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BACKGROUND — 1

¢ Background

1.1 Greenfields Negotiated Electricity Connection Customer Service Standard

In March 2021, the Essential Services Commission (ESC) released its final decision on Timely Electricity
Connections’. Jemena Electricity Networks (Vic) Ltd (JEN), along with other Victorian distribution network service
providers (DNSPs) were directed to report on their performance against their "Greenfields Megotiated Electricity
Connection Customer Service Standard” to the ESC, under condition 23.2 of their licence. The customer service
standards will apply for two years, and reporting to the ESC will be required every six months. The ESC has
published the performance of DNSPs against their customer service standards via its Victorian Energy Market
Report and updates.

In addition to the six monthly reporting, by October 2022, the ESC requires each DNSP to provide
recommendations for its custormer service standard that will apply from March 2023. It is intended that the
customer service standard would apply for three years. The ESC requires that recommendations should relate to
all elements of the customer service standard, including performance measures and targets, and be based on
engagement with stakeholders, such as through its consultative committees.

JEN would like to thank the ESC for the opportunity to provide a submission on our current Greenfields Megotiated
Electricity Connection Customer Service Standard (GNECCSS) and any proposed changes that will apply for the
next three years from March 2023, This submission intends to provide the ESC with information on JEN's ongoing
approach to engaging with key stakeholders in developing and assessing areas for improvement in its GNECCSS,
as well as further details and updates on activities underway to deliver on its GNECCSS.

1.2 About Jemena Electricity Networks

JEN is the licensed DNSP for the northwest of Melboume's greater metropolitan area in Victoria. JEN's network
service area is shown below in Figure 1. It covers 950 square kilometres of northwest greater Melbourne and
includes Melbourne Airport at its approximate physical centre together with some major transport routes. The
network service area ranges from Couangalt, Clarkefield and Mickleham in the north to Williamstown and
Foolscray in the south and Hillside, Sydenham and Brooklyn in the west to Yallambie and Heidelberg in the east.

Figure 1 — JEN's network service area
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ONGOING CUSTOMER ENGAGEMENT & CONSULTATION — 2

2. Ongoing Customer Engagement & Consultation

JEN is committed to ongoing engagement with our key stakeholders as part of our approach to continuous
improvement. This provides us with an opportunity to gain direct feedback and work collaboratively to develop
solutions that meet the needs and expectations of our customers. As part of JEN's review of its GENCCSS, the
following approaches have been taken to actively engage with key stakeholders to inform JEN's position on its
GEMNCCSS.

2.1 Developer Consultation Forum

JEN hosted a session with our current Underground Residential Development (URD) partners on Wednesday, 28
September 2022, The session involved an interactive walk-through of JEN's current URD process. This provided
all participants with an opportunity to;

1. Identify any pain points at each stage of Jemena's current process.
2. Provide insight into what their individual customer service expectations were.

3. Advise JEN on what performance reporting metrics would assist them in meeting their project timeframes
and requirements.

4. Areas for improvement and focus.
The Minutes of Meeting (MoM) from the session are attached in the appendix for reference.
The key points from the session were:

¢ JEN's current GNECCSS is in line with the expectations of the developers, fit for purpose and focused
on the key areas of interest for the developers.

= While JEN's current GNECCSS remains relevant, the key focus needs to be on delivering on it,
particularly:

o Masterplan reviews
o Pre-commissioning audits timeframes

« The improvement in time to offer was called out as a positive.

* \While Design Review timeframes have been longer than targets, the engagement from the Project
Managers, including estimated timeframes and updates, has been beneficial in allowing developers to
plan and schedule.

= Pre-commissioning audit timeframes were a key callout with a desire to see this be more closely aligned
with the target timing of 5 days.

2.2 Ongoing Developer Engagement

As part of JEN's engagement approach, and in line with its commitments, JEN continues to maintain ongoing
one-to-one consultations with our key development partners. JEN adopted this approach due to the small number
of developers and developments in JEN's area. This allows JEN to better serve the developers with a more
targeted and personalised approach to engagement. This approach is made available to all development partners
within JEN's area.

The general feedback is that this is the preferred approach because:

» |t provides customers with a customised engagement to meet their individual customer needs and
aligned with their development plans;

s JEN dedicated project managers continue to work hand in hand with our customers to meet their needs,
including providing regular updates and clear escalation points; and
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ONGOING CUSTOMER ENGAGEMENT & CONSULTATION — 2

= |t allows customers to raise and collaboratively address issues and challenges directly with JEN without
having to wait for forum engagements to raise them, allowing for prompt responses.

While consultative committees are useful to efficiently engage large groups, the number of developers and
stakeholders in JEN remains small. The one-to-one consultations remain a more effective and customer-centred
approach that is preferred by developers operating in JEN's area,

2.3 Annual Reputation Survey

JEN undertakes an annual reputation survey that includes developers as part of the cohort list. The feedback
received from our stakeholders, including developers, helps highlight areas for continuous improvements and
provides invaluable feedback on the customer experience, The annual reputation survey was completed in
September 2022, with the results still being compiled and unavailable at the time of this submission. The results
of the annual reputation survey will be reviewed, and feedback will be taken into consideration for any continuous
improvement initiatives.
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OUR CUSTOMER OUTCOMES STATEMENT — 3

3. QOur Customer Qutcomes Statement

JEN is committed to ongoing improvements to meet the needs and expectations of its customers, including
delivering on its customer service standards. Below is an update on the work completed by JEN to date aimed at
improving our Customer Outcomes.

3.1 Customer Outcomes Statement & Improvement Initiatives

JEN remains committed to delivering on its Customer Outcomes Statement. JEN has reported on the progress
against these as part of its six monthly reports,

The customer outcomes that JEN are seeking to deliver are:

1. Ongoing Digital Customer Experience Improvements - Continuous improvement to Jemena's digital
platferms, including Jemena Portal

2. Design Review Process Improvements - Deliver improved tracking of the design review process,
including commencement date and accurate expected review dates, to assist in managing construction
planning

3. Project Manager Accessibility - Dedicated Project Manager to assist with end-to-end processes and
provide an escalation pathway within JEN should any further assistance be required

3.2 JEN Principles to Achieve Customer Qutcomes

JEN has continued to use the following principles, which guide JEN's interactions with our developer partners and
industry to drive the best possible customer outcomes. These principles remain relevant and continue to guide
JEN's approach:

+  Keeping safety in the front of mind as we work through operational efficiencies.

= Maintaining a high-quality collaborative approach with our development partners.

« Ensuring Jemena remains flexible in its ability to react to industry demands,

+  Ensure clear channels of communication are maintained with our developer partners and industry
representatives.

= Explore further opportunities to align Jemena processes with our accredited contractors, with a focus on
driving efficiencies.

= Create a feedback loop with key customers when developing improvement solutions.

« Establish clear accountabilities for both Jemena and its development partners.

JEN believes these guiding principles have and will continue to lead to improved customer outcomes. These

principles support JEN's approach to continuous improvement that meets the needs and expectations of our
customers.

3.3 Customer Outcomes Progress and Initiatives

In line with our ongoing commitment, JEN has made progress against our Customer Outcomes Statement. Below
are some of the key initiatives taken to deliver progress against the Customer Outcomes Statement.

» Jemena Customer Experience (CX) Uplift Project

= Jemena has instigated a large Digital project to develop and implement our new digital platforms,
which will improve our customer interactions. This change project extends beyond delivering
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OUR CUSTOMER OUTCOMES STATEMENT —3

outcomes in the Greenfield developments and is expected to benefit a large proportion of our
customers.

The whole CX Uplift project is expected to be a 24-to-36-month project, split into two phases,
The first phase has commenced and is now in development, which will deliver the foundational
system elements, including a single customer view, required to support broader system and
process changes. The first phase is expecled to be delivered in Q2 2023.

The scoping and design for the second phase have commenced in the background. It is
anticipated that this next phase will deliver the bulk of the expected improvemenis to customer
experience. This phase is expected to result in a modernised and more interactive customer portal,
along with various process improvements to support the Greenfield developments. Mate that this
phase is still in development and will be subject to business case approval. The expected timing
for commencement and delivery is still being determined.

+ ‘Digital Boards' Project

JEM is currently developing and is expected to shortly roll out our 'Digital Boards' project that will
deliver improved visibility of all projects within Jemena.,

This is an 18-month project and is expected to be rolled out by Q2 of 2023,

This project aims to provide new insights on rolling averages for design review times across the
board. This initiative will help highlight key areas in our review process that can be targeted for
continuous improvement.

The project aims to create a contestable works portal where our customers can directly submit
and track their overall reviews, design reviews and audit requests.

+ End-to-End Asset Management Project

This is a Jemena project aimed at improving how we service our customers by reviewing our end-
to-end processes, with a focus on our delivery processes.

This project is nearing its end and is due to finish by December 2022.

This project has sought to deliver several improvernent initiatives across the group that benefits
all of JEN's customers, along with the Greenfield developers.

Initiatives delivered by this project include updated Project Management Methodologies, improved
cost estimating methods (both delivering higher efficiencies) and improved accuracies in pricing
estimations for customers,

= Dedicated Project Manager Initiative

Over the past two years, JEN has dedicated significant time and energy to delivering this initiative
and has embedded it as part of its normal developer interactions and engagement approach.
Each project is appointed a dedicated Project Manager who acts as the key point of contact for
the project developers.

Resourcing has been increased, with Senior Project Managers put in place to support the Project
Managers.

Further detailed escalation processes have been established across the business to assist
customers in achieving their desired outcomes more efficiently.

This approach, in line with JEN's one-to-one consultative approach, has had positive feedback
from developers, which has been seen to improve how the engagements are managed.

= JEN Accredited Contractor Program

JEN continues its work developing and rolling out an accredited contractor program that will help
customers manage any contestable works.

This program aims to provide customers with a list of JEN-accredited contractors for various
activities to draw from.

Work is progressing on this program, and we aim to roll out the program by 2023.




PERFORMANCE MEASURES & TARGETS — 4

4.1

Performance Measures & Targets

Performance Outcomes

Maximu
Targel m

Performance Measure Target

Offer issued
i : 40 days 65 da

(average business days to issue offer) ¥ T.days
Masterplan review
{average business days taken to review) 13 daye el
Design review
{average business days laken to review) Lt 20 day
Pre-commissioning audit
(average business days to complete audit) 5 days 10 days
WCOM
Consent to a statement of compliance
{average business days to release 5 days 10 days

statement)

Commentary from Our Customers

Our customers have advised they support the proposed timeframes
from JEN.

JEN is currently exceeding this target of which our customers have
advised they are pleased and propose no changes in this space.

Over the past two repaorting periods, Jemena has not yet met this
maximum target.

The feedback received from our customers advises that JEN reaching
this target will align with their development timeframes.

Similarly to the Masterplan review timeframes, developers have
expressed that JEN achieving the proposed targets will align with
their requirements.

JENM acknowledges it is not achieving this maximum target to date
however is implementing core process changes to ensure it can
achieve this result in fulure.

The developers highlighted this is the area they wish to see the most
improvement from JEN moving forward.

Achieving their pre-commissioning audit within the targeted timeframes
will satisfy their requirements.

JENM has committed to further process improvements and digital
implernentations to assist us in achieving this result,

Our developer partners highlighted they have no concerns in this
space with JEMN and propose no change to this performance metric.

Final
Proposal

Mo Change

Mo Change

Mo Change

Mo Change

Mo Change

L JJameana Eleciricily Nalworks



PERFORMANCE MEASURES & TARGETS — 4

= Our developer partners have highlighted concers arcund recent

Time taken to tie-in experiences in this space with JEN which has made it difficult to secure

{average business days taken between a firm date in advance of the shutdown. JEN hase identified the route —
passed audit and tie-in date) SOM 30days 40 days cause in this space and has implemented changes to mitigate this ol 5 - S o4
PLANNER concemn. Despite this it is achieving the required timeframes hence no

change is suggested for this metric.
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PERFORMAMNCE MEASURES & TARGETS — 4

4.2 Key Considerations

JEMN has assessed the feedback from our developer customers in line with the key initiatives we are in the process
of rolling out. This activity confirms that both are aligned in supporting our steps forward to achieving the customer
service oulcomes sought by our customers.

Reflecting on our past performance, we acknowledge, in line with the feedback received, that JEN has not yet
achieved three of the six proposed customer services standard metrics.

1. Masterplan review (average business days taken to review).
2. Design review (average business days taken to review).
3. Pre-commissioning audit (average business days to complete audit) WCOM,

JEN, along with the construction industry in general, have experienced key challenges over the past reporting
periods which has played a major role in the areas we still have not achieved to date. These challenges include
but are not limited to the following:

Fandemic impacts to resourcing.

Sudden spikes in connection activity.

Delays in being able to resource up to meet the demands.
Material shortage and cost challenges.

A lot of work has gone into addressing these challenges, which has seen vast improvements from the July-
December 2021 to January-June 2022 reporting periods, and we are confident with both the implemented
changes and changes to be implemented in the near future, we are committed to achieving our targets in future
reporting periods.

4.3 Reporting Frequency

JEN acknowledges the ESC's proposal to maintain the existing reporting frequency.
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CLOSING STATEMENT — 5

5. Closing Statement

While the past few years have had their challenges, which we acknowledge have had significant impacts on our
customers, we have nonetheless continued to prioritise the delivery of quality service to all our customers and
developer partners. We are committed to delivering initiatives that support a better overall experience for our
customers when they engage with Jemena.

Furthermore, Jemena looks forward o working with the ESC and DELWP to drive improved outcomes for our
developer partners,
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APPENDIX — 6

6. Appendix

1 Whiteboard Discussion Snapshaot

2 Jemena Community Consultation Forum - Memorandum of Mintues

1. Whiteboard Discussion Snapshot.

Jemena's Current Process

CONTESTIBLE
URD PROCESS

Froposed Reporting Maxirnum Target

Masterplan Review
Timeframe

Pra-commissioning Audit

Time frame

Tie-in Time frame

tssuing of $0OC
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APPENDIX — &

Jemena's Currevt Performance

Matric

Offer issued 40 - 65 days
Master Plan

" A 15 = 20 days
Design
Reviewied 15 - 20 days
Pre-
commission 5 =10 days
audit
Consent to
statement of 5-10 days
compliance
Time take to
tiedn 30 - 40 days

Pevelopers Comments?

Pre-comm audits
seem to be taking
longer to obtain
Purchase Orders
for Audit activity.

Precomm audit
timefram of 5-10
days is a bit
difficult to manage.

Recommendation:
stick toa firm 5
day commitment.

July to
December 2021

50 days

84 days

34 days

16 days

3 days

36 days

January to June
2022

34 days

44 days

45 days

15 days

3 days

35 days

Approved tie-in
dates for SOC is

making it more

dificult to obtain
SOC. Getting an
approved tie-in date
dificult to obtain.

022 B Jemenm Electricity Netwarks (\Vic 10



APPENDIX — &

2. Jemena Community Consultation Forum - Memorandum of Minutes.

Minutes .
Jemena's ESC Greenfields Customer Service Standards Forum
Wednesday, 28 September 2022, 14:00 Jemena
Megting Tel: Jemens's ESC Greenfeids Customaer Sarvwce Standards Forum

Dista: Wodresday, 28 Septomber 2002 Tima: 1400

Location: Tearns Mestng Becurity: Intlenal

Chairparson: Chres Masson Secratary: Shaun Fodngues
Astondens: Chris Masscn, Johan Hg, B Mehon Madhawa Femands, Dylan Woodtury, S5 Radriguos.

Ouesta: ﬁﬁ:mﬂmthuhgﬁm HiA) Piok Rubhowaki {Seror Developmn Adviso Dahus|, Tory Fargeita {Chd Projsct
Apclogion: Rarmsay Azzi, James Mouaa, Cheis Engart, Jamen Wosth, Zeb Roberts, Lisa Cusl

Mext Meeting. i

Mesting Purpose: m:’mmh &R prawide an overvew of cuwent proposed cusiomer servos sandards for greenfield elecTiy conneciion
ftem Outcomes/Decisions Action/Notes

1 Walome'epologesimliss momend nim

Intodactions with atendess Pictr, Roger and fo wider Zinfra! Jemans Toam

) Discussed Feadback:

*  Jomona's Man-Ceoriesmble URD Proooss *  Timeframe for Ofiers have mdomed which hax
been postive — Tony - MAB.

*  Jamoma's Conlsatable URD Procesa
*  Masieiphan Reviews have mpioved sigrelicantly.

* Jemerna's Commimenty and s curent parfommancs mefrics provided to the Communication from Phls heve boen good and
ESC Ihey ans providing agread dabes which mekes i
sazor o plan = Tomy - AR
* [soussed Jamana s resourcing seues’ mpacs that @ne causng delays and
mpadded the perfoamance melncs #* Purchase Orders lor Pre-oemmasionng sudii
TRUSESS SDpRaT 1D be 1aking longer 38 presert,
*  emena’s peojects backlg — AR up b dais, epar bom e Maztar Plan revlews which & reflective in Jemena's pedfamance
Jormana has hied 3 new plannem o addiess: the rescurcing shoetfall meincs o their ESC rapon — Tory - MAB
*  fppmwed Tie-in daies seem o be becomng
mone dificull lo onganse & Te in datal af
egipraved data — Tony - MAE. Ban e

codiicl roeom = have significant delays dus 1o
ghit staf! changes in i team. Advsed fis is
somathing Jermana sed Tinfm ape actively
maoniionng and working o mpoee an

Alignments:

*  Owerall il was noted hat Jemena's ounment
Customss Siandand Commitmants ame in ino with

Expeciations, ihey key locus is on mesling fose
comenaments

*  Tony would line D ses an mprovement in Maste:
Plan Reviews and Pre-Comm autits requests i
maidits comploted. Tomy suggesind s bo st at
5 days. in bne with 1he commitmanits mades by
demena

*  Piolr would aisa ke Lo ses on improvamend in
Masiar Fisn Reviews w0 hat Jamens i abls 1o
acherve ils oo commirnents made of an
aveage of 15-20 dayve

Mext Sinps:

& Jemena ko wits up mnutes from s meeting
antl ciulates o e group

Jemena Values, Health & Salety, Teamwork, Customes Focus. Excellence and Accouniabiiity. 1of2
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hinutes

Jemena's ESC Greanfalds Customer Service Stendards Forum

Wedneaday, 28 Saptember 2022, 14:00
infermal

Item Outcomes/Decisions

Action/Noles

*  Jamena wil alsa wrile wp an updated proposal o
e ESC and wil circulabs o s _|}1I:|1' TEies

and commans. poor 1o/its Bnal = jgn on 31
Ociobar 2022
2of2
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