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Why are we here? 

• To get your feedback on your 
experiences and interactions with us 

• To get your thoughts about future 
investments we are considering 

• To understand your needs and priorities 
as current or potential gas customers 

• Online survey open 23 November 
through 7 December 

• Report available early February 2015 

 

 

stakeholders.agnl.com.au/have-your-say 



Agenda 

Introduction to the workshop  11:00 15 

About Australian Gas Networks 11:15 15 

Discussion: customer experience  11.30 30 

Discussion: environmental commitments and reporting  12:00 10 

Break (Lunch)  12:10 15 

Discussion: network safety and reliability 12:25 35 

Coffee break 1:05 5 

Discussion: network safety and reliability  1:10 25 

Discussion: network expansion 1:35 10 

Worksheet: investment priorities  1:45 10 

Discussion: access and affordability  1:55 10 

Wrap up and Close 1:55 5 



Thinking about energy  

• What comes to mind when you think of the energy industry? 

• One idea per Post-it 



Initial engagement & 

research strategy 

Customer interviews and 

focus groups to 

understand needs and 

values 

 

Consultation on proposed 

investments 

Business response to 

customer insights and 

feedback 

 

Customer feedback on 

implemented investments 

 

Consultation on proposed 

investments 

Stakeholder research & 

insights report 

Deloitte 

Access Agreement 

Proposal (AAP) 

AGN 

Stakeholder engagement process 



About Australian Gas Networks 
• Introduction to AGN 

• Future price path 

 



Our role in your supply of natural gas 
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The price you pay for natural gas 

$1,075 
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Average annual charge  – 2014/15 
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Communication 

• Meter replacements 

• Preferred methods 

• Topics for ongoing engagement 

 

 



Potential investments 

Response times – gas leaks Response times – phone calls Guaranteed service levy (GSL) 

scheme 



Responding to gas leaks 

Current service level: 

• 24 x 7 service 

• Attend to leaks within 2 hours in 95% or 

more cases 



Responding to phone calls 

• Hours: 8am - 5.30pm 

• New connections 

• Gas availability 

• General enquiries 

• We answer calls within 5 minutes in 95% 

or more cases 



Service area Threshold to incur GSL payment GSL payment amount 

Appointments 

Failure to attend appointment within agreed appointment window: 

• Customer present – 2 hours  

• Customer absent – agreed date  

$50 per event  

Connections Failure to connect a customer within 1 day of agreed date  
$80 per day (max $240 

per day)  

Repeat  

interruptions 

Unplanned interruptions to a customer in a calendar year period 

resulting from faults in the distribution system:  

• Upon 5th interruption  $150  

• Upon 10th interruption  Additional $150  

Lengthy  

interruptions 

Gas supply interruption to a customer not restored: 

• For 12 hours $150  

• For  an additional 8 hours Additional $150  

Guaranteed service level (GSL) scheme 
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Our commitments 

AGN is committed to managing its 

activities so as to minimise the 

adverse effect on the environment. 

We will report our environmental 

performance openly and 

transparently. 
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Fire preparedness 

• Fire shut-off valves stop gas flow at or 

near the gas meter 

• Meters and regulators may melt in a 

bushfire 

• For the past 5 years we have been fitting 

these valves wherever we install or 

replace a gas meter in bushfire areas 

• This program of work could be expanded 

to maintain safety in all networks  



Customer outlet service leaks 

• New or repaired gas connections: 

we test the customer owned gas 

service for leaks 

• Customer responsible for arranging 

and paying for any leaks to be 

repaired 

• Approx. 150 leaks/month found in 

SA 

• Some customers reinstate the 

supply without repairing the leak 

• Some customers engage their own 

gas fitter = delays and cost 

• We could repair leaks safely for 

customers at minimal cost 

 



Coordination of capital works  

• Work on our gas infrastructure causes 

disruption to the public 

• The disruption is similar to that caused 

by other electricity and water distributors 

and councils 

• By better coordinating our capital works 

we can minimise the disruption to you 

• We could invest in a management 

system and staff to coordinate projects 

with other service providers 

 



Replacing above ground plastic pipes/fittings 

• ‘Poly’ pipe is used underground 

• Above ground poly pipe can be damaged 

• “Old" plastic fittings used to connect the 

gas meter can fail 

• We could replace instances of above 

ground poly pipe and old plastic fittings 

to maintain public safety 

 



Meters inside buildings and inlet services under buildings 

• 1960s - 1970s: common practice to 

install commercial gas meters inside 

buildings and underground 

• Meters and associated underground 

services pose a risk of gas escaping 

under or inside the buildings 

• Gas inlet services installed during this 

period are now 40-50 years old 

• Home owners (renovations) have 

inadvertently built over/encased gas 

meters and gas inlets 

• Next 5 years: we plan to remove this 

safety risk by identifying and rectifying 

sites that don’t comply with current 

Australian safety standards 

 





Meter relocation 

• Customers are responsible for the cost 

of moving the gas meter due to 

alterations to their property 

• We quote to alter the connection 

• Often, customers decide not to move 

the meter based on cost 

• Those meters are at risk of damage 

• We could take responsibility for moving 

the meter 



Remote meter reading 

• Gas meters are generally read quarterly for 

billing 

• On many occasions meter readers are not 

able to physically access properties or gas 

meters 

• In this case, an estimate is made based on 

historic gas consumption 

• For some customers, this can and does 

occur multiple and successive times 

resulting in the need to adjust their bill 

• It can result in "bill shock" 

• We could install a new device to read 

meters remotely as we conduct our periodic 

meter replacement program to avoid billing 

adjustments 

 



Pipe replacement program 

• Gas mains and services have a average 

useful life depending on the type of 

material used and their location 

• Replacement maintains and improves 

safety and reliability of the distribution 

network 

• We intend to replace approximately 200km 

of gas pipes and services per year to 

maintain safety  



Customer experience 

Environmental 

commitments and 

reporting 

Network safety  

and reliability 

Access and affordability 
Network expansion and 

innovation 



Network expansion explained 

• Network expansion is considered to be 

positive for existing and potential customers: 

• More people get access to natural gas 

• Our costs are spread across a larger 

customer base 

• Before we commit to expanding the network, 

we must show that the revenue forecast 

exceeds cost 

• Current programs have expanded gas to 

Tanunda and McLaren Vale 

Whyalla 

Adelaide 

Riverland  
Pipeline 

Murray Bridge 

Berri Mildura 

Port Pirie 

Elizabeth 

Gepps Cross 

West Lakes 

Adelaide Magill 

Edwardstown 

Marion 



Technology and innovation 

• Remote reading is one type of technology we are considering 

• We could also invest in other state-of-art metering technologies to enable: 

• us to bill based on your actual consumption for each period  

• you to monitor and understand your gas consumption in real-time 



Priorities 
What investments are most important? 

 



Investment priorities 
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Tariff structure 

Tariffs help us recover our costs, they consist of: 

• A fixed charge – $ per annum 

• A variable charge – $ per gigajoule (GJ) 

• Ancillary charges – ($ per service and/or per hour). 



Vulnerable customer support program 

Education 

Advocacy 

Tariff 





Thanks and close 
What happens next? 

 



Wrap up 

stakeholders.agnl.com.au/have-your-say 
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