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1. Introduction  

ActewAGL Distribution (AAD) has an ongoing commitment to understanding and 

responding to the needs and preferences of its electricity and gas consumers. Our 

network planning, management and pricing have been informed by feedback we have 

received through a range of channels including studies of willingness to pay for reliability 

and other aspects of electricity and gas supply, engagement on major projects and 

demand management opportunities and tariff options, and annual customer satisfaction 

surveys.  

During 2014-15 AAD is seeking to build further on community engagement activities with 

the launch of some new initiatives.  The aim is to embed these initiatives as an integral 

part of our business. These new activities will establish a range of fresh consumer 

engagement activities to seek meaningful feedback on key issues affecting AAD and its 

customers. These initiatives include: 

 The establishment of an Energy Consumer Reference Council (ECRC); 

 Customer focus groups and surveys; and 

 New opportunities for consumers to access energy network information and 

provide feedback through the website. 

These activities are key elements of AAD’s community engagement program over the 

next five years.  AAD has a long-term goal to have two-way engagement with consumers 

as an integral part of business-as-usual operations by 2018. 

The Energy Consumer Reference Council (ECRC) is an ACT based forum to provide 

information and support the development of a deeper understanding of the issues and 

challenges confronting operators (such as AAD) and consumers in the energy market. 

The ECRC will enable direct feedback from consumer groups to be considered as part of 

improving AAD’s business performance and providing input to the development of 

submissions to regulatory reviews. 

This document provides some background information to the members of the ECRC. 

Input from the ECRC will help AAD to fulfil its goals to maintain and enhance its 

relationship with its consumers.  As outlined in AAD’s Consumer Engagement Strategy 

the objectives are as follows:  

 To foster a strong alignment between consumer interests and AAD’s products and 

service offerings  

 To embed best practice consumer engagement in AAD so that it becomes part of the 

way AAD does business 

 To ensure AAD meets its regulatory requirements relating to consumer engagement. 
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2. Who is ActewAGL Distribution? 

AAD was established in 2000 and currently has approximately 720 employees. 

AAD owns and operates the ACT electricity and gas networks as well as gas networks in 

Queanbeyan and Palerang Shires and Nowra.  

AAD is owned equally by Icon Water (previously ACTEW Water) and SGSP (Australia) 

Assets Pty Ltd via subsidiary companies as shown in Figure 1.  

 

Figure 1: ActewAGL ownership structure 

 

 

 

 

 

ActewAGL Retail is a separate and distinct business to AAD. It is important to recognise 

that the work of the ECRC will not relate to ActewAGL Retail. Similarly the work of AAD is 

not related in any way to Icon Water and the ECRC does not apply to water or sewerage 

services or assets.  The ECRC relates only to the electricity and gas distribution 

businesses.  

Under the National Electricity Law and Rules there is a clear separation between the 

energy network providers (such as AAD) and the competitive energy producers and 

retailers.  AAD must comply with the Ring Fencing Guidelines for Electricity and Gas 

Network Service Operators in the ACT, established by the Independent Competition and 

Regulatory Commission (ICRC). The guidelines contain requirements for functional and 

accounting separation of ActewAGL Distribution from any related businesses involved in 

“producing, purchasing or selling natural gas or electricity services”. At present there are 

only a small number of energy retailers registered to operate in the ACT.   

The electricity and gas networks  
While there are significant differences in the infrastructure required to distribute gas and 

electricity, the table below tries to capture the key features of each side of AAD’s 

business.  
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Table 1: Snapshot of ActewAGL Distribution’s electricity and gas network (source 2012/13 
Annual report) 

 Electricity Gas 

Coverage area 2,412km
2 

4,834 km linear length of 

mains 

Customers – home and 

businesses 

177,255  130,100  

Overhead distribution  2,394 km  N/A 

Underground cables/mains 2,737 km 4,834 km 

Operating voltages/pressure 132/22/11 kV and 

415/240v 

Pressures 14,000kPa, 

6,895kPa, 1,050kPa, 

200kPa, 5kPa 

Net Peak Demand 583 MW 75T J/day 

Power poles  53,000 N/A 

Zone substations 14  N/A 

Distribution substations 4,506 N/A 

Quantity of gas receipted per 

annum 

N/A 10,377 TJ 

Trunk receiving/pressure 

reduction stations 

N/A 11 

District regulating stations N/A 93 

 

AAD consumers 

ActewAGL’s vision is simple – to connect with our customers. Our mission is to ensure 

that the best interests of our customers, owners and staff are considered in everything 

we do.  

AAD issues invoices directly to the energy retailers.  Bills to households and businesses 

are generated by the retailers based on this information.  

AAD interfaces directly with its customers and broader consumers usually in relation to 

maintenance of the distribution assets or enquiries and complaints relating to network 

management issues, such as outages, the impacts of vegetation on power-poles, or 

rehabilitation of nature strips after work has been done on gas infrastructure.  

The table below describes the key AAD consumer groups. 
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Table 2: ActewAGL Distribution’s consumer sectors 

Consumer sector Example Types of interactions 

ACT and NSW 

domestic residents  

 

Households  Meter reading, vegetation 

management, public safety 

campaigns 

Large and/or critical 

customers 

Hospitals, key defence, 

government institutions  

Establishment of specific 

customer service agreements 

tailored to their particular needs. 

Commercial business 

owners 

Commercial or industrial 

businesses of all sizes 

Meter reading, vegetation 

management, public safety 

campaigns 

Property developers 

 

Customers constructing 

new residential or 

commercial estates 

including subdivisions. 

Installation of new network 

infrastructure. 

Embedded 

Generators  

 

Both large and small scale 

embedded generators  

connected to the system 

Provision and servicing of network 

infrastructure  
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The energy distribution business is like a road network… 

As a simplified analogy, AAD’s business can be likened to that of a toll-road 

owner/operator.  As the toll-road operator charges fees to the cars that use the road; AAD 

receives income in return for the use of its powerlines and pipelines to pass energy to 

consumers. This fee is charged to each user of the network as a component of their 

energy bill. 

It is AAD’s responsibility to make sure the infrastructure is maintained in good working 

order and is able to respond to system peaks and troughs, just as the toll-road operator 

needs to ensure the road is maintained and available for different levels of use.  Similarly 

it is in AAD’s interest to continue to extend the network to meet demand from new 

suburbs, just as it is the toll-road owner’s interest to build more roads as use demands it.  

The toll-road analogy can be extended further as a toll-road operator has little influence 

over the make or model of vehicles on its road; AAD has no control over how the energy 

travelling through its infrastructure was generated, how much it costs or what it is used for 

once it reaches its destination or the cost of the energy that is carried on its infrastructure. 

AAD manages the backbone/road to provide gas and electricity to consumers. 

 

 

The electricity network  
 

ActewAGL Distribution owns, operates and maintains the electricity network of poles, 

wires, transformers and ancillary equipment used to distribute electricity safely and 

reliably to more than 177,000 homes and businesses in the ACT.   

 

132kV Switching Station East Lake Causeway  
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Figure 2: Map of AAD electrical network  
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Since its formation in October 2000, AAD has consistently provided reliable electricity 

distribution services and levied the cheapest electricity distribution charges in Australia. 

Nevertheless, it requires significant investment and ongoing funding to continue to meet 

customer expectations as well as its regulatory obligations.  

 

Figure 3: Comparison of residential network charges  

 

Distribution network charges currently make up 30 per cent of a typical ACT customer’s 

electricity bill, as shown in the figure below. 
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Figure 4: Estimated distribution components of an ACT electricity retail bill 

  

 

 

 

 

 

The gas network  
 

AAD owns almost 4,900 km of gas pipeline delivering natural gas to over 130,000 

customer premises in the ACT and south-east NSW.  

AAD is responsible for the gas distribution pipeline to the outlet point of the meter, 

maintenance, connection services; ensuring gas supply continuity and reading meters. 

AAD has engaged Jemena Asset Management to provide management services and 

asset services in respect of the operation, maintenance and development of ActewAGL's 

gas networks infrastructure. 

Heat exchanges at the Fyshwick Truck Receiving Station 

  

Distribution
network
charges 30%
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Figure 5: AAD gas network  
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Gas is not an ‘essential service’ in the way that electricity can be considered essential 
and as a result the gas business is much more price sensitive and is subject to energy 
substitution by householders.  Infrastructure for gas is not connected in, or available at, 
all households.  In the ACT gas has a market penetration of approximately 80 per cent of 
households.   
 

AAD has a target to restore over 90 per cent of unplanned gas outages within four hours. 

At the end of the recent reporting period in 2013, AAD achieved 100 per cent of 

unplanned gas outages restored within four hours. 

3. The energy market  
 

Australia has over thirty regulated electricity and gas networks with over 14 million 

connections serving nearly every household and business in the country.  Electricity and 

gas networks come in all shapes and sizes– from the largest interstate transmission 

assets to the distribution networks outside the doors of business and households. 

AAD fits into the energy market between the generation and transmission aspects of the 

network and the retail businesses which sell the energy to end consumers, as shown in 

the diagram below. 

 

Figure 6: Energy market 
1
 

 

 

                                                 
1
 Source: AEMC http://www.aemc.gov.au/Australias-Energy-Market/Electricity 
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Electricity and gas in south-eastern Australia are sold through different market systems: 

 The National Electricity Market  

 The Short-Term Trading Market (gas) and the Victorian Wholesale Gas Market.   

To learn more about the Australian energy market visit the Energy Efficiency Exchange 

website run by the Australian Government.  

www.eex.gov.au/energy-management/energy-procurement  

 

Regulation in the energy market 
 

The high cost of energy networks can make it efficient to have a single supplier of 

network services in a particular geographic area, leading to a natural monopoly industry 

structure. In response to this monopoly situation, energy networks are regulated to 

manage the risk of monopoly pricing, where a business can charge higher prices or 

provide poorer services compared with the situation in a competitive market. 

AAD operates under two layers of regulation, at a national level and a state/territory level: 

National 

 The Australian Energy Regulator (AER) operating under national electricity and 

gas rules, set by the Australian Energy Market Commission (AEMC) and national 

electricity and gas laws, regulates revenues and prices for distribution network 

services. Details on the AER’s functions and processes can be found at 

www.aer.gov.au  

 The Australian Energy Market Operator (AEMO) is responsible for the day-to-

day management of wholesale and retail energy market operations. 

www.aemo.com.au  

State/territory jurisdictions 

 The Independent Competition and Regulatory Commission (ICRC) is the 

ACT jurisdictional regulator.  The ICRC is the economic regulator for retail 

electricity and water and technical regulator for utility services in the ACT. As an 

operator in the ACT, AAD must meet the technical requirements of the ICRC as 

stipulated by the Utilities Act 2000 (ACT) and under ActewAGL’s utility licence.  

www.icrc.act.gov.au  

 The ACT Planning and Land Authority also provides technical regulation within 

the ACT and oversees AAD’s operations under licence. www.actpla.act.gov.au 

http://www.eex.gov.au/energy-management/energy-procurement
http://www.aer.gov.au/
http://www.aemo.com.au/
http://www.icrc.act.gov.au/
http://www.actpla.act.gov.au/
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 The Independent Pricing and Regulatory Tribunal (IPART) is the NSW 

jurisdictional regulator.  AAD must meet the relevant requirements of IPART for 

the regulation of its gas business that operates in NSW.  www.ipart.nsw.gov.au  

 

Each of these regulators operates on a timetable of regular review and revision of the 

operations of AAD.   

As an example, the timeline below highlights the current regulatory processes underway 

with respect to the Australian Energy Regulator.  

 

Figure 7: AER Current regulatory timeline 
 

 
 
 

  

http://www.ipart.nsw.gov.au/
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AAD invests significantly in the preparation of submissions and supporting 

documentation for each regulatory process.  In each case the task of preparing 

submissions requires AAD to consider complex aspects of the business that includes 

service provision levels and forecast costs of providing those services, including long-

term capital investments in infrastructure and potential returns on those assets. 

An important part of this process is to understand the expectation and requirements of 

our consumers, to ensure that the provision of services reflects the needs of our 

customers. The process of engagement with our customers and broader stakeholders 

happens across the regulatory process and will include a range of consultation activities 

including the work of the ECRC, focus groups, surveys and feedback through online 

community forums.    

 

Figure 8: Consumer engagement in the regulatory process  
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Australian Energy Regulator Consumer Challenge Panel 

The Australian Energy Regulator (AER) has established a Consumer Challenge Panel 

which is a panel of experts who sit within the AER to advise the regulator on issues that 

are important to consumers, particular as the AER reviews network businesses 

proposals.  

The Customer Challenge Panel will give its opinion to the AER on whether AAD’s 

submissions are justified in terms of the services to be delivered to customers and 

whether they are in the long term interests of consumers.  The Panel will also provide 

reports back to the AER about how well AAD is engaging with our consumers, particular 

with respect to the development of submissions to the AER.  

 

4. Role of the Energy Consumer Reference Council  
 

The Energy Consumer Reference Council (ECRC) is a newly created forum that will 

provide a mechanism for AAD to engage with representatives of a range of consumer 

segments.  

It is a key component of a broader program of work being undertaken by AAD to engage 

with consumers, customers, stakeholders and the broader community. Other aspects of 

this engagement program include focus groups, community briefings, and a revision of 

provision of information across a range of platforms, including the website.  

The ECRC will seek meaningful feedback from consumer representatives on key issues 

affecting AAD and its electricity and gas customers. The ECRC will: 

 Provide information and support to foster deeper understanding of the issues and 

challenges. 

 Arrange facilitation of discussions on these issues. 

 Obtain feedback from AAD on the outcomes of the engagement subject areas. 

The Terms of Reference for the ECRC provide a more detailed outline of the work of the 

ECRC.  

Membership of the ECRC has been drawn from a cross-section of our consumers, 

represented by the diagram below.  
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Figure 9: ECRC membership and consumer sector group  

 

 

A working program for the ECRC will be developed in consultation with the ECRC 

members.  This working program is likely to be influenced by the regulatory program and 

timing of decisions required by AAD to meet the deadlines within this program.  

Topics expected to be explored by the ECRC include the following: 

 Understanding AAD’s business and the Australian energy market 

 Regulatory framework and timelines - gas and electricity  

 Regulatory obligations including the National Energy Customer Framework 

 Distribution costs and impacts on price – price, reliability and safety ‘trade-offs’  

 Capital infrastructure investment priorities and management 

 Measurement of service performance and customer satisfaction 

 Distribution tariffs and structures 

 New technologies and impacts on the energy distribution business. 

These discussions will be across both the gas and electricity businesses. 
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5. Administration and other things 

Contact details 
The AAD consumer engagement program is being managed from within the AAD Asset 

Management team.  Contact details are below: 

Peter Cunningham: Branch Manager, Distribution Strategy and Compliance 

Phone: 6293 5108; 0477 356 835 Email peter.cunningham@actewagl.com.au 

Helen Leayr; Consultant, Consumer Engagement 

Phone:  0438 041 524.  Email: helen.leayr@communicationlink.com.au  

 

Acronyms 
Acronym  Meaning  

AAD ActewAGL Distribution 

AER Australian Energy Regulator 

ECRC Energy Consumer Reference Council  

ICRC Independent Competition and Regulatory 

Commission 

IPART Independent Pricing and Regulatory 

Tribunal  

kV Kilovolt 

MW Megawatt 

SPI (Australia) Singapore Power International  

TJ Terajoule 

 
  

mailto:peter.cunningham@actewagl.com.au
mailto:Helen.leayr@communicationlink.com.au
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Terminology  
Term What does it mean? 

Customers People or organisations that buy services in 

relation to the electricity and gas networks 

The Utilities Act 2000 (ACT) definition is 

customer, for a utility service, means— 

(a) a person for whom the service is provided 

under a customer contract; or 

(b) a person who has applied, orally or in 

writing, to the relevant 

utility for the service to be provided under a 

customer contract. 

Consumers  People and organisations that use services in 

relation to the electricity and gas networks 

The Utilities Act 2000 (ACT) definition is 

consumer, in relation to a utility service, 

means— 

(a) a customer for the service; or 

(b) an occupier of a customer’s premises to 

which the service is provided; 

Customer service agreement The deemed standard connection contract. 

Distribution network The Utilities ACT 2000 (ACT) has the following 

definitions: 

a gas distribution network consists of 

infrastructure used, or for use, in relation to the 

distribution of gas by a person through a 

distribution pipeline for supply to premises of 

another person. 

an electricity network consists of infrastructure 

used, or for use, in relation to the distribution of 

electricity by a person for supply to the premises 

of another person. 

Distribution substations A substation on an electrical distribution network 

that transforms any voltage at or below 33kV but 

above 1kV to any below 1kV. 
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Kilojoule (KJ) A measure of gas equal to one thousand joules 

Kilowatt (KW) A measure of electricity equal to one thousand 

watts 

Kilowatt hour (kWh) A measure of electricity equal to one thousand 

watt hours.  It is the unit of measure used on an 

electricity bill. 

Net Peak Demand The maximum system load recorded on the 

electrical distribution network at a particular time 

period. 

Operating voltages The designated voltage levels that any 

particular section of the distribution network 

operates at. 

Overhead distribution Electrical distribution network assets that 

distribute power above ground. 

Stakeholders People or organisations that are impacted by or 

have the ability to impact on the delivery of 

services on the electricity and gas network 

Tariff A tariff is the price of energy under a contract. 

The tariff includes two price components: a fixed 

charge (often called the service charge or daily 

supply charge) and a variable charge (often 

called the usage charge or consumption 

charge). 

Trunk receiving/pressure reduction 

stations  

Gas distribution network assets that reduce gas 

pressure from high pressure trunk feeders 

above 1MPa pressure to below 1MPa. 

Underground cables Electrical distribution network assets that 

distribute power below ground. 

Zone substations A substation on an electrical distribution network 

that transforms voltage above 33kV to any 

levels at or above 33kV but above 1kV. 

Additional references 
ActewAGL http://www.actewagl.com.au/ 

http://www.actewagl.com.au/About-us/The-

ActewAGL-network.aspx  

http://www.actewagl.com.au/
http://www.actewagl.com.au/About-us/The-ActewAGL-network.aspx
http://www.actewagl.com.au/About-us/The-ActewAGL-network.aspx
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ActewAGL current tariff schedule http://www.actewagl.com.au/About-us/The-

ActewAGL-network/Electricity-

network/Electricity-network-prices.aspx  

Australian Capital Territory Civil and 

Administrative Tribunal  

http://www.acat.act.gov.au/  

Australian Energy Regulator http://www.aer.gov.au/  

Energy Networks Australia http://www.ena.asn.au/wp-

content/uploads/2014/04/Transforming-The-

Energy-Conversation_Meaningful-Consumer-

Engagement-By-Energy-Networks.pdf   

Independent Competition and 

Regulatory Commission  

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

Independent Pricing and Regulatory 

Tribunal 

http://www.ipart.nsw.gov.au/Home 

Jemena http://jemena.com.au 

http://jemena.com.au/Gas/Customer-

Engagement-and-Price-Review/Engaging-with-

the-community.aspx  

Energy Made Easy by the Australian 

Energy Regulator – web site and 

glossary 

http://www.energymadeeasy.gov.au/  

http://www.energymadeeasy.gov.au/glossary   

 

http://www.actewagl.com.au/About-us/The-ActewAGL-network/Electricity-network/Electricity-network-prices.aspx
http://www.actewagl.com.au/About-us/The-ActewAGL-network/Electricity-network/Electricity-network-prices.aspx
http://www.actewagl.com.au/About-us/The-ActewAGL-network/Electricity-network/Electricity-network-prices.aspx
http://www.acat.act.gov.au/
http://www.aer.gov.au/
http://www.ena.asn.au/wp-content/uploads/2014/04/Transforming-The-Energy-Conversation_Meaningful-Consumer-Engagement-By-Energy-Networks.pdf
http://www.ena.asn.au/wp-content/uploads/2014/04/Transforming-The-Energy-Conversation_Meaningful-Consumer-Engagement-By-Energy-Networks.pdf
http://www.ena.asn.au/wp-content/uploads/2014/04/Transforming-The-Energy-Conversation_Meaningful-Consumer-Engagement-By-Energy-Networks.pdf
http://www.ena.asn.au/wp-content/uploads/2014/04/Transforming-The-Energy-Conversation_Meaningful-Consumer-Engagement-By-Energy-Networks.pdf
http://www.icrc.act.gov.au/
http://www.ipart.nsw.gov.au/Home
http://jemena.com.au/
http://jemena.com.au/Gas/Customer-Engagement-and-Price-Review/Engaging-with-the-community.aspx
http://jemena.com.au/Gas/Customer-Engagement-and-Price-Review/Engaging-with-the-community.aspx
http://jemena.com.au/Gas/Customer-Engagement-and-Price-Review/Engaging-with-the-community.aspx
http://www.energymadeeasy.gov.au/
http://www.energymadeeasy.gov.au/glossary

