Jemena Gas Network - Service Performance
ENEE as at 30 June 2024

Metrics definition Service Performance CcY23 MTH CYTD Actual ] Commentary Data Custodian
CY24 Target Actual Actual

Conzecutive estimated meter reads Percentage of customers who receive 3 or mare cyclic <49 4 3.1 2.7 Meny Kupriatis
meter read estimates in 12 months (rolling)

Meter data delivery Peads delivered within compliance timeframes >97% a7 95 =154 Mery Kupriotis

Meter read performance (ercept in case of permitted skip codes) Percentage of routine reads delivered az estimated reads <63 3Es 7 e S Meny Kupriatis
in & calendar month

comections —————m PR PR A e

Timely meter activation Annual ¥ meters activated within SB0 of physical >983 2 930 98 Miguel Rana
installation

Timely reconnections Percentage of reconnections completed within SED of >983 oo 00 00 Emille Kuieh
CPO

Temparary disconnections attempted within SB0 Percentage of AML where JGM attends site and attempts >95 a3 00 v Miguel Rana

disconnection within SB0 of nominated date

Meter Mot On Premise Percentage of sites investigated and rectified within 4580 10022 g3 " 00 T2 SangeetaBizwas
of the meter read with skip code 01

E-G connections (under Madel Standing Offer) Timely connection, completed within 2060 of receiving the >98x% om: 100 00 Miguel Rana
completed application

Making basic & negotiatied residential offers Percentage of offers made within SEDMSED >982 om: 00z 1002 Miguel Pana

Grade of Service for General Enquiries % Customer service calls answered within 30 seconds T0x Bd NV 3 S8 General Enquiries GOS and Abandonment & Faults GOS: Liza Manniz

=Startek has provided a remediation plan w hich haz approved by Jemena and commenced 17th of June.
-5 additional General Enquiries team members in training - commence on phones 22nd July
=3 Agents have returned to General enquires team ta bolster performance.

Grade of Service for Faults % Customer service calls answered within 30 seconds TOx TEx Y 24 47 Lisa Mannix
(Quality and reliabili cY23
ty ty CY24 YTD
Actual
Unplanned System Average Interruption Frequency Indes [SAIF) = outages per 1,000 customers [reported annually) 3.33 0.0z nla na Catherine Stokes
Unplanned System Average Interruption Duration Inde: (SAION " hours per 1,000 customers [reported annually) 13.07 178 nla na Catherine Stokes

" reported annually



