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1 Preface

This paper is intended to provide information te gublic on how the Victorian
electricity distributors are meeting their servarel reliability requirements and
obligations particularly in relation to their prepaon for meeting the expected peak
electricity demand for the 2010-10 summer.

There are five electricity distribution businesse¥ictoria—CitiPower Pty, Jemena
Electricity Network$, Powercor Australia Ltd, SP AusNeind United Energy
Distribution Pty Ltd. In this paper they are reétito as CitiPower, Jemena,
Powercor, SP AusNet and United Energy.

As part of the transition to national regulatioretéctricity distribution and retailing,
the Australian Energy Regulator (AER) is now respble for exercising certain
powers and functions previously undertaken by tbgehtial Services Commission of
Victoria (ESCV) for the Victorian jurisdiction. Theew responsibilities are conferred
on the AER by the operation of tNational Electricity (Victoria) Act 2005 (NEVA)

in accordance with thérade Practices Act 1974 and theAustralian Energy Mar ket
Agreement.

The current Victorian distribution network reverarel service level targets were set
by the ESCV for the current regulatory period (20@9. The NEVA delegates power
to the AER to administer the ESC\Eectricity Distribution Price Review 2006-10
Final Decision (EDPR) under the Victorian regulatory framework.

The AER has set the new revenue and service ivesnfiior the 2011-15 regulatory
control period under thidational Electricity Rules. Information of the new
distribution price determination is available from
http://www.aer.gov.au/content/index.phtml/itemIdd791

In addition to the administration of the EDPR, MIEVA confers economic

regulatory functions, powers and duties on the A&garding compliance monitoring
and enforcement of thig ectricity Distribution Licence conditions of the Victorian
electricity distribution network service providéBBNSPs, or commonly referred to as
electricity distributors). This includes the momitg of the service performance
levels provided by the distributors.

Public reporting of performance of these monopaigibesses is one of the key
elements that underpin the economic regulatory éraank. The AER decided to
continue the existing performance reporting systéthe ESCV, until the end of the
current regulatory period in 2010. Public reportafter 2010 will be undertaken
under the national regulatory framework.

As part of the current performance reporting frameuythe AER has followed
ESCV’s practice to also seek information from thetdfian electricity distributors

Prior to August 2008 Jemena was known as Alirfia lAwas known as AGL Electricity Ltd
before 2006.

SP AusNet is the trading name of SPI ElectriBity Ltd. It was previous known as TXU
Networks.



regarding their preparation to meet the peak etétgtidemand during the 2010-11
summer period.

Specific performance reports of the distributonstfe 2009 and earlier calendar years
are available fronhttp://www.aer.gov.au/content/index.phtml/item|d2135

2 Process of preparation of this paper
The following process was used to compile thisnmifation paper:

= The CEO of the AER wrote to the CEOs (or equivalenthe electricity
distribution businesses in October 2010 to seek #ssurances that each business
has taken steps to (1) minimise the occurrencestriftition network failures that
are within its control; (2) respond quickly to r@st supply and to communicate
effectively with customers should wide-scale supptgrruption events occur.

= |n addition to the above assurances, each bugmesgg&led the following
information to the AER prior to end of November:

o the nature of planned investment, maintenance atwionk management
initiatives to ensure that each company’s netwak the capacity to meet the
prospective peak demands during the coming sumandrthe progress made
to date in implementing these initiatives

o the supply restoration, public communication anst@mner service strategies
to deal with major supply interruption events, utihg lessons learnt from the
late January 2009 heatwave and 7 February 2008@KBaturday) events.

®= The AER prepared a draft paper in mid-Novemberctviciompiled and
summarised the information provided by each ofdis&ibution businesses on
their preparation for the coming summer period.

®= The AER publishes this paper after verificationfeotion for inadvertent errors of
fact by the distributors.



3 Statements from electricity distributors

The distributors reported that they have reviewadlr@fined their practices following
the late January 2009 extreme heat and 7 Febr@@§ Rlack Saturday events. In
particular changes and initiatives have been mades following areas to improve
their ability to meet the peak demand in the 201GUmmer period.

3.1 Lessons learnt from previous wide-scale events

All distributors together with the Department ofrRary Industries (DPI), the
Australian Energy Market Operator (AEMO) and Eneggfe Victoria (ESV)
established a protocol for a single industry sppkeson arrangement in relation to
major widespread outage events in Victoria. Thistisnded to ensure that single
consistent messages will be provided to the public.

The distributors and ESV also developed a congisetrof safety and emergency
preparation messages, which are being used to pegooblic awareness and
preparation ahead of major events.

In recognition of customers generally not being r@naf who are their respective
distributors, Victorian distributors also produaatt distributed to all Victorian
media organisations a map and guide to networlsared the distributors’ media
contact points.

Other specific improvements by the distributordude:
= CitiPower and Powercor:

o0 developed and implemented an enhanced customegeounf@rmation advice
service on CitiPower's website—This service presickal-time information
about current outages, together with availableoraibn estimates, fault
location and cause. Information is accessible by oradby postcode.

o developed operational procedures to respond teettently updated
Emergency Services Departmental Regional Boundaries

o reviewed and refined escalation and operationalquores

o further developed their Fire Mapping solutions veray CFA and DSE Fire
Mapping onto their Geographic Information Systertabdase to assist in both
managing their assets and managing field crewsspand to fire related
events

o further enhanced their Weather Zone Site to en@aletime tracking of
lightning strikes to distinguish ground strikesnfranter-cloud strikes to
further refine the response to lightning storms

o inthe event that manual load shedding requiregsEMIO's direction due to
insufficient generation, CitiPower and Powercordnaveviously demonstrated
their capability to quickly respond to ensure thiegrity of the network for
the wider benefit of customers. Their feeder lohédsling priority has been



reviewed and takes into account the impact of klaeldding on essential
services, high rise buildings and major traffictesu

Jemena and United Energy:

o refinement of contingency plans to address contiswand extreme heat
events

o refinement of roles and responsibilities for widedse and wide spread outage
response management

o reviewed the guideline that governs the managewfdoad on distribution
substations

0 improvement to repair work order process
o improvement to rostering schedule
o adjusted the holding level of spare equipment

o improved internal communication on the quality antkliness of outage
information and greater use of SMS system to comecate with field crews

o improved external communications by introducing:

o online outage notifications to customers via thésite

o

enabling SMS messaging to the Call Centre Sentiaedards

o0 improvements of interactive voice response (IVR}ysaging

o

single industry media spokesperson.

United Energy also advised that although it was not directlgetiéd by the
impact of Black Saturday on 7 February 2009, itleasnt from the experiences
of other distribution network businesses. Thesmlags have been used to
further refine and improve its outage response.

Initiatives undertaken b$P AusNet that would facilitate response to wide-scale
events are discussed in other sections of thisrpapparticular under section
3.5.4 (contingency plans) and 3.6.3 (public comrmation).

3.2 Improvements to outage reporting
Jemena and United Energy both advised the following initiatives:

Access to outage information via internet—Jemeaablinited Energy both
provide outage information on its website. Afteg thanuary 2009 heat event, both
distributors have updated the website outage irdtion page for the public. They
currently have a project team working to furthepiove the timeliness and

quality of this system, with anticipated completauring the summer. A web
format has been configured for mobile phones tblkenthe public with



appropriate handsets to download information froemwebsite if they are in a
location where the power supply is interrupted. Wedsite provides information
about the outage locations and planned restoréitran The aim is to provide
communities with information to enable to make dixis to fit their own
individual situation and family environment.

access to outage information via SMS service:

o To assist customers seeking information about nedg@mtricity outages, both

distributors have introduced a 24/7 automated Sdpanse service for
customers in their distribution areas. They algoeekthat SMS
communication will alleviate the demands made eneimergency faults lines
in the call centre thus reducing the wait timeatl to an operator on the
existing Faults and Emergencies phone lines, eglhet times of extreme
weather events.

Customers can SMS the postcode of their supplyesddo an SMS mobile
telephone number and will receive an automatecbrespgiving them the
same IVR information (confirmation of locality otitage and expected
duration, if known) that they would receive if thiegd called the Faults and
Emergencies number.

If there are no major outages recorded for thecoost, the automated
response will advise the customer to call the apple Faults and
Emergencies number to talk to a consultant andtegiheir outage.

Post the January 2009 heat wave events, furtheoiraments were made to
the call centre performance. Improvements have beste to both
distributors’ IVR messaging systems to enableotmte more localised and
specific outage messages. Jemena and United Eoengntly have capacity
to load an unlimited number of specific messagesecutively and offer
customers the option of providing their postcodéstin the IVR to reduce
the number of messages they hear, or alternatisghg an SMS service to
receive a response with outage information forrthestcode. A number of
key upfront messages have also been pre-recordmV/én potential scenarios
such as fire, storm and load shedding.

CitiPower, Power cor and SP AusNet advised that they have improved their call
centre resources as described in the followinga®ct

3.3

Improvements to call centre resources

Distributors have implemented a number of improveihmeeasures.

CitiPower and Powercor advised that:

Arrangements have been made to increase the rescavailable to take calls
from field crews via a 1300 call queuing system apdate the OMS (Outage
Management System) system during major outagesrbgdrarily diverting staff
from their normal duties. A pool of personnel bagetMarket Street is trained to
receive calls and update the OMS system.



They share two contact centres, located in BendigbMelbourne. These contact
centres operate as a virtual contact centre meaailtggbe taken at either site
regardless of where the call originates from. Irtipalar:

0 The contact centre utilises IVR technology and wjdead messaging, which
enables the centre to provide automated outagemation to in excess of
15,000 calls per hour.

o IVR and web based outage messaging is automatettfr® Outage
Management System, which provides timely and ateunformation to
callers.

0 When changes are made within the OMS, for exanupléated restoration
times or causes, these changes are automaticatlyosthe IVR and the
outage web page.

o IVR technology can now provide callers with infortioa about the property
they are inquiring about. This is done by matclilmgcustomer's telephone
number (landline and mobile) that is stored ircustomer information system
with information in its outage management. Thisndeenables callers from
the same postcode area to be played different messmsed on their
individual outage status.

o If a caller elects to speak with an operator, th&t@mer's information,
including name, address, national metering idet{iNMI), etc, will be
presented to the customer service advisor in the @ a "screen pop" when
the call is answered.

o Customers who may be calling from a number thabtsegistered in its
customer information system will be prompted tceetthe postcode for the
area they are inquiring about. The IVR technologytiven play them an
outage message relating to the town or suburb pastthey have entered.

o0 "Widespread messages" can also be played to custpwigereby the caller
can listen to information relating to the currem¢ et as soon as they have
entered the call centre system. This occurs intiaddio property and
postcode specific information in the IVR, and angssages played whilst
queuing to speak to an operator.

0 The contact centre has employed additional pad tesources in preparation
for the summer season and maintains paid avatlabilsters to ensure staff
are available at short notice.

o The contact centre conducts additional faults séiee training in the lead up
to the summer for all customer service advisors.

o0 The contact centre has an additional 20 staff fitsriMlarket Street office to
support the business by taking calls during a mayent. These people have
been provided with training for the 2010-11 sumnaed are given refresher
training on a quarterly basis.



0 The contact centre has the ability to deploy addél ad hoc messaging to
callers queued in the telephone system that enatmes specific information
to be played in addition to the pre-recorded messé#uat are available in the
IVR.

Jemena and United Energy both advised that their call centre services apgiged
by a common outsourced service providers, whickiges the service on a shared
basis to both distributors. In 2008, this servioevgler introduced a number of
improvements on behalf of Jemena following the 20@8 Centre Review that was
conducted by the Essential Services Commissioadtfition, post the 2 April 2008
storm event, the service provider has also:

= introduced monthly training sessions for 25 nontfeall staff and a number of
management personnel in faults call procedureagare that their skill sets
remain current—The monthly training includes tvoafs of learning faults call
basics and taking fault calls under supervisionréhily, there are an additional
35 staff trained in handling fault calls, abovematr staffing

® increased the number of staff with remote agenalo#éipy and rostered them to
regularly work a shift from home to ensure thaithee ready and able to login if
needed in an emergency—Currently, the serviceiggohas 12 staff with
Remote Fault Agent capacity from home

= pre-recorded additional upfront IVR messages idiresss for situations such as
storm or load shedding incidents

= adjusted staff rostering over the Christmas and Mear period to provide better
coverage based on recent history

= permanently configured a total of 50 call centrats¢o facilitate rapid
deployment of additional staff—Previously telepjpand computer configuration
changes had to be made on an ad hoc basis to taaldtional seats to Faults
work when an wide-scale event occurred.

SP AusNet advised that:

= |ts telephone system at the new Bundoora facibty lbeen established with full
fault phone response capability. Similar fault esge systems exist in dedicated
fault response rooms at two other locations, wknehe upgraded in 2009. These
initiatives have provided significant improvememtault call flow-over
capability to SP AusNet offices, and facilitatirng tparticipation of a Severe
Weather Action Team (SWAT) volunteers.

®= The IVR system has also been enhanced. Togetlese theasures have further
improved SP AusNet's call answering capability.
3.4 Supply restoration

The VictorianElectricity Distribution Codes requires distributors to use best
endeavours to develop, test or simulate and impieécentingency plans to deal with
events that have a low probability of occurringt &xe realistic and would have a
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substantial impact on customers. These plans iecimdndustry established mutual
aid plan that enables assistance to be quicklyigedvshould large-scale supply
interruptions occur.

Distributors advised that they have implementeddiewing initiatives.

3.4.1 CitiPower and Powercor

CitiPower and Powercor advised that they have uaklen the following initiatives to
ensure effective response to major events:

= combined the CitiPower and Powercor Escalation EM&anagement processes
allowing greater flexibility in the allocation oésources

= implemented a single CitiPower and Powercor Didp&aster to further enable
flexible support during Escalation Events

= reviewed resource contingency plans for the sunpeeod to ensure adequate
field and technical resources are available inipaer for key periods such as
Christmas, New Year and heatwave periods

= reviewed stocks of critical materials and contingeaquipment to ensure that
localised network events can be promptly remedied

® increased the number of staff available from offeets of the business to assist in
support roles during emergencies and conducterigato ensure that they have
the appropriate level of knowledge and skills

= introduced some additional availability roles toyide extra support for control
room staff to effectively manage the informatioowlwithin their Outage
Management System during a significant outage event

= conducted training exercises in network contingeneynagement with key
control room and operational staff—These included:

o refresher training programs to ensure operatica#l and volunteer support
teams are fully trained in emergency response proes

0 participation in operation “Tormenta” to test conmation processes
between AEMO and the Electricity Industry relatecditmajor event

0 a pre-summer preparedness review briefing forelldenior management in
preparation for the 2010-11 Summer

o refresher training for their Emergency Servicesdaa Officers which also
covered a session on the recently updated Emerdggagreyces Departmental
Regional Boundaries.

3.4.2 Jemena and United Energy
Jemena and United Energy both advised that:
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They have developed comprehensive contingency bartke 2010-11 summer
period to assist in the restoration of supply fwilog network emergencies. The
plans are similar to the contingency plans adoptgutevious years, which it has
found to be effective. However, since the heat evéthe 2009 summer,
checklists used in developing the plan have befmetto account for specific
heat related events. In addition contingency plafibgs are now initiated earlier
in advance of forecast heat events. In addition:

o

The plans are developed under three main categedese substation, sub-
transmission line, and terminal stations.

Under system normal conditions and with all plaetis in service, the risk of
loss of supply due to distribution network consttaion days of high demand
during the 2010-11 summer period is insignifickdwever, in emergency
situations, following accidental loss of plant itgrthere is the risk of loss of
supply at a number of points in its network.

Regarding response to network fault repairs, JeraaddJnited Energy have
made the following refinements:

o

Refinement of roles & responsibilities for outageponse management—
Both distributors have reviewed the key tasks antiviies that are generated
by an emergency outage from a heat event and hade refinements to the
roles and responsibilities of the key staff invalve managing a response.
Both distributors have documented the responsésliof these roles, trained
individuals to fill these roles and will hold reffger training prior to 20
December 2010.

Control centre resources during wide-scale emeggeatage—Both
distributors have reviewed their resource needmguwride-scale emergency
outages and have plans to mobilise additional ataghort notice to handle
incoming trouble orders to enable staff to bettealgse incoming data and
despatch restoration crews more efficiently. Aadiéilly systems have been
enhanced to manage the repair activities assoacmtekextended heatwave
and wind induced events. These systems provideased decision making
ensuring correct prioritisation of outages to newhmunity needs.

Revision of rostering schedule—Both distributaséinstigated the early
rostering of management staff for the summer petménsure that adequate
coverage is available in the event of any emergenewt. This includes the
staggering of the start times of field resourcelsdtter align to the weather
conditions and therefore the anticipated fault ipgForhey will also monitor
the shift arrangements during the heat eventsgarerthat the health, safety
and welfare of staff are actively managed. Theynébduring the previous
heat events that the “freshness” of staff wasaaitio tackling any protracted
emergency event.

Revision of spare holding management—Both distnitsthave analysed the
data on equipment failure from the previous sumamer have revised the
number and type of spares, particularly fuses astdlaltion transformers
which are held in stock in anticipation of a heatrd.

12



o Improvements in quality and timeliness of outagerimation—Both
distributors have invested in system changes toamgthe quality, timeliness
and availability of outage information to enablerthto make optimum supply
restoration decisions and ensure the most up-@id&irmation is
communicated to customers, retailers and the publits information is
critical for quick prioritisation and deployment @sources and will form the
basis of outage information Jemena provides toousts, either through the
web, IVR, SMS or by the call centre staff.

0 Extended the use of SMS system—Both distributave lextended the use of
SMS systems to enable better management of wovwksaad ensure
management is informed of significant events. TRESSystems have been
extended to include the establishment of resouragadility and the issuing
of alerts, notifications and escalation triggers.

3.4.3 SP AusNet

SP AusNet’s actions relating to improvements teorasg supply outages are covered
under its contingency plans in the following sectio

3.5 Contingency plans
Distributors advised that they have undertakerfadhewing improvements.

3.5.1 CitiPower
CitiPower advised that it has undertaken the falhgw

Detailed review of distribution system performaacel demand forecasts—At the
conclusion of each summer it conducts a demandadsts, covering future
summer periods. This review was completed in J@i® 2The timing of this
process allows sufficient scope for any urgent wddkbe completed prior to the
forthcoming summer period, as well as refiningtiheng of longer term projects.
The forecasts are used to plan augmentations wbnletapacity—including
connection capacity to the transmission system—aptement projects that
maintain network reliability and security.

Pre-Summer Network Re-configuration—Prior to emommer, CitiPower carries
out load transfers across the network to ensutdhibaesulting configuration of
the network is optimal in terms of maintaining se&guand reliability of supply
during peak demand periods. Plans for this yeag'sspmmer load transfer are
being implemented.

Automation—Three upgraded plant protection scheaneglanned to be
commissioned at Collingwood (B), Deepdene (L) ancgeRRdale (RD) zone
substations by the end of 2010 to provide increasedrity of supply.

Contingency Planning—CitiPower maintains extendigé&ibution and
connection asset contingency plans in the eveatjoipment failures at times of
peak demand. These plans have been revised fexpeeted peak demands of
summer 2010-11.
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CitiPower also advised that it has been necessangrbduce a new contingency plan
to deal with reduced capacity from West Melboureendinal Station. After the
extreme ambient temperatures experienced in 2008-20mmer, SPI PowerNet (the
Victorian transmission service provider) has adviSgiPower of reduced
transformer ratings at West Melbourne Terminali@tatThis reduction in ratings
means that CitiPower, in implementing their con¢ingy plans, will be required to
reconfigure its distribution network from systenrmal when hot weather is
predicted, resulting in a reduced network relig&pilil his contingency plan will
continue to remain in place until augmentation vgaak Brunswick Terminal Station
are completed.

3.5.2 Jemena and United Energy
Both distributors advised that:

= They have developed [Jemena], or are finishing tikéhEnergy], comprehensive
contingency plans for the 2010-11 summer pericaksist in the restoration of
supply following network emergencies. The planssamdlar to the contingency
plans adopted in previous years which we have faar effective. However,
since the heat event of the 2009 summer, checkiggtd in developing the plan
have been refined to account for specific heatedlavents. In addition
contingency plan briefings are now initiated eariieadvance of forecast heat
events.

®= The plans are developed under three main categories
0 zone substations
0 sub-transmission lines
o terminal stations.

= Under system normal conditions and with all plaetis in service, the risk of
loss of supply due to distribution network consttaion days of high demand
during the 2010-11 summer period is negligibleetmergency situations,
following accidental loss of plant items, therehis risk of loss of supply at a
number of points in our network. Such loads atsis&ve been identified in the
Transmission Connections Planning Report and tk&ibBiution System Planning
Report, which will be published on the distributonternet web sites. The joined
distributor 2010 Transmission Connection Plannieg®tt and the 2010
Distribution System Planning Reports of the twdrthsitors will be completed
before the end of December 2010.

= To effectively manage the loads at risk, a numlb@ctons were identified and
implemented prior to the summer season. They are:

o The level and severity of the network risks wergeased and quantified.

o Ratings of the highly loaded plant items were rexié and where necessary
short-term ratings (24-hour, 2-hour, and 10-minuteje assigned.
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o Load transfer capability away from the criticalbabded stations and lines
were assessed and quantified.

o Detailed switching instructions to remove or al&eithe risk of loss of supply
have been prepared and documented.

®= In most contingency situations, it is possibleffec inter-station load transfers
within two hours by switching operations in thddigvithout interruption to
customer supply. However, a number of stationshélbexposed to the risk of
exceeding their short-term ratings following acait@ loss of a transformer on
days of high summer load, with some customers [glexperiencing short
interruption of supply while loads are transferagehy from the stations.

3.5.3 Powercor
Powercor advised that:

= At the conclusion of each summer it conducts ailéetaeview of distribution
system performance and demand forecasts. Poweccorént demand forecasts,
covering future summer periods, were completediime 2010. The timing of this
process allows sufficient scope for any urgent wddkbe completed prior to the
forthcoming summer period, as well as refiningtieng of longer term projects.
The forecasts are used to plan augmentations wbnletapacity (including
connection capacity to the transmission system)imptement projects that
maintain network reliability and security.

= |t has developed and revised specific summer systartingency plans for:
o distribution network areas subject to high sumnenand

0 connection assets in conjunction with the SP AudMahsmission Operations
Centre, and Jemena and United Energy.

3.5.4 SP AusNet

SP AusNet advised that its operational processgsystems are established and
updated for summer loading conditions under systermal conditions and for
altered network configurations resulting from cogency events. The status of key
network operations readiness activities are:

= pre-emptive summer feeder reconfigurations andicgancy plans, to be
completed by mid-December 2010

® ensuring information systems updated / operatimgectly for summerfor
exampleplant ratings and data, SCADA point operation, é&ddad shedding
data and poritisation categoes configuration abnormals, on target for
completion by summer

= network serviceability checkmcluding stocks of spares (e.g. fusesjpacitor

bank and cooling system serviceabilipjans for emergency use of mobile
generators, on target for completion by summer
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= review of emergency management processes, on farggimpletion by summer

= refresher training for controllers and dispatch&rsyssing on summer network
conditions / potential conditions, completed

= control centre staff participated in a variety sfegnal development initiatives,
including an SES emergency management course dodtiiy emergency
management exercises

= renewed focus on customer emergency response systaming and refresher
courses have been dad out for SP AusNet volunteers who participatéhe
storm responsmitiative (Severe Weather Action Team (or SWAT) partictpan
with improved phone and computer systems access praadettreased level of
participation

® accessing and utilising meteorological and emerngsacvices data, and
briefings/discussions with emergency services agsreThis is an on-going
activity. There are also well developed accessgaments and relationships.

3.6 Public communication

The public communication strategies of the fivarthsitors have been progressively
improved through experience learnt over the preyioide-scale incidents such as the
2 April 2008 storm, January 2009 heatwave and tRebfuary 2009 Black Saturday
events. The following sections provide an overvadthe current communication
protocol of the distributors.

3.6.1 Single industry spokesperson

The five distributors in conjunction with the Auslian Energy Market Operator
(AEMO) have established a protocol for a singlaustdy spokesperson in relation to
major widespread outage events in Victoria. Thistiended to ensure that single
consistent messages will be provided to the public.

3.6.2 Customers with special needs during prolonged outage events

All distributors are now required by tligectricity Distribution Code to inform the
Victorian Department of Human Services (DHS) dunvidespread supply events
where customers are off supply for more than 24$1dthe information includes:

= alist of all residential customers, including tedkagged as on life-support and
sensitive load, that have been off supply for ntbes 24 hours

= any relevant information brought to the attentiéthe distributors in relation to
the customers.

This information would help DHS to make decisionvamether individual door
knocking would be necessary and to identify thasappe who may need specific help
during prolonged wide-scale emergencies. In turrSD¥ll keep the distributors
updated with the:

= outcomes of their door knock attendance activitpérformed)
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critical issues that are identified, such as customury, life support needs and
customer not registered as requiring special needs

any other information on specific customer situatio

According to the distributors, DHS is trialling atification protocol with a view to
having it adopted as the standard industry notifiogprotocol by the Victorian
Electricity Emergency Committee (VEEC).

3.6.3

Distributor specific arrangements

CitiPower and Powercor advised that:

Their corporate affairs and network control persdiparticipated in crisis
simulation exercises run by AEMO, which have revedvand extended industry-
wide protocols including both communication andragienal response to
significant supply

Their public communication strategy includes:

o

a 24 hour a day, 7 day a week media hotline setviceanage all media
communications (Hotline number is (03) 9683 4342)

in the event of a serious disruption, the medigisemwill proactively provide
information to affected communities through thealomedia—initially with
radio for real time advice, then TV and the loaags as appropriate

in accordance with their obligations under the di@n Distribution Code, it
will have written to their network customers by #red of 2010 outlining
CitiPower’s role in the maintenance and restoratibsupply, and providing
web and telephone contact details. CitiPower is pisviding fridge magnets
with this correspondence, advising customers teriso local radio during
emergencies. These fridge magnets also includeedpathe customer to
record their NMI to assist in customer identificati

formal arrangements and procedures are in plateABC Radio and the
ACE Radio Network [Powercor only] for provision @mergency information
as required during the upcoming summer. These geraants include the
ability to break into normal programming in the evef major emergencies

development of consistent messages to be usedsabmmdustry in public
communications

a communications strategy, including extensive iogent resourcing and role
definitions, has been prepared for the event ohpnmemergency over the
summer period, to ensure that at least two medikesppersons are available
at all times, along with support staff.

Power cor also advised that it is again running an extenlsughfire mitigation
communication campaign this spring and summer,igislylg the risk of bushfires,
the responsibilities of the public and the needpiablic preparation, and providing
advice about of Powercor's obligations and buslpiieention activities.
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Jemena advised that:

Based on the experience gained from the wide-stadply interruptions of the 2
April 2008 storm and the heat wave of January 2@0%s implemented changes
such that customers can now access outage infamat:

0 24/7 Faults and Emergency phone lines
0 SMS communication

o Jemena website

o retailers and other industry stakeholders
0 media coverage.

Its external communication plan has been augmentettiude key personnel
from the back office and call centre. The plan dieadentifies key roles,
accountabilities and specific scripts for variotekeholder bodies. Over the
coming months, Jemena will interact with retaill&EMO and other relevant
bodies over the coming month by providing inforraatsessions on Jemena’s
communication strategy and ensuring they are abdessist with the information
flow to customers during emergency events.

It introduced a customer awareness of distributogiam—Jemena is taking a
number of initiatives to inform its customers onngeprepared and what they can
do should there be a power failure. The progranudes:

o Notify each of its customers annually in writingoalb its role in relation to
maintenance of supply, emergencies and restoratteninterruptions and the
distributor's contact details and website address.

o Follow up with the retail businesses that Jemenarse is printed next to the
faults and emergencies number on the customees! bei.

o Placing community announcement in newspapers.\least Jemena placed a
community announcement in the Age about the thomgsomers can do to
prepare in the event of power failure and how ey access outage
information other than via the traditional methddaalling the faults and
emergencies number. Jemena intends to do the sartieefcoming summer
period.

o Conducting annual Life Support Reconciliations’wibe retailers and then
providing in writing to those customers a brochomevhat Jemena’s role is
and what to do during power interruptions.

SP AusNet advised that it has established methodologiesawigie information to
the public in the event of significant incidents;luding:

Customer information is provided through the 24rHeault Call Centre—
Information is also available through network ssattformation posted on SP
AusNet's website, with a dedicated page listingpathges, causes, areas affected
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and estimated restorations times. A postcode seamhailable for customers to
identify areas where supply is affected, the camsewhen restoration is
expected. This postcode search is also accessibbei$tomers viewing SP
AusNet's website from a handheld device, such astamet phone or
BlackBerry®.

The Corporate Communications Department managesealia inquiries through

a 24-hour, 7 days a week media pager service. Parnncident management
process, radio (and if appropriate, TV) and elettronedia are regularly updated
to ensure new material is provided for news bulketnd to reinforce the message
that SP AusNet is working to restoring supply asnsas possible.

United Energy advised that:

It has a well established external communicati@mmh the event of a wide-scale
supply interruption. It includes communication walistomers, electricity
retailers, SPI PowerNet, AEMO, the media and ingugtigulators. This plan was
augmented following the experiences gained fromntigke-scale supply
interruptions of the 2 April 2008 storm and theth&ave of January 2009.

Customers can now access this information via:
0 24/7 Faults and Emergency phone lines

0 SMS communication

o United Energy’'s website

o retailers and other industry stakeholders

0 media coverage.

The external communication plan has been augméatediude key personnel
from the back office and call centre. It has cidantification of key roles,
accountabilities and specific scripts for variotekeholder bodies. United Energy
will interact with retailers, AEMO and other relexdodies over the coming
month by providing information sessions on its camioation strategy and
ensure they are able to assist with the informdtmm to customers during
emergency events.

Similar to Jemena, United Energy has also impleeteatnumber of initiatives to
inform its customers regarding being prepareddnd what to do in the event of
an electricity supply interruption. These include:

o notifying each customer in writing regarding theike in relation to
maintenance of supply, emergencies and restoratteninterruptions and the
distributor's contact details and website address

o0 arrange with the retail businesses for United Eyiengame to be printed next
to the faults and emergencies number on the cussonegail bill
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0 making community announcements in newspapers—aa,A0nited Energy
placed a community announcement in the newspapesiag customers of
how to prepare for electricity supply interrupticarsd how to access outage
information. United Energy intends to provide thésvice in 2010

o conducting annual Life Support Reconciliations’miihe retailers and then
providing in writing to those customers a brochoimewvhat United Energy’s
role is and what to do during electricity suppltemuptions.

3.7 Capital works

Information on each distributor’s capital works atenmarised below.

3.7.1 CitiPower

CitiPower advised that it will complete the followg investments to ensure the
network has adequate capacity to meet the peak sunemand:

® anew zone substation at South bank (SB) with stalied capacity of 110 MVA
to meet customer demand

= one new high voltage feeder and 76 new distribugigmstations

= augmentation of four existing high voltage feedsrd 44 existing high voltage
distribution substations

= replacement of an existing aged transformer at 8uck (BK) Zone Substation,
scheduled for commissioning in December 2010.

3.7.2 Jemena

Jemena reported that the following constructionks@re either completed or are
well underway to maintain supply reliability to ¢oshers for this coming summer:

= construction by SPI PowerNet—the transmissionicemrovider (TNSP)—of a
new 220/66kV transformer at Keilor Terminal Stat{&@T'S)

® installation of a new 66/22kV transformer at SydamhZone Substation (SHM) is
under way to be commissioned in December 2010

= jnstallation of two new high voltage feeders aneldipgrade of four high voltage
feeders to reinforce the distribution network sypmg the Newport, Essendon,
Pascoe Vale, Craigieburn, Heidelberg areas—Therityapf these upgrades and
network reconfigurations are completed, with thea@der planned for
completion by 31 December 2010.

= augmentation of a number of heavily loaded distrdsusubstations—The
majority of these augmentation projects are coreplewith the remainder
planned for completion by 31 December 2010. Howether distribution
substation augmentation program will continue W2l 5.
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asset replacement programs—These programs aes djwvthe condition of the
asset rather than solely by the age of the assgiettion and maintenance
programs are used to determine the condition o&#isets. Its asset replacement
program includes poles, pole tops, overhead lirstsiloution transformers, and
high voltage switchgear and zone substation equipme

In response to pole top fires, verification of poess studies into the critical

factors affecting pole fire ignition has been parfed. Analytical studies are
continuing to identify high-risk assets and geogieal locations, and these have
been ranked on the basis of the likelihood of paefires. A program has been
implemented to inspect, tighten and replace harewathese areas over a number
of years. In 2010, Jemena has completed the faollgwiajor projects:

o replacement of transformer and feeder circuit beesmbushings that had
reached the end of service life

o replacement of high voltage (HV) cross-arms andlatsrs on parts of
Broadmeadows (BD), Coburg North (CN), Footscrayt Hakg) and Footscray
West (FW) high voltage feeders to reduce the imaideof pole top fires

o replacement of steel conductor, ties and pole tiotsires in the high bushfire
risk area that had reached the end of their sehece

0 continuation of the zone substation fence and gadgeade program to
improve physical security of electricity distriboi assets

o replacement of obsolete and aged surge divertevamous high voltage
feeders

o replacement of non-tension connectors on variogis wltage feeders.

3.7.3 Powercor

Powercor advised that it will have completed tHWing investments to ensure the
network has adequate capacity to meet the peak sunemand:

installation of a second 66/22kV transformer atb@bbden (COB) and Wemen
(WMN) zone substations

installation of a fourth 66/22kV transformer at @amaine (CMN) zone
substation

installation of additional transformer cooling abridham zone substation to
increase capacity

distribution feeder augmentation in the Geelongstwé Melbourne, Charlton,
Ballarat and Bendigo areas to meet increasing surdemaand

augmentation of the Single Wire Earth Return (SWE&yvork to meet the

increasing summer demand in the Ballarat, Kyabiimchelsea and Woodend
areas
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augmentation of the low voltage (LV) network (1#0@jpcts) to ensure that
adequate LV capacity is available to meet peak semoads

purchase of a zone substation transformer (to ploged at Castlemaine Zone
Substation in mid 2011)—such that it can be held aystem spare over the
summer period.

3.7.4 SP AusNet

SP AusNet advised that its 2010 works programnegllt in new asset availability
for summer in priority locations across the netwavkich will serve to minimise the
likelihood of supply interruptions. The new netwarésets and their respective target
service dates are:

establishment of a third transformer at Cranbodrmeninal Station (CBTS),
Completed in 2009

a new Lysterfield Zone Substation (LYD) and assecideeder reconfiguration to
address the load/energy at risk at Narre WarrerNJNEone Substations, to be
completed before mid-December 2010

a new 20/33 MVA transformer at Warragul Zone Sulista(\WWGL), scheduled
for commissioning late February 2011—the new faanser will be used as a
standby unit should the other transformer failsrduthe summer period

a second 66 kV line from Cranbourne Terminal StateClyde North Zone
Substation to provide additional capacity in tlapidly developing area and
prevent overload of the 66 kV loop, completed

installation of five new 22 kV lines, four compldtecapacity augmentation for the
remaining feeder to meet summer requirements stééedor completion in
December 2010 and project completion early in & ypear

augmentation of six 22 kV lines, five completed ane to be completed in
December 2010

continuation of its distribution transformer upgegarogram—172 transformer
replacement to March 2010, another 239 transfoupgrade before the 2010-11
summer and another 45 units by the end of Marci201

3.7.5 United Energy

United Energy advised that the following significamvestments are either completed
or underway to maintain supply reliability to cusiers for this coming summer:

redevelopment of Rosebud Zone Substation, inclutiegeplacement of
66/22kV transformers and installation of indoortdmition switchgear

upgrading sub-transmission lines between East RevMerminal Station, and
Dandenong South and Dandenong Valley Zone Subsgatio
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= installation of four new high voltage distributiéeeders and the upgrade of four
feeders to support the projected growth in custaeenand

= augmentation of a number of heavily loaded distrdrusubstations—The highest
priority augmentation projects will be completed3tyDecember 2010. The
distribution substation augmentation program wothitnue until 2015. Completed
items associated with this $25M program are:

o an analysis of the performance of distribution satiens during January 2009
o load measurements on targeted distribution subgatati

o redesign and augmentation of a significantly inseelanumber of distribution
substation and associated circuits compared wékipus years

o review of fusing policy
o review of failed distribution transformer replacarhpolicy

o review and subsequent increase of investment l@velstribution substation
augmentation.

United Energy also advised that it asset replacépregrams are driven by the
condition of the asset rather than solely on tlee@dghe asset. Inspection and
maintenance programs are used to determine theticondf the assets. Its asset
replacement program includes poles, pole tops heaet line, distribution
transformers and high voltage switchgear and zabhstation equipment.

In response to pole top fires, verification of poess studies into the critical factors
affecting pole fire ignition has been performedahical studies are continuing to
identify high-risk assets and geographical locaj@nd these have been ranked on
the likelihood of pole top fires. A program has heéaplemented to inspect, tighten
and replace hardware in these areas over a nurhipeaxs. United Energy will
complete the further replacements of 66kV sub-trassion line assets located on
and around the Arthurs Seat area to further sestpply to the Mornington Peninsula
by mid December 2010.

The condition assessment of the steel conductatsatk in service on United
Energy’s network was completed in 2010. The prognasiinvolved the examination
and assessment of the condition of the condudiess,connectors and associated
hardware using a pole mounted high resolution caneedetermine the extent of any
corrosion or physical damage. Where replacemeegired, the asset has been
prioritised for action. The highest priority repdasents will be completed by mid
December 2010.

3.8 Maintenance works

Distributors advised that their maintenance stiagemclude cyclic asset overhaul,
condition monitoring—such as visual inspection #mmographic (infrared) or
radio-frequency surveys—and vegetation managenieetfollowing are some of the
key maintenance activities undertaken by the thigtars in preparation for the 2010-
11 summer.
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CitiPower, Jemena, SP AusNet and United Energysadvihat all bushfire mitigation
preparation activities will be complete and the lifure Mitigation Index (BFMI) will
be kept at “zero” by the date of declaration. Tindex will be maintained at zero
throughout the declared fire danger period in at@oce with its bushfire mitigation
strategy.

Powercor advised that its objective is always teehand maintain, a BFMI of zero at
the time of declaration and throughout the firesseaHowever, wet weather access
issues are currently delaying Powercor's bushfitgation activities for the 2010-11
fire season, particularly in Southern Victoria. Rogor is continuing to strive to
reduce the BFMI index to the greatest extent ptessiber the coming weeks.

3.8.1 CitiPower
CitiPower advised that:

=  Whenever possible, scheduling for maintenancereddithat avoid peak demands
in order to provide maximum network security arekibility. On days of extreme
heat, planned outages of sub-transmission, higlagel(HV) and low voltage
(LV) network elements will be cancelled to ensuiaimum risk to network
security.

® |t has also undertaken the following maintenanceksaio
o on-line oil dehydration on a total of five trangfaers at two zone substations
o oil regeneration on two power transformers at ameezsubstation

o testing and routine maintenance of 66 kV oil fillsable forming part of the
66 kV sub-transmission network of the CBD

o a thermo-vision audit of equipment within CitiPowedoor distribution
substations in the CBD area

o washing sub-transmission and selected HV line aiets—This work is
scheduled for summer each year on a priority letisrmined by the strategic
importance of the line, types of insulators andraileng weather conditions.
Line conditions and environmental factors are neei@ in November and
January each year to determine the optimum tine®toemence washing

o replacing eight temperature indicators on four zeugstation power
transformers to ensure correct operation of codlamg—This work is
programmed for completion by the end of Decembé&020

0 upgrading protection relays at South Melbourne (&) Dock Area (DA)
zone substations

o installation of surge diverters on feeders at k&ddf(FF) and Camberwell
(CL) zone substations to better protect plant fawer voltages.
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3.8.2 Jemena

Jemena advised that:

It uses the Reliability Centred Maintenance (RCMimodology to determine the
optimum asset maintenance policies. A range oft gssameters are used
including asset type, criticality, failure modes;ation and environment, asset
age, number of operations performed and generalittom. The use of RCM on a
recurring basis ensures the effectiveness of theank maintenance strategy.

Jemena’s Asset Inspection and Maintenance Progiaahsgding pole and line
inspection, thermo graphic surveys and vegetatianagement program are on
schedule in accordance with annual plans.

All lines, including steel conductors, that havem&entified as likely to be
operating at or near their ratings under peak tmadlitions are being subjected to
additional visual and thermo-graphic surveys. Wesakes and defects detected
during these surveys will be rectified to ensureimam availability during the
summer period. All works are planned for completigrmid December 2010.

Planned maintenance works on all major items oézubstation plant are
scheduled for completion in December 2010 to entheie availability for service
during the summer period.

Studies are continually undertaken to investigageperformance of different
aspects of the network and make recommendationsmfosovement. This
involves investigations into individual feeder fasuhnd performance monitoring
to identify and improve poorly performing feeders.

3.8.3 Powercor

Powercor advised that it has expanded its faulicgon strategies by:

whenever possible, scheduling maintenance at tihnggsavoid peak demands in
order to provide maximum network security and felkly—On days of extreme
heat, planned outages of sub-transmission, HV ahddtwork elements will be
cancelled to ensure minimum risk to network segurit

upgrading regulators [voltage regulating devicaghe Tarnagulla/Maryborough
and Rupanyup/Stawell areas to ensure continueabrkty—Works in the
Tarnagulla/Maryborough have been completed. Aleopthiorks are scheduled for
completion by the end of 2010.

accelerating its transformer bushing testing pnogra

implementing a program for the replacement of anadowinding temperature
indicators (WTIs) with digital relay types interitto the SCADA system to
enable network controllers to monitor transforneenperatures—WTIs on five
transformers at two zone substations (Geelongd&mkBacchus Marsh) are
scheduled for replacement by year end.
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upgrading protection relays at Werribee (WBE), Eagivk (EHK), Merbein
(MBN) and Woodend (WND) zone substations

upgrading automatic circuit re-closers in the Saaton North, Wycheproof,
Leitchville, Waaia, Litchfield, Cohuna, Geelong addwken areas to maintain
network reliability

extending the application of thermo-vision techmigjtio the LV network—This
technique identifies potential weak points on ty&tesm and allows rectification
works to be undertaken prior to a system failuréatt occurring.

on days of extreme heat and total fire ban, plarmugdges are risk assessed prior
to commencing to ensure minimum risk to networlusee

thermo-vision and corona camera audits of key laresequipment are carried
out to detect potential faults

as part of the current cyclic asset inspection gogPowercor uses the latest
diagnostic techniques of elevated video streammtpdnotographic analysis of
pole top assets to improve reliability.

3.8.4 SP AusNet

SP AusNet advised that, in addition to routine reiancea number of major
network maintenance and replacementatites have beemitiated to minimise the
likelihood of supplyinterruptions during the 20101 summer. The initiatives and
status are:

cyclic preventative matenance programs for the distribution networktarget
for completion by summer

priority corrective maintenance items ilgh bushfire isk areas, on target for
completion by summer

thermograph surveys of high load feeders and zobstations

inspections of all iderfied high load zone substations and resulting ctixe
maintenance, on target for completion by summer

enhanced aerial inspection program for poles, ywoogrammed and prioritised
for period October—January

pre-summer preparedness inspection of sub-tranemiaad distibution feeders,
on target for completion by summer

response to Energy Safe Victoria’'s requests farasisection of private overhead
electrical lines (POEI), complete to date

Bushfire recovery hazardous tree removal progranageS 1 and 2 were

completed in 2009 with 17,000 trees cut. A furth&?25 hazardous trees have
been identified and cut during 2010.
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3.8.5 United Energy
United Energy advised that:

Its Asset Inspection and Maintenance Programsydhet) pole and line
inspection, thermo-graphic surveys and vegetatianagement program are on
schedule in accordance with annual plans. It haslbestablished system of
inspection and maintenance programs that is e¥fggtmanaged via the Works
Management System contained within the SAP protesgmgement system.

Monitoring of assets in the hazardous bushfire an#aontinue during the
declared fire danger period.

An inspection program targeting all steel condwstor the United Energy’s
network has been completed during 2010 involvimgelvisual inspection using a
pole mounted camera. All defective conductor anthteaance items have been
prioritised for action prior to summer.

All lines that have been identified as likely todygerating at or near their ratings
under peak load conditions are being subjectedddianal visual, vegetation
clearance and thermo-graphic surveys. Weaknessdededects detected during
these surveys will be rectified to ensure maximwailability during the summer
period. All works are planned for completion by nilddcember 2010.

Planned maintenance works on all major items oézubstation plant are
scheduled for completion in December 2010, to enthwir availability for
service during the summer period.

Equipment stock and spares, such as distributaorstormers and circuit fuses,
have been kept at appropriate levels to ensurepgirsapply restoration to
customers in the event of unexpected plant failaresipply loss due to extreme
conditions.

Studies are continually undertaken to investigageperformance of different
aspects of the network and make recommendationsmfosovement. This
involves investigations into individual feeder fasuhnd performance monitoring
to identify and improve poorly performing feeders.
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