Jemena Gas Network - Service Performance

Hn=1E as at 30 September 2024

Services Metrics definition Service CY23 MTH CYTD Actual i Commentary Data Custodian
Performance CY24  Actual Acrual
Meatering
Consecutive estimated meter reads Fercentage of customers who receive 3 or more cyclic EL [ a0k 26 IMeny Kyprictis
meter read estimates in 12 manths (rolling)
Plerer data deliveny Fieads delivered within compliance timeframes b3 I avs A3 a7 Ieny Kyprictiz
Mleter read performance (except in case of permitted skip codes]  Percentage of routine reads delivered as estimated b3 e an 4% Meny kyprictiz

reads in a calendar month

Timely meter activation Annual 3 meters activated within 5BD of physical b3: 1 A 100 3K Miguel Rana
inztallation

Timely reconnections Fercentage of reconnections completed within B0 of b3: 1 ome Y 100 100 Emille Kueh
CFPDO

Temporan disconnections attempted within 5SE0 Percentage of ANL where JGR attends site and > 955 gy 100 98 Mliguel Rana
attempts disconnection within SB0 of nominated date

Feter Mot On Premise FPercentage of sites investigated and rectified within 10032 gz 1% TE 27 jobs in JGM in September 2024 which are confirmed MMOP. 5 are non-compliant due to arange Sangeeta Bizwas
45B0 of the meter read with skip code 01 of issues including retailer and customers delayed response.

E-G connections (under Model Standing Offer) Timely connection, completed within 2080 of receiving b3: 1 ome Y 100 100 Miguel Rana
the completed application

Making bazic & negaotiatied residential offers FPercentage of offers made within SEOM5E0 > 983 o Y 100 100 Mliguel Rana

Customer Service

Grade of Service for General Enquiries 2 Customer service calls answered within 30 seconds Tz Bdz Y ThH Bam Enquiries and Faults G0S & &bandonment performance achieved the maonthly target. Liza Mannix
Startek.'s remediation plan to address performance of KRA1 & 4 has concluded. Performance will
eontinue to be monitored for consistency,
Y¥TO Perfarmance is trending upward for KR 18 4 [Faults and General Enquiries call performance,

Girade of Service bor Faults % Customer service calls answered within 30 seconds Fi -4 e 1% BB GOS and Abandonment]. Liza Manniz

uualit, and le“ahilil, A vIn _ -

" outages per 1,000 customers [reported annually] 333 0oz nta nta Catherine Stokes

Unplanned System &verage Interruption Frequency Index: [SAIFI)

Unplanned System Average Interruption Duration Index (5100 " hours per 1,000 custamers [reparted annually) 13.07 178 nta nta Catherine Stokes

** reported annually



