETWORK OF POWER POLES

A distinctive feature of the ACT electricity network is the location 
of power poles in our backyards. Around 15% of Canberra homes 
have power poles, while a much larger number have wires and 
infrastructure at the back of their home connecting them to 
the network. In most other Australian cities the powerlines are 
located within the street facilitating easy access by distribution 
businesses to maintain power poles, manage infrastructure and 
repair damaged lines. 

In the ACT, we have approximately 50,600 power poles and 
more than 2,300km of overhead power lines. Most of our larger 
voltage transmission lines are above ground. Around 47% of 
our distribution lines are above-ground, and the remaining 
distribution network is underground. Maintaining this 
infrastructure is the role of our Asset and Network Performance 
Branch, which delivers a program of pole inspections and 
replacement.  

The inspection and replacement of poles is an important part 
of maintaining the safety of the network and therefore our 
employees and the broader community. Safety is one of ActewAGL 
Distribution’s core values and is always prioritised. 

We have not had a single unassisted wood pole failure in the ACT 
since 2011/12. Industry benchmarking indicates that ActewAGL 
Distribution has one of the lowest pole failure rates in the 
industry and replaces and reinforces more poles per 1,000 poles 
than the majority of our industry peers.  
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MORE REACTIVE CURRENT STRATEGY

OPTIONS

MORE PROACTIVE

60
POLE  

REINFORCE

46
YEARS AT 

REPLACEMENT

YEARLY
5

1200  
POLE  

REPLACE

49
YEARS AT 

REPLACEMENT

YEARLY
5

660
POLE  

REINFORCE

600  
POLE  

REPLACE

51
YEARS AT 

REPLACEMENT

YEARLY
5
350

POLE  
REINFORCE

470  
POLE  

REPLACE

RE
LI

A
BI

LI
TY

COST

35  
MIN OFF  

SUPLY

FAILURES0POLE

$2 million 
 per year saving in Capex 

= $11 
per year  
customer saving

$8 million 
 per year additional Capex 
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per year per  
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per year   

per year   
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+  More volatility of costs 
and reliability in future

+   Long term smoothing  
of cost and reliability

Figure 12. Cost and reliability trade-off in 2019-24.
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Figure 13. Long-term implications of maintenance strategy.

RELIABILITY

COST

PROACTIVE

CURRENT

REACTIVE

20702019-24

Planning decisions in 2019/24 have 
implications for long-term cost and 
reliability

Our activities during the 2019-24 period also have an 
intergenerational impact on cost and reliability. The rapid growth 
of Canberra in the 1960s and 1970s means there is a large cohort 
of poles that will be 100 years old by 2070. It is not certain when 
these poles will fail, since age is not the only determinant of pole 
condition, but we do know there will be an increase in the number of 
pole failures around that time unless we increase our maintenance 
activities. We also do not know what technological advances may 
assist in dealing with ageing poles in a few decades time. However, 
based on our estimates the three strategies outlined above are 
expected to have the following impacts over the coming decades.

•  Under the current strategy there would be a minor increase in 
cost and deterioration in reliability between 2050 and 2090.

•  The proactive strategy would smooth both cost and reliability 
over time.

•  The reactive strategy would involve a major increase in cost and 
deterioration in reliability between 2050 and 2090  
over time.

While it seems that 2070 is in the distant future, the desicions we 
make today about our long term strategy will have an impact on the 
cost and reliability imposed on future generations.

WE WANT YOUR  
FEEDBACK
Which option would you prefer?

1  More pro-active approach to network maintenance  
(at an additional cost and with the benefit of greater 
future reliability)

2  More reactive maintenance program (for a saving now 
but potentially reduced reliability in the future)

3  The current approach
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INVESTING IN OUR 
NETWORK FOR THE 
FUTURE
As Canberra’s population continues to grow, our electricity 
network needs to accommodate this growth.  This growth can be 
generated in new residential developments such as Gungahlin, 
Molonglo and West Belconnen.  It can also occur as a result 
of urban infill which leads to more activity, more people and 
therefore more demand on network capacity in existing areas. 

Investing in our electricity network and the associated costs are 
referred to as ‘capital investment’. Capital investment includes 
replacement of ageing assets (REPEX); augmenting the network 
to cope with expanding demand (AUGEX); customer initiated 
works (such as reticulation of new estates) and connection of 
new customers; and implementing information technology and 
business systems. Our investment in technology and systems has 
been significant over recent years. 

Over the five years to 2015/16 ActewAGL Distribution has invested 
approximately $85 million per year in capital projects, such as the 
following:

•  Construction of a new East Lake Zone Substation  to address 
growing demand from Fyshwick, Canberra Airport and South 
Canberra.

•  Commencement of an optical fibre installation to facilitate 
smart networks and upgrade of network protection systems.

•  Completion of 132 kV transmission lines from Williamsdale Bulk 
Supply Substation to Theodore Zone Substation to improve 
capacity and security of supply to the ACT.

•  Replacement of a 66/11 kV power transformer at Fyshwick  
Zone Substation.

•  Replacement of ageing assets such as 132 kV circuit breakers at 
various zone substations.

•  Implementation of Advanced Distribution Management System 
which provides improved network operational and outage 
management.

Figure 14 summarises where capital investment has been made 
over the past five years.

Electricity distribution businesses and the Regulator 
use these terms to describe different types of capital 
investment.

REPEX –  replacement of ageing of assets

AUGEX –  augmentation of the network to respond to 
growing demand due to new customer connections

Customer Initiated Works – work done at the request 
of customers (and at the customers’ expense) such as 
reticulation of new suburban estates.
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Figure 14: Breakdown of capital investment.

FOR EVERY $100 CAPITAL INVESTMENT  
IN THE ELECTRICITY NETWORK…
$24
CONNECT NEW 
CUSTOMERS

The ACT is growing and the electricity network must be accessible 
to new residential developments as well as new business 
operators. We invest significantly in new infrastructure to meet 
the changing needs of our community and economy.

$23
NON-NETWORK 
EXPENSES

This includes expenditure related to IT and communications, 
buildings and property management, and motor vehicles. 

$20
REPLACE AGEING 
INFRASTRUCTURE

To maintain the reliability and safety of the network for the long 
term we need to refurbish and replace infrastructure as it ages. 

$17
GROWING OUR 
CAPACITY

As the number of customers and demand for electricity grows,  
we need to cater for peak periods in demand, such as the very 
cold days in winter, when many people have their heaters on. 

$9
CAPITALISED 
BUSINESS  
SUPPORT COSTS

This includes costs related to corporate services, legal  
and business services functions in providing the capital  
works program.

$7
OTHER NON-
NETWORK ASSETS

This includes expenditure associated with metering, fee-based 
and quoted services. 

These figures are calculated from averages over the five year period ending 2015–16
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Our broad capital investment priorities for the next five year 
period include the following. 

•  Potential network augmentation, including new 132kV zone 
substation at Molonglo and transmission lines, replacement 
of transformers in several substations and upgrade to 
communications capability across the network. 

•  Installation of network capability in new developments such 
as Moncrieff, Throsby, Taylor, Denman Prospect and Whitlam 
(Molonglo Valley), Strathnairn and Macnamara  
(West Belconnen), Canberra CBD urban renewal, Gungahlin  
and Tuggeranong Town Centres. 

•  Supporting the development of stage 1 of Canberra’s light rail 
network and large commercial loads such as data centres. 

•  Continuing the long term project to establish security of  
132kV supply to the ACT to further enhance network reliability 
and sustainability. 

•  Continued replacement of assets (based on their condition). 
Investment in smart grid technologies for network smart grids 
which may be implemented in the future, such as at Denman 
Prospect.

The age of our assets is an important consideration with respect 
to our capital investment program. Figure 15 provides a summary 
of the age of two of our assets – overhead conductors and 
underground cables. It shows the majority of overhead conductors 
(shown in blue) are between 45 and 50 years old. The average life 
expectancy of these conductors is 80 years.  This means that over 
the next 30 to 40 years, a large proportion of overhead conductors 
will reach their life expectancy.  

There are a high proportion of underground cables (shown in 
orange)  that are less than 10 years old – this reflects underground 
cabling in new suburbs in Gungahlin and the Molonglo Valley.  
There are also a high proportion of these cables around 45 years 
of age. The average life expectancy of underground cables is  
65 years, meaning that the cables currently aged 45 years old will 
reach their life expectancy in about 20 years time. 

Figure 15. Age of distrbution assets.
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TECHNOLOGY CASE STUDY:  
DENMAN PROSPECT PROJECT, ACT

ActewAGL Distribution sees many opportunities to improve 
services to customers over time, through the development of 
smart electricity networks supported by the roll-out of smart 
metering. As a first step towards better understanding the 
implications of diversified energy generation and the need for a 
smart network, we have initiated a trial as part of Stage 1 of the 
Denman Prospect residential estate.

Denman Prospect is the first residential suburb in Australia to be 
planned with mandated solar photovoltaic (PV) panels installed 
on the rooftop of every dwelling as part of an ‘all inclusive’ offering 
by the developer. Stage 1 of Denman Prospect will comprise 
400 dwellings with an average of 3kW PV generation panels per 
dwelling and will include a percentage with battery storage 
systems. This is an exciting opportunity for Canberra to be at the 
forefront of energy innovation and presents a unique opportunity 
for ActewAGL Distribution to better understand the implications 
of embedded generation, energy storage and electric vehicles on 
the broader electricity network. 

The ACT has almost 17,710 homes with small-scale energy 
generation capacity from rooftop PV panels11. Such a large 
concentration of energy generation in one suburb has new 
implications for the long term operation of our network. The 
electricity network was originally designed to distribute electricity 
in one direction; from the national electricity grid, through our high 
voltage transmission lines, to large substations, to local substations 
and through the low voltage distribution network to the homes and 
businesses of Canberra. Delivering electricity through this network 
requires careful management of electricity flow, load and voltage 
to ensure the network operates safely and to protect equipment 
within the network and within customers’ premises. The significant 
uptake of solar PV in the ACT now requires the electricity network 
to be capable of distributing electricity in two directions – from the 
grid and to the grid.  Generating power within the network requires 
the network to monitor and control load and generation flow at a 
customer level and possibly modify the network to ensure Canberra 
can safely utilise surplus electricity created by Denman Prospect. 

In response to these changes in network requirements, ActewAGL 
Distribution is seeking to transition to a ‘smart network’ that allows 
the movement of electricity in two directions and enables a range of 
supporting communications capability, such as remote monitoring 
and operation and smart metering. In the ACT we have a unique 
opportunity to build a multi-utility smart network incorporating 
electricity, gas and water. 

This will benefit customers by:

•  allowing the development of trading platforms that enables 
ActewAGL Distribution to actively manage energy flows on its 
system to limit future capital expenditure. 

•  limiting future costs by allowing dynamic operation of the 
network; for example, allowing higher power flow on colder 
days and avoiding network augmentation through more 
sophisticated demand management.

•  increased customer control with information through  
mobile applications.

A smart network requires new equipment both within the 
customers’ premises as well as across the broader network; 
equipment such as smart meters, charging stations for electric 
vehicles, monitoring and control devices for renewable resources, grid 
sensors, distribution automation equipment and load control devices. 
This new equipment comes at a cost. 

The trial in Denman Prospect is being delivered as part of the 
current five year plan. Building on the outcomes of the trial, it is 
anticipated that there will be a need to expand the smart network 
and to continue to invest across Canberra to facilitate and support 
our customers who wish to install generation equipment and 
battery storage and own electric vehicles. 

WHAT IS SMART METERING?
A smart meter is a new type of meter that sends 
metering information digitally to the network 
business, rather than collecting the information 
manually on the premises. There will be additional 
information provided by smart meters which will 
enable customers with smart meters to access a wider 
range of network tariffs. 

In the ACT, the terms ‘smart meter’, ‘advanced meter’ 
and ‘type 4 meter’ all refer to the same type of meter.

11.   ACT Government, “2015-16 Annual Feed-in-Tariff Report”, December 2016, page 7.
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Recovering the costs imposed by 
distributed solar PV generation 
ActewAGL Distribution aims to set network prices in an 
economically efficient and fair manner. This involves setting 
prices that reflect the actual cost of providing network services 
to customers. The network component of the cost of servicing 
customers is generally driven by peak usage, which dictates the 
capacity we need to build into our infrastructure.

Any departure from efficient pricing can result in cross-subsidies 
between customer groups. Where there is a cross-subsidy, one 
group of customers is paying for benefits enjoyed by another 
group. This raises equity and fairness issues.

Currently electricity customers with solar PV generation are 
being subsidised by those without solar PV generation. The cross-
subsidisation arises because the majority of network costs are 
currently recovered from customers through usage charges  
(on the amount of energy used) – rather than demand charges 
which better reflect the costs of network expansion. Although 
solar PV customers may have lower peak usage in some cases, 
often the difference is not marked since solar PV arrays do not 
reduce winter peak usage, which occurs after dark when solar PVs 
are not generating electricity.

The ability of solar PV customers to reduce their usage, but 
without materially reducing their peak demand, means that 
their bill reductions are greater than the benefits they provide by 
reducing the need for network expansion. 

The cross-subsidy is even greater when additional network 
monitoring and load control costs, which are required to serve 
solar PV customers, are taken into account. As embedded PV 
generation continues to grow, we will need to continue to spend 
on monitoring and control devices, grid sensors, distribution 
automation equipment and load control devices to maintain 
quality of supply in the network and ensure both the network and 
PV arrays can operate together.  These costs could potentially add 
to the existing cross-subsidy if not carefully managed. 

How do we reduce cross-subsidies?

We need to consider efficient and fair ways to reduce the cross-
subsidies, while remaining compliant with the National Electricity 
Rules. One option to address cross subsidisation is through 
further network tariff reforms, as discussed below.

In a 2014 working paper, Professor Paul Simhauser proposed 
a three-part demand tariff as one way to improve efficiency 
and reduce the current level of cross-subsidy by reducing the 
dominance of the usage charge.12 The proposed tariff comprises:

• a fixed charge – designed to cover fixed costs

•  a time-of-use usage charge – consumption is charged at 
different rates depending on the time of day electricity is used

•  a demand charge – covers sunk costs based on coincident 
maximum demand – ideally set at the long run marginal cost 
of network expansion

Using data from Southeast Queensland, Professor Simhauser 
found that such a demand tariff, with the fixed and usage charge 
each recovering 20 per cent of total revenue and the demand 
charge recovering the remaining 60 per cent, produced a 
substantially more efficient outcome (ie, lower cross-subsidies) 
than the standard two-part tariff. Moreover, under this tariff, 
customers face costs that better reflect their use of the network.

12.   P. Simhauser (2014). Network tariffs: resolving rate instability and hidden subsidies. AGL Applied Economic and Policy Research, Working Paper no. 45 – Demand Tariffs. A paper 
for the SAP Advisory Customer Council – Utilities, Heidelberg, Germany, 16 October 2014.

WE WANT YOUR  
FEEDBACK
How should we support customers with solar PV 
generation?

What issues are most important when considering the 
network infrastructure requirements that result from 
solar PV generation?
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NETWORK PRICES
To raise the allowed revenue set by the Regulator, (and thereby 
achieve our operational and capital expenditure goals), ActewAGL 
Distribution charges network prices. Network pricing plans are 
referred to as tariffs and are passed directly to the customer 
through the retailer as part of your retail electricity bill. 

Electricity distribution businesses are required to ensure that the 
network tariffs we offer to customers reflect the costs of providing 
services to those customers. This is known as cost reflective pricing. 

ActewAGL Distribution has been gradually introducing more cost 
reflective tariffs. In 2010 time-of-use tariffs became the default 
tariff for all new residential and commercial customers.   

We undertook a network tariff review during 2015 and, based on 
feedback from a range of customers and stakeholders, further 
refined our network tariff structure. As a result of this review,  
from 1 December 2017, ActewAGL Distribution will introduce 
demand tariffs for residential and low voltage commercial 
customers that have smart meters.  These new demand tariffs will 
become the new default tariff for customers with smart meters.  
These customers will be able to opt out to other cost reflective 
tariffs. The changes are designed to provide more opportunities 
for customers to manage their electricity bills in response to 
modifying how much and when they use electricity.  These 
changes were approved by the Regulator in February 2017 and 
provide a basis for network prices in 2017/18 and 2018/19.   
A number of papers on the Tariff Structure Statement 
can be found on our website at actewagl.com.au/
consumerengagement

A new Tariff Structure Statement is being prepared as part of  
our 2019-24 Plan.  Our electricity network tariff priorities remain 
as follows.

• Continue to provide cost reflective tariff options for our customers.

•  Transition customers to more cost reflective tariffs in a fair and 
reasonable way.

•  Utilise the changing meter requirements (smart meters) to 
send price signals that benefit customers by enabling them to 
manage their usage and therefore their bills. 

•  Provide clear information to help customers understand how 
to take advantage of new tariffs by reducing demand and 
therefore reducing their electricity bills.

•  Continue to consult with customers about the way to  
further improve the price signals we send customers through 
network tariffs.

The new Tariff Structure Statement will continue to progress the 
transition to cost reflective tariffs developed following our 2015 
customer consultation and summarised in the diagram on the 
next page.

WHAT DOES COST REFLECTIVE MEAN?
Cost reflective is a term used to explain the relationship 
between the cost of providing electricity network services 
and the price charged to the customer for that service.

An example of cost reflective pricing is the types of plans 
offered by internet service providers.  When you are 
purchasing internet services you select a plan that takes 
into consideration both the speed of your download as well 
as your download capacity or limit.  As a result the price you 
pay reflects the cost of providing capacity at a particular 
time (to maintain the speed of your connection) as well as 
how much you use it (the amount you download). 

In the electricity context, cost reflective pricing is about 
ensuring the charges to customers reflect the economic cost 
of providing services to that customer (both for usage and 
network capacity).

WE WANT YOUR  
FEEDBACK
Are there particular reforms to the existing  
suite of tariffs that you consider important?

What issues are the most important when considering 
the addition of new network tariffs?

Do you have other ideas of how we could support 
customers as we transition to more cost reflective tariffs? 

Would you prefer a fast (1-3 years), medium (3-5years) or 
slow (5+ years) transition to more cost reflective network 
tariffs?
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Consumption charges Demand charges

Tariff  
class

Tariff structure Fixed
All  

time
Block  
Tariff

Peak  
c/kWh

Shoulder  
c/kWh

Off-peak  
c/kWh

Controlled  
load off-peak

Demand  
kW

Demand  
kVA

Capacity  
kVA

Residential

Res Basic ✓ ✓ ✓

TOU ✓ ✓ ✓ ✓ ✓

Res 5000 ✓ ✓

Res Heat Pump ✓ ✓

Demand ✓ ✓ ✓

LV  
Business

General ✓ ✓ ✓

General TOU ✓ ✓ ✓ ✓

Small Unmetered ✓ ✓

Streetlight ✓ ✓

LV kW Demand ✓ ✓ ✓

LV TOU Demand ✓ ✓ ✓ ✓ ✓

LV TOU Capacity ✓ ✓ ✓ ✓ ✓ ✓

HV  
Business

HV Demand ✓ ✓ ✓ ✓ ✓ ✓

Existing and continuing tariffs             Obsolete tariffs (from 1 December 2017)             New tariffs (from 1 December 2017)

LV = Low Voltage  HV= High Voltage TOU = Time-of -use  kW = Kilowatts ampres  kVA= Kilowatt ampres

Figure 16: ActewAGL Distribution Network Tariffs.

13.   Australian Energy Regulator, “ActewAGL - Tariff Structure Statement – Final Decision”, page 7, February 2017.

To assist ActewAGL Distribution to further develop our cost 
reflective network tariff structure, we are seeking feedback from 
the community about this transition. In the Regulator’s final 
decision on our first Tariff Structure Statement, it stated that, 
“ActewAGL is currently the most advanced distributor in the 
national electricity market in reforming its tariff structures…”13  
ActewAGL Distribution aims to continue to be at the forefront of 
network tariff reform in the future.  Hence it is important that we 

continue to engage widely and meaningfully with our customers 
about the changes we propose to network tariffs. 

Figure 16 below shows our suite of network tarrifs. It shows that 
from 1 December 2017, the new demand tariffs will be introduced 
as a result of our 2015 tariff review. At the same time, the tariffs 
highlighted in orange will become obsolete as they are less cost 
reflective.  
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Figure 18: Program of introduction of more cost reflective tariffs.

2015 Opt-in

Flat  
consumption

Block  
tariffs

Time of  
use

Anytime  
maximum 
demand

Capacity  
charge
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demand
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demand

Peak period 
maximum 
demand

Opt-in Default, opt-out  
for new customers

Obsolete for  
new customers

Default (for customers with  
smart meters), opt-out to other  
cost reflective tariffs

Modify and evolve cost-reflective signals Modify or vary demand component as necessary.
Adjust levels to improve cost reflectivity

LESS COST  
REFLECTIVE

MORE COST  
REFLECTIVE

2017

2019- 
24

✓ ✓

✓ ✓

✓ ✓

✓

✓

✓ ✓

In the upcoming Tariff Structure Statement, we are considering a 
range of reforms to the existing suite of tariffs to move the existing 
tariffs further towards cost reflectivity. This may involve the 
addition of new tariffs to provide customers with even clearer price 
signals to encourage the efficient use of the network. ActewAGL 
Distributions’ transition towards more cost reflective tariffs is 
shown in Figure 18 below. 

During our consultation on the Tariff Structure Statement 
undertaken during 2015 we received a range of feedback from our 
customers which informed our final approach. We are interested 
in gathering further feedback on network tariff reform for the 
upcoming Tariff Structure Statement. 

Figure 17: Tariff Structure Statment process.

Past
Develop First TSS

•  Develop desire cost-reflective 
tariff structure

• Design new tariffs

• Consumer feedback

DEVELOP

Short-term
Second TSS (2018)

• Consolidate tariffs

•  Design sharper demand signals

•  Improve cost-reflective tariff 
levels

• Consumer feedback

REVIEW

Medium-to-long-term
•  Implement more cost-reflective 

tariff components

•  Monitor technology developments

• Refine structure and levels

IMPROVE



CUSTOMER SERVICES
Our Mission Statement strongly places the customer at the centre 
of everything we do.  In recent years we have strengthened our 
internal focus on our customers and continued feedback from 
our external customer engagement will continue to inform the 
improvement of services to all customers. 

The 2015/16 annual customer satisfaction survey show positive 
results were recorded across the business, with a satisfaction 
score of 89%. Overall the results indicate that ActewAGL 
Distubution continues to be viewed as a company that values 
customers and provides a reliable supply of electricity and gas. 
Our customer service standards are also guided by the National 
Energy Customer Framework which regulates the sale and supply 
of electricity and gas to customers. It is focused on customer 
protections and our obligations to our customers. 

It is important that we continue to engage with our customers to 
ensure our plans for the future meet the needs of our customers. 

WE WANT YOUR  
FEEDBACK
How would you prefer to engage with ActewAGL 
Distribution?

What electricity network related topics are most 
important to you?
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STAYING IN TOUCH AND 
PROVIDING FEEDBACK
This paper is part of a program of customer engagement to gather 
input as we develop our electricity network 2019-24 Plan. 

We will also be seeking feedback from our Energy Consumer 
Reference Council to provide input to the development of our 
2019-24 Plan.

We will also be hosting workshops and undertaking a survey on 
the ActewAGL PowerPanel. 

For workshop dates and registration information visit  
actewagl.com.au/electricity5yearplan or email 
consumerfeedback@actewagl.com.au 

Feedback on this paper can be provided before 18 August 2017 
directly to:

Peter Cunningham 
Regulatory Compliance Manager
PO Box 366
Canberra  ACT  2601 

e: consumerfeedback@actewagl.com.au 

WE WILL LISTEN
Comments and feedback received on this  
Discussion Paper will be considered by our  
team working on the 2019-24 electricity network  
five year plan.

We will continue the conversation with our customers 
as we prepare the draft plan, including providing 
information on how we incorporated or responded to 
customer feedback.  

To learn more about our customer engagement program 
visit actewagl.com.au/consumerengagement 

OPERATIONS AND MAINTENANCE (p16)

Are there other areas of network operations and maintenance 
that you think are important?  

OPEX CASE STUDY (p19)

Which option would you prefer?

1  More pro-active approach to network maintenance  
(at an additional cost and with the benefit of greater  
future reliability)

2  More reactive maintenance program (for a saving now  
but potentially reduced reliability in the future)

3  The current approach

INVESTMENT IN THE NETWORK: CASE STUDY (p24)

How should we support customers with solar PV generation?

What issues are most important when considering the network 
infrastructure requirements that result from solar PV generation?

NETWORK TARIFFS (p25)

Are there particular reforms to the existing suite of tariffs that 
you consider important?

What issues are the most important when considering the 
addition of new network tariffs?

Do you have other ideas of how we could support customers  
as we transition to more cost reflective tariffs?

Would you prefer a fast (1-3 years), medium (3-5years) or slow  
(5+ years) transition to more cost reflective network tariffs? 

CUSTOMER ENGAGEMENT (p28)

How would you prefer to engage with ActewAGL Distribution?

What electricity network related topics are most important to you? 

SUMMARY OF QUESTIONS


