Jemena Gas Network - Service Performance

=z as at 31 December 2024

Metrics definition

Service Performance
CY24 Target

CYZ23
Actual

MTH
Actual

CYTD Actual

Conzecutive estimated meter reads

Meter data delivery
Meter read performance [except in case of permitted skip codes)

Connections
Timely meter activation

Timely reconnections

Temporary disconnections attempted within SEO

IMeter Mot On Premise

E-G connections (under Model Standing Offer]

Making basic & negatiatied residential affers

Customer Service

Grade of Service for General Enguiries

Grade of Service for Fauls

Quality and reliability

Unplanned Sustem fverage Interuption Frequency Indes [SAIF] ™

Unplanned System Average Interuption Duration Index (SAIO0 ™

** reported annually

Percentage of customers who receive 3 or more cyclic
meter read estimates in 12 months (ralling)

Reads delivered within compliance timeframes

Percentage of routine reads delivered as estimated reads
in a calendar month

Annusl 2 meters activated within SED of physical
inztallation

Percentage of reconnections completed within SBO of
CPO

Percentage of AML where JGM attends site and attempts
dizconnection within SBD of nominated date

Percentage of sites investigated and rectified within 4560
of the meter read with skip code 01

Timely connection, completed within 20B0 of receiving the
completed application

Percentage of offers made within SEDMSED

¥ Customer service calls answered within 30 seconds

¥ Customer service calls answered within 30 seconds

outages per 1,000 customers [reported annually]

hours per 1,000 customers (reported annually)
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2.3 Increasing trend inissues related to locked gates and dogs on properties. To addressthis, we are
collabarating with Retailers ta implement targeted initiatives aimed at improving access ta chronic nao-
access sites.
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TG Gjobs completed in JGM in December 2024 which are confirmed MMOP. 1is non-compliant due to the
Builder taking time ta reinstate the meter which was remaved for redaoing concrete and walls,
oo
oo
B3 Erquities and Faults GOS & Abandonment performance achiswed the monthly target.
*T0 Perfarmance is trending upw ard for General Enquiries. ¥ TOF aults GOS perfformance is also
improving, however w as significantly impacted by the Wwhalan incident ! high call valume.
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