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Introduction 
The responses provided in this paper reflect the views of ACTCOSS, developed 
with reference to the work undertaken in February 2017 to understand the 
perspectives of representatives of residential and small business customers in 
the ACT1.  

We support the proposal by ActewAGL to engage more deeply with diverse 
customers (vulnerable and small business) to gain detailed responses to the 
questions raised in the Discussion Paper.  

General comments 
Affordability is rated as a higher priority than reliability in initial customer 
engagements (Figure 4, p.6). The customer research by ORIMA (2015) and in 
relation to the Tarriff Structure Statement (2015) demonstrate cost increases, 
especially to low income and other vulnerable customer groups, are a universal 
concern. 

However, the ActewAGL Distribution business mission statement (p.4) does not 
mention affordability as an objective. 

The shift in customer willingness to pay for reliability since 2003 seems to be 
around the emerging visibility of and expressed concern about vulnerable 
customers. Consumer advocates believe ActewAGL Distribution need more up 
to date, disaggregated data on the basis of income to find out if low income 
customers have a higher tolerance for reduced reliability and if higher income 
customers are willing to continue to pay more for improved reliability.  

This information should assist advocates and business decision-makers to 
understand whether customers are comfortable with planned outages versus 
unplanned outages. As noted in our feedback on the Issues Paper, questions 
need to be nuanced and provide a range of choices, for example, not asking 
“What are your views on the trade-offs between reliability, customer services 
and cost of electricity distribution?”, but providing a range of possible and 
realistic scenarios to choose from for example “would you prefer a half hour 
outage once a month and save $10 on your bill?”. We also need to understand 
how long term (e.g. half hour) or micro outages (e.g. a few seconds each hour) 
are experienced by different customers and what are customers key 
considerations in terms of impact and inconvenience. 

The willingness to pay survey referenced in the Discussion Paper is five years 
old. A new willingness to pay survey is needed. This should be conducted prior 
to the completion of the regulatory proposal for 2019-2024 and should include a 
large enough sample size to disaggregate customer responses according to 
household income, age, and chronic illness/disability status. This could be 
                                            
1  ACTCOSS, ActewAGL Distribution engagement with consumers regarding the ACT 2019-24 electricity 

distribution determination: Phase 1 Report, ACTCOSS, March 2017, 
<https://www.actcoss.org.au/sites/default/files/public/publications/2017-submission-actewagl-electricity-
distribution-determination-phase-1-report.pdf>.  

https://www.actcoss.org.au/sites/default/files/public/publications/2017-submission-actewagl-electricity-distribution-determination-phase-1-report.pdf
https://www.actcoss.org.au/sites/default/files/public/publications/2017-submission-actewagl-electricity-distribution-determination-phase-1-report.pdf
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undertaken through confidential questionnaires administered by an outside 
agency specifically targeting a range of residential and business consumers, or 
through meaningful facilitated discussions with participants at consumer 
workshops. 

Responses to specific issues raised in the 
Discussion Paper 

Sharing costs across customer groups 
Figure 9 (p.11) shows high voltage customers are responsible for 13% of 
consumption but only deliver 7% of revenue. This indicates high voltage 
commercial users should carry more of the costs of supply to the distribution 
network than they do. A rebalancing of this sharing of costs should reduce costs 
for low voltage commercial users. 

Opex 
In Figure 13 (p.19) the predicted costs of and different options for managing 
network maintenance and renewal over time are outlined. On balance, the 
current regime provides the preferred approach. 

Capex 
The age of assets is noted, however, there is not a significant risk in the next 
regulatory period, given the life expectancy of the oldest cables is 20 years into 
the future. 

It would be useful to understand what scope there is to reduce spending on 
non-network services (currently 23% of costs)? What would be the impact of 
this on reliability and price? 

There is significant expenditure in 2019-2024 associated with meeting specific 
high voltage customer needs. How will the costs associated with major projects 
relevant to specific customers (light rail, data centres) be attributed to those 
customers instead of across the whole customer base? 

Cross subsidies 
The 20:20:60 tariff described on p.24 is a preferred option on the grounds of fair 
distribution of costs. 
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Information previously sought by customers 
not covered in the Discussion Paper 
What is the evidence that ActewAGL Distribution has improved its efficiency 
during the 2014-2019 regulatory period, and how have those efficiencies 
benefited customers? 

What are the deviations (95% group) around the average for both Unplanned 
System Interruption Duration and Unplanned System Interruption Frequency? 

How will ActewAGL Distribution support consumers to respond to price signals 
from demand/Time of Use tariffs?  

What options exist to protect customers unable to change use patterns under 
demand/Time of Use based tariffs? 

What non-price demand management options are being offered (e.g. 
connection costs for business, auto shut-offs of hot water = rebate paid)? 

Have you considered guaranteed service level specifications, and payments 
where these are not met (e.g. WA, SA, QLD)? 

Issues of interest to customers in further 
development of the 2019-2024 regulatory 
proposal 

Classification of distribution services 
What is the estimated percentage of the costs of distribution network 
infrastructure repair that can be recouped from third parties when the repair is 
required because of third party damage? 

What costs are incorporated into the regulatory proposal by ActewAGL 
Distribution related to recouping the capital cost of type 5 and 6 metering 
equipment installed prior to 1 December 2017? 

Will ActewAGL Distribution include any costs related to type 7 metering 
equipment in its regulatory proposal? 

Are there any unique circumstances in the ActewAGL Distribution Connection 
Policy that will form part of its regulatory proposal? 

If the customer's connection cost exceeds the revenues that will be paid by that 
customer over time, then the customer will be asked to make a contribution to 
the connection costs – how many customers is this expected to affect in the 
coming regulatory period? 



 7 

What are the current timeframes (longest, shortest and average) for supply of 
connection services? How will ActewAGL ensure the timely supply of 
connection services, particularly augmentation services, in the coming 
regulatory period? 

Control mechanisms 
Are there any services for which AactewAGL will seek an increase in the price 
cap? 

In 2014-2019 have any of the prices offered to customers been provided at a 
price below the cap? Please list the services and the size of the gap (in 
percentages) below the cap. 

What are the costs of the new demand side management measures that will be 
offered in 2019-2024?  

What impact are these measures expected to have on capital costs? What 
customers (residential, small commercial, large commercial) are most likely to 
benefit from these measures and how will the costs of these measures be 
shared across customer types? 

What is the current trajectory of electricity demand in the ACT – is it growing per 
connection or reducing? Does the growth in connections outweigh reduction in 
demand per connection?  

What measures are planned for reducing peak demand in 2019-2014? What 
impact will these measures have on reducing capital costs during the regulatory 
period? 

What is the expected distribution of price reductions (across residential, small 
commercial and large commercial customers) as a result of demand 
management measures? 

Incentive schemes 
Does ActewAGL agree with the AER proposed approach? 

• set revenue at risk at ± 5 per cent 

• segment the network according to the urban and short rural feeder 
categories  

• apply the system average interruption duration index or SAIDI, system 
average interruption frequency index or SAIFI and customer service 
(telephone answering) parameters 

• set performance targets based on ActewAGL's average performance over 
the past five regulatory years  
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• apply the method in the STPIS for excluding specific events from the 
calculation of annual performance and performance targets 

• apply the method and value of customer reliability (VCR) values as 
indicated in AEMO's 2014 Value of Customer Reliability Review final 
report. 

Does ActewAGL intend to apply for funding in its regulatory proposal for 
research and development in demand management projects that have the 
potential to reduce long term network costs? Will there be customer 
involvement in the development and oversight of these projects? 
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