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Executive summary

This Options Evaluation Report (OER) assesses the options for replacing our current customer relationship
management (CRM) system, which is no longer fit for purpose. TransGrid's Community Engagement team uses a
CRM to record TransGrid's engagements with the thousands of community members, including landowners and
other stakeholders, affected by our expanding pipeline of major projects and the extensive and ongoing work
required to maintain 13,000km of transmission lines.

Much of the information stored in our CRM, including access permissions and conditions, is required by our field
staff to ensure work is conducted safely and legally. However, field staff do not access the CRM and instead rely
on information from another system, | GG < Bl is not integrated with

I - cannot be updated by field staff.

This OER considers three options to resolve this situation:

1. A Base Case (Maintain current CRM) to maintain our existing CRM toolset and increase field workforce
access. We will continue to maintain complex, manual transfers of data between || GczczNEzNEG
systems, and extend this practice to those in the field conducting interpersonal engagement work. Under
this option, |
.|

2. Option 1 (Consolidate and integrate, optimise processes) to consolidate our current CRM systems into the
I o\ution, and integrate its information with i} to optimise processes and
support information visibility. Option 1 would give us a cohesive and integrated CRM, allowing all staff who
engage with our customers to access, record and view data to support their work. This option would
significantly minimise key risks around Worker Health & Safety, Compliance and Reputation, and achieve
the significant benefit of avoiding project and maintenance work delays due to access disputes.

3. Option 2 (Enhance customer interactions) would see TransGrid undertake all activities of Option 1 with the
addition of extending the functionality of our current website, supporting multi-channel engagement that will
give our energy customers and stakeholders self-service access to real-time, tailored information and offer
new communication pathways to our fellow essential service providers while protecting confidential data.

Our preferred option for this OER is Option 2, which offers the best risk profile and benefits.

Table 1: Evaluated options

Option Description Direct Capital Network & Total Capital Net Present
Cost ($m) Corporate Cost ($m) Value (NPV)

Overheads ($m)
Cost ($m)

Base Maintain current landowner 0.4 (%0.86) 3
Case CRM systems

Option 1 Consolidate and integrate, [ ] [ ] 25 2.57 2
optimise processes

Option 2 Enhance customer B B 3.7 1.27 1
interactions

"
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The proposed capital expenditure for the preferred option, Option 2, is summarised below:

Table 2: Financial summary — Option 2

IT Capex $M FY24 FY25 FY26 FY27 FY28 TOTAL
Recurrent costs 0.0 0.0 .00 0.0 0.0 0.0
T 2.939 0.770 0.0 0.0 0.0 3,709
costs

TOTAL 2.939 0.770 0.0 0.0 0.0 3,709

The numbers in this OER represent the total cost of ownership for an asset consistent with past submissions.
There has been a change in accounting practices associated with IFRS' that has come in place.
The proposed capital expenditure for preferred option in this OER shown with IFRS impact is below

IT Capex $M FY24 FY25 FY26 FY27 FY28 TOTAL
Recurrent costs 0.0 0.0 0.0 0.0 0.0 0.0
BRI 0.733 0.299 0.0 0.0 0.0 1.033
costs

TOTAL 0.733 0.770 0.0 0.0 0.0 1.033

The IFRS impact to this OER is due to the Software as a Service (SaaS) subscription solutions proposed which no
longer can be capitalised.

" International Financial Reporting Standards Foundation (IFRS Foundation) ruling means that in the 2023-28 period we will expense costs for
configuration or customisation in cloud computing arrangements, whereas in the 2018-23 regulatory period these costs were treated as capex.

"
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1. Need/Opportunity

1.1 Background — why is it important?

Our network is the backbone of the National Electricity Market (NEM), which enables energy to be traded between
the states. As Australia transitions to a clean energy future, the transmission network must expand to deal with
three times the previous generation capacity. Over the next five years, we will be involved in several large, complex
projects and joint ventures with interstate partners, such as ElectraNet, to support the future grid by building vital
infrastructure that will connect new renewable generation and improve services to customers.

The total value of the portfolio of projects to be delivered in next regulatory period 2023-28 is currently forecast at
$4.95B, including several complex megaprojects (>$1 billion). This represents a substantial shift in our business-
as-usual work program, which has historically comprised of smaller scale projects. Having a fit for purpose, CRM is
crucial to facilitate quality interaction, consultation and engagement with our customers, community, industry and
staff — and support the safety of all parties — as we plan and deliver this program of work.

Our current CRM system is not it for purpose. | I

TransGrid needs a modern CRM, accessible to all staff interacting with community stakeholders, which can be
integrated with other related systems, such as [JJli]. This will improve:

\%

Delivery of our forward work program: The current lack of access to current customer and property
information can result in project delays and create ongoing work, health, safety and environmental impacts to
project teams on the construction sites.

\%

Compliance: The major projects in our pipeline will require TransGrid to collect and manage significant
amount of data sensitive data, such as Personal Identifiable Information (PII) relating to our customers and

impacted landowners. |

Data quality: Our interactions with our customers and impacted landowners relies on the data captured and
made available to our staff. The superior CRM proposed will improve the quality, accessibility and availability
of data available to staff, helping them to engage and work with our customers in a meaningful and safe way.

A\

\%

Information availability and access: The proposed web enhancements will make our customer
communication more effective and transparent, using accessible and engaging channels. The superior CRM
will support us in providing timely, accurate safety-related information to staff, community and customers. This
is essential at all times but particularly important during emergencies, such as bushfires or critical service
outages.

\%

Community stakeholder engagement: TransGrid has an obligation to coordinate with landowners around
access, observe and respect traditional Aboriginal land rights and adhere to bio-security measures, including
impact to farming and welfare of livestock. Having quality, up-to-date data is critical to communicating
respectfully and effectively about these topics with impacted communities.

A\

Customer satisfaction: Customer feedback indicates our current CRM has not kept pace with stakeholder
expectations, creating many areas for improvement. This is a consistent message received through our:
complaints and enquiries handling process; annual customer and stakeholder sentiment surveys | NN
and review of our engagement processes on major capital projects | GczEN

) :
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1.2 Limitation of our current system

1.21  Overview of our current CRM system

TransGrid’s current CRM tool, | N I, /25 implemented in 2014 with the intention of being a single
repository to: record and manage all complaints and enquiries received across the organisation; and record

interactions and agreements with landowners. Since its implementation, | | Sl =5 only been used
by the Community Engagement Team. Whereas our field staff use information from the [JJli}, which does not allow

on-field staff update information and is not integrated with | GcTcTcTG

1.2.2 Limitations in how [ GGG is uscd

1.2.2.1 Current situation

maintains information on customer and impacted landowners, such as their || EGczczNzNzzN

I The Community Engagement Team also uses the system to record complaints and enquiries received via
the community email or 1800 number. || I is a/so used in conjunction with other systems and
documents to prepare:

\%

Project Community Action Plans for capital projects, which summarise the communication activities required to
notify relevant landowners of TransGrid’s work near or on their property. These Plans list impacted landowners
and any known access requirements or requests TransGrid staff should be aware of ||  lGzGzGzGzGLG.

\%

Lists of landowners who need to be notified about upcoming maintenance or construction activities that require
TransGrid to enter their property or easement on their property. The landowners in these lists are notified by

letter that access to their property is required || EGczNE

1.2.2.2 System deficiencies

Records in | N -\ < to be complied and cross-referenced with data from other systems, such as
the NG . Currently, integrating information across
these three systems is a manual process. It involves not only the Community Engagement team, but also the
Spatial and Easements teams, to verify information to ensure the most up-to-date information is being referenced.

1.2.2.3 Increased complaints and enquiries

Data errors like this have led to increased complaints and enquiries. || EGcNGNGNGNGNGNGNGEGEGEGEGEGEEEEEE

The enquiries centred around three

common themes:

TransGrid had their incorrect contact details

\"

A\

The landowner requested additional notification prior to access to property by TransGrid staff

A\

The landowner expressed concern around access to their property based on a previous poor experience with

TransGrid, where staff allegedly failed to follow the landowner’s instructions || EGcNGNGNGNGEGEGEGEEEG

) :
5 | Options Evaluation Report (OER) Customer Safety and Support 4? TransGrid



1.2.3 Limitations of access by Field Staff

1.2.3.1 Current situation

Field staff frequently refer to the [JJll, which contains the most complete record of landowner contact data, land
and asset information. When field staff are preparing to undertake maintenance or project related fieldwork, they

request relevant landowner data from the Spatial Team. || EGcNGNGEGEGEGEGEGEEEEEEEEEE

. However, this often occurs six months to one year after
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With no consistent approach to recording or updating landowner information, issues around lack of communication
and notification regarding property access [
.
.
..
..
|

1.2.4 Need for a scalable CRM

In addition to lacking key functionality and accessibility to key end users, the | | NI 2'so has a cost
prohibitive annual licence model based on data volumes, not user licences. The current use of || Gz

, including by a dedicated Community Team working on the Powering Sydney’s Future project, has
pushed [ NG (o the limit of its current licence tier. With ongoing projects expected to increase,
resulting in larger volumes of data being collected, future licence costs will increase significantly.

1.2.5 Better access to information for our customers

1.2.5.1 Current situation

serves as a resource for community and landowners to obtain factsheets and other documentation related to
current and planned major capital projects.

1.2.5.2 Opportunities for online engagement channels

Our new website, which is scheduled to come online in September 2021, will have the functionality to create new
opportunities to improve customer engagement, with self-service and a tailored user experience. Currently, our
website does not offer visibility of all our planned and current work, with only five major projects available as
interactive project maps to support community information and consultation.

) :
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In future, interactive maps and engagement features can be created for smaller capital projects and routine
maintenance programs by pulling information from internal systems, so stakeholders can view real-time
information. Creating public accessibility to work schedule information will help to minimise potential disruptions
and support positive interactions with our customers, landowners and communities. Other essential service
providers will also be able to access this information, helping to further improve safety and potentially increase
sector productivity.

In addition, we can implement chat-bots and other engaging digital features that tailor a customer’s experience by
showing information relevant to them and their location. These changes would reduce the need for customers to

contact TransGrid for information and provide the type of modern customer engagement channels offered by other
industry participants, such as Ausgrid, aligning with TransGrid’s commitment to move to a customer-centric model.

1.3 Business Drivers

The main business drivers for updating our CRM and web functionality are to:

> Gain access to timely, accurate information about our properties, assets and customers to improve community
engagement and safety

> Minimise disruptions to planned work due to poor information availability

> Establish appropriate controls to protect, manage and maintain customer data, including tools to facilitate field
staff adherence to complaints and enquiries processes

> Remove cumbersome processes enabling us to unilaterally resolve TransGrid’s complaint handling procedures
> Overcome commercially prohibitive licencing, which prohibits usage expansion to support business growth
>  Allow customers to engage with us through the channels of their choice

> Honour our Energy Charter commitment to build trust and transparency with customers, communities and key
stakeholders

14 Risk Drivers

This program aims to address the following risks:

> Worker Health & Safety: Inadequate information and inconsistent communication around land access poses
safety risks for both customers and staff.

> Reputation: Engagement and safety failures are causing moderate community dissatisfaction, with the
potential for adverse media coverage for both TransGrid and the broader energy sector.

> Compliance: Personally Identifiable Information (PIl) pertinent to landowners and their premises is subject to
Privacy Act legislation requiring mature systems and processes capable of handling Pll data in a compliant
manner.

> Reliability: A lack of appropriate visibility can result in landowners preventing access to their properties,

affecting our maintenance and operational work I

> Finance: Scheduled work delays, lengthy disruptions and the management time required to remediate these
situations all come at a cost. TransGrid may also be subject to legal or regulatory fines if disruption results in
breach of obligations.

> Peoplel/lR: Instances where complaints, requests, instructions and engagements are not suitably captured,
logged or resolved, pose increased risks to our employees.

> Environment: If field staff lack adequate information about site-specific matters and content, this may lead to
inappropriate environmental and safety decisions. Unknown site risks, such as biohazards or landowner
property changes, can lead to short-term environmental damage or safety incidents.

"
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2. Related Needs/Opportunities

Related ICT Programs/OERs. This table describes why this Customer Safety and Support OER is important

to the other OERs.
ICT Importance to Relationship commentary
Programs/OERs other OERs*
Cyber Security | Low Customer Safety will follow the security guidelines and
requirements in the Cyber OER
Data and | Low Customer Safety will follow the data framework and guidelines in
Decisioning the Data OER
Employee | Low Customer Safety will use the devices and tools provided by the
Enablement Employee Enablement OER
Infra. & Network | Low The customer safety solution will impact the infrastructure footprint
Operational | Low N/A
Evolution
Application | Low The customer safety solution will be transitioned under application
Maintenance / maintenance after it has been implemented
Bespoke

*KEY

High — the OER is essential from a functional or compliance perspective to another OER
Medium —the OER is required to fully realise the benefits of another OER or would result in a change in scope
Low — the OER is has a low level of dependency to another OER
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3. Options

3.1 Base Case — Maintain Current CRM

The Base Case will maintain our existing CRM toolset but increase access for the field force. The lack of integration
between our CRM and spatial system will remain, along with labour intensive manual paper-based processes to
address the capability gaps and provide workarounds.

Under the base case, TransGrid will:

> Maintain manual processes: We will continue to maintain complex manual transfers of data between
systems and extracting information from disparate sources, and extend this practice to more roles in
interpersonal engagement work (field based staff), which is neither effective nor feasible in the field.

> Accept increase in risk profile (Health Safety Environment, Reputation and Compliance): Risks to these
key areas will continue to multiply as more of our staff will be undertaking manual workarounds to access the

information they need to do their job. |
. O O O 0|

> Accept detrimental impact to customer experience: || IEGTGTNEGEGEGEGEGEEEEEEE
e
I /<SS to incorrect, outdated or limited data will continue to impact customer

and stakeholder experiences, resulting in increased complaints and enquiries.

>  Accept the risk to project timing and costs: Using a siloed solution with limited usage to manage customer
and landowner engagements, can impact the delivery of network capital projects and cause project delays.

>  Accept a significant increase in licence costs: At the increased volumes of data expected, sustaining

I ic-ncing model will require significant additional investment.

In summary, this option accepts the limitations of and maintains the risks associated with the current manual
workarounds for our customer engagement function. The continued limited availability and currency of information
will do little to address the safety and protection of our workers or the communities, nor does it address concerns to
protect PII. This option precludes customer visibility, is not fit for purpose and does not offer the capability to
address future needs and obligations.

This is not the preferred option.
3.1.1  Financial summary
The total IT capital expenditure for the Base Case option is estimated to be $0.337m to commence in FY24:

IT Capex $m FY24 FY25 FY26 FY27 FY28 TOTAL

Recurrent costs 0.337 0.0 0.0 0.0 0.0 0.337

Non-recurrent costs

TOTAL 0.337 0.0 0.0 0.0 0.0 0.337

The costs above have not factored in the labour costs required for the ongoing manual work arounds associated
with maintaining the current CRM when its use is extended to the more than 100 members of our field based
workforce who engage directly with customers.

3.1.1.1 Net Present Value (NPV)
The overall 5-year NPV of this option is $-0.863 m.

3.1.2 Risk Assessment

The specific risks and mitigations associated with the Base Case option are:

"
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Category

Worker
Health and

Inherent Mitigation Residual
Risk 9 Risk

Limited access to accurate
and timely information,

This option adds overhead in the form of manual
intervention to improve operations and reduce

Safety resulting in unnecessary site unnecessary site accesses
accesges/work, Increases - The underlying information for addressing this will not be
potential instances of injury remediated
Reputation Community dissatisfaction
resulting in potential adverse
media coverage or Additional
involvement from local overheads will be required to disseminate information
government, requiring appropriately.
management intervention - Implementing manual stakeholder checks prior to each
site activity will increase stakeholder frustration in having
to repeat information multiple times and impact efficacy
of work.
Compliance Improper handling of personal
information resulting in non-
compliance with the Privacy
Act
Finance Fines from improper handling - Manual checks with stakeholders will still be required,
of personal information which can delay project commencement
rgtsrt]JIttrl]nng. non-i(‘)r?pllance - Provide additional manual support to ensure fieldwork
wi € Frivacy AC MEDIUM can be rescheduled before incurring any delay costs. MEDIUM
Financial losses resulting
from impact to scheduled
work.
People/IR Confrontation with site staff - Additional training in conflict management for site staff.
resulting from continued MEDIUM | -  Added pre-work checks seeking stakeholder MEDIUM

instances of stakeholder endorsement for scheduling.

frustration.
Environment | Insufficient information - Engagement with Property, Environmental and

relating to the environment Indigenous Engagement teams during project planning

(including Aboriginal land activities, including visits to project sites to ensure correct

rights) can lead to issues information is obtained and incorporated in project

relating to the scheduled field activities. This would involve additional cost and time to

work. travel to sites, which are often remote, to complete
assessments, with the potential to delay project
commencement.

Under the Base Case option, the residual risk associated with this approach is illustrated in the table below:

Likelihood

| WHS ’ Reputation Compliance Reliability ’ Finance ’ People/IR |Environment

Likely Likely Likely Likely

Unlikely Possibly | Possibly

Consequence

Risk Level

Moderate | Moderate Moderate Minimal Minor Minor Moderate

MEDIUM MEDIUM

The extension of the existing toolsets with limited adaptability and information, coupled with complex manual
processes has been assessed as inconsequential to altering existing risk profiles. Only marginal differences to the
underlying likelihoods and consequences differ from the current state assessment.

The overall risk rating remains at HIGH with minimal change in the category risk ratings.

3.2 Option 1 — Consolidate and integrate, optimise processes

This option will consolidate our current CRM systems into | N so.tion and integrate
its information with [Jlj to optimise processes and support information visibility. This will see an improvement to
information accessibility related to property access, customer engagement and communication.

Adopting this option will:

"
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>  Help us deliver our forward work program on time and on budget: Having a fit-for-purpose CRM system
will give on-field staff access to up-to-date information, including recent agreements with landowners. This will

reduce the likelihood of access disputes and project delays.

> Reduce costs and leverage existing investments: Because this option extends our existing | GczNzN
platform, we can capitalise on this past investment and significantly reduce the cost of implementation. It also
overcomes the prohibitive cost of the legacy CRM licence with a scalable, Software-as-a-Service model.

>  Integrate with the JJl: This option will give staff access to property, asset and customer information in one
comprehensive toolset allowing them to be better prepared prior to accessing property, working with impacted
landowners and preparing Project Community Action Plans and project schedules. Access to this toolset will
be available to all staff who engage and work with landowners and customers.

> Improve customer engagement: By improving visibility of landholder and environment information, the option
will improve customer engagement and support better safety and environmental decisions as staff are suitably
informed of prior risks, interactions and agreements. It would enable TransGrid to uphold and deliver its
commitments as a signatory of The Energy Charter.

In summary, this option provides a cohesive integrated toolset and an acceptable level of usability to all relevant
staff in the TransGrid workforce. It addresses current issues linked to quality of information on stakeholders and
property. The improved flow of information adequately address the safety and protection of both workers and

people in the community while addressing risks associated with handling of PII.

However, this option will not modernise our customer engagement channels. We will still be reliant on TransGrid
personnel to individually inform all stakeholders of our work activities.

3.21 Financial summary

The total IT capital expenditure for the Option 1 is estimated to be $2.437m to commence in FY24 shown below:

IT Capex $m FY24 FY25 FY26 FY27 FY28 TOTAL
Recurrent costs

Non-recurrent costs 2,437 0.0 0.0 0.0 0.0 2,437
TOTAL 2,437 0.0 0.0 0.0 0.0 2,437

(Refer to separate costing models for detailed breakdown of these costs)

The nature of these costs is such that the neither the timing, nor the specific activities, can be accurately planned

this far out from the period.

3.2.1.1 Quantifiable benefits

The quantifiable benefits associated with this option are follows:

Benefits $m FY24 FY25 FY26 FY27 FY28 TOTAL
Financial Benefit 1 0.337 $0 $0 $0 $0 0.337
Financial Benefit 2 0.018 0.018 0.018 0.018 0.018 0.092
Financial Benefit 3 0.066 0.066 0.066 0.066 0.066 0.331
Financial Benefit 4 1.200 1.200 1.200 1.200 1.200 6.000
Total benefits 1.621 1.284 1.284 1.284 1.284 6.762
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>  Financial Benefit 1: The cost of scaling and extending the incumbent CRM solution will be avoided || Gz

> Financial benefit 2: We anticipate the Community Engagement Team will spend less time resolving complaints
in accordance with the Complaint Handling Procedure.
I /s per the Procedure, complaints must be investigated by the Community Engagement Team, that
requires input from teams across TransGrid, to provide a response and resolution. It can take two days to
resolve a standard complaint with a significant proportion of the time spent tracking down the person or activity
the complaint is about. With better access to data and better record keeping of previous agreements with
landowners and enquiries made to field staff, estimates suggest the time spent resolving standard enquiries

(which do not require a visit to site by the Community Team) can be halved. || EEGcTczcNGIGINGIGININININIEGEG

>  Financial benefit 3: We anticipate the cost of a full-time additional Community Engagement BAU resource
would be avoided with a likelihood of 50%. The integration of the CRM with [JJlij will support the further
automation of manual processes which will reduce the need to hire a full-time FTE by half. Staff who engage
with customers will be able to log, update and manage records, such as complaints, enquiries and property

access requests, as part of their business as usual activities. [ GcEININGGEGEGEGEGEGEEEEEE

> Financial Benefit 4: Option 1 will help us avoid the costs relating to project delays due to disagreements with
landowners or delays in being provided access to a property in order to compete work. | EGKcNGNGNGNGEG

e
|

3.2.1.2 Non-quantifiable benefits

In addition, Option 1 will also:

> Improve information management to minimise work disruption

> Improve accessibility of superior toolsets increasing potential for utilisation

> Improve adherence to Privacy Act compliance requirements

> Enable superior distilling of stakeholder requests, resulting in improved site engagement

> Provide better data to manage employee / environment linked site safety

>  Significantly reduce risk over the current state and Base Case option

> Reduce IT environment complexity by consolidating CRM tools and extending our existing | GcNcNIGTGTG

>  Support TransGrid in proactively responding to recommendations made by Landowner Advocate findings and
annual customer sentient feedback reports | EEGcNIEIN:

> Address AER’s consumer engagement guideline for network service providers recommendations (Appendix H)

3.2.1.3 Net Present Value (NPV)
The overall 5-year NPV of this options is $2,570m.

3.2.2 Risk Assessment

The specific risks and mitigations associated with Option 1 are:

Inherent L Residual
Category Risk Mitigation Risk
Reputation Community dissatisfaction - Capturing pertinent stakeholder information or
resulting in potential adverse instructions in the field is difficult. Additional overheads
media coverage or will be required to disseminate information appropriately.
involvement from local MEDIUM | - |mplement notification checks prior to each site activity. MEDIUM

government, requiring

. . However, this will increase stakeholder frustration in
management intervention.

having to repeat information multiple times and impact
efficacy of work.

"
¥ .
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Under Option 1, the residual risk associated with this approach is illustrated in the table below:

| WHS ‘ Reputation ‘ Compliance ‘ Reliability ‘ Finance | People/IR |Environment| Risk

Likelihood Unlikely | Possibly Unlikely

Unlikely Unlikely

Unlikely Unlikely

Consequence

Minor Minimal Minimal Minimal Minimal Minimal

MEDIUM

Modernising the CRM toolset and embedding integration to give staff improved stakeholder information, coupled
with eliminating manual processes, will satisfactorily lower risk profiles and make significant differences to the

underlying likelihoods and consequences from the current state assessment. || GczNzNINININNI:INGGE
]
|

The overall risk rating is LOW with significant positive change in most category risk ratings.

Minimal

Risk Level

3.3 Option 2 — Enhance customer interactions

Option 2 includes the activities in Option 1 but will also enhance customer interactions by:

> Extending functionality of TransGrid’s corporate website to improve customer engagement and access to
tailored information via interactive maps and chat-bots

\%

Minimising the costs of implementing a customer channel at the time of CRM implementation by leveraging
implementation resources and extending the use of integrations built for JJlij avoiding $200k in a
retrospective implementation.

Adopting this option will enable us to realise all quantifiable and non-quantifiable benefits detailed under Option 1
and also:

> Create new digital channels to improve customer engagement: This option will allow customers to explore
active work areas and find tailored information relating to construction and maintenance activities, including
proposed and active sites.

\%

Deliver functionality to proactively communicate planned work, improving information transparency:
The external customer channels and interactive maps will be able to pull information from internal sources
systems to provide customers with the latest real-time information. Currently, information on our website is
static and requires manual updates and does not reflect the changing nature of work or environmental impacts
on our work.

> Mitigate the risks of the other options: We will mitigate or remove the risks and inadequacies highlighted in
the other options around data quality, compliance, work, health and safety, reputation and impact to our
customer experience by leveraging our existing investment and continuously adapting to changing business
needs.

A\

Provide financial and non-financial benefits over the other options: This option provides the additional
benefit of minimising effort required to respond to enquiries made by the public as information will be more
readily available and tailored to those who access our website.

In summary, in addition to the benefits of Option 1, Option 2 will directly benefit our customers and fellow essential
service providers, with a modern, interactive, website offering real-time, tailored information across all of
TransGrid’s projects and network maintenance activities. Enabling public access to our work schedule information
proactively addresses potential disruptions and supports positive interactions with our customers and communities,
and can help to improve safety and increase sector productivity. This option will also provide the type of modern
customer engagement channels offered by other industry participants.

3.31 Financial summary

The total IT capital expenditure for the Option 2 is estimated to be $3,709m, allocated to FY24 and FY25 as shown
below:

"
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IT Capex $m FY24 FY25 FY26 FY27 FY28 TOTAL

Recurrent costs

Non-recurrent costs 2,939 0.770 3,709

TOTAL 2,939 0.770 3,709

The nature of these costs is such that the neither the timing, nor the specific activities, can be accurately planned
this far out from the period. As such, the total expenditure for this option has been allocated to FY24 and FY25.

3.3.1.1 Quantifiable benefits

The quantifiable benefits associated with this option are follows:

Benefits $m FY24 FY25 FY26 FY27 FY28 TOTAL
Financial Benefit 1 0.337 $0 $0 $0 $0 0.337
Financial Benefit 2 0.018 0.018 0.018 0.018 0.018 0.092
Financial Benefit 3 0.066 0.066 0.066 0.066 0.066 0.331
Financial Benefit 4 1.200 1.200 1.200 1.200 1.200 6.000
Financial Benefit 5 0.010 0.010 0.010 0.010 0.010 0.054
Financial Benefit 6 0.012 0.012 0.012 0.012 0.012 0.062
Total benefits 1.646 1.308 1.308 1.308 1.308

We expect the same quantifiable benefits outlined in Option 1 to be realised in Option 2, with the addition of:

> Benefit 5: Reduced time and effort from having to respond to enquiries by Community Engagement Officers.

>  Benefit 6: TransGrid currently pays an annual licence fee for || | I /hich allows community,
landowners and other customers to view proposed project routes and engage directly with the interactive map
to provide their feedback.

3.3.1.2 Non-quantifiable benefits

As well as the non-quantifiable benefits identified for Option 1, Option 2, will also:

> Improve public transparency and visibility aligning to Energy Charter intent (Appendix 1)
> Modernise our engagement with communities, stakeholders and customers

> Improved visibility of regional safety and scheduling conflicts with other essential service providers, such as
local councils, emergency services and utilities

> Reduce the need for stakeholders to contact TransGrid via the community email or 1800 number
3.3.1.3 Net Present Value (NPV)

The overall 5-year NPV of this options is $1,272m

3.3.2 Risk Assessment

The specific risks and mitigations associated with Option 2 have all been addressed, removing residual risk:

"
¥ .
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Under Option 2, the residual risk associated with this approach is illustrated in the table below:

‘ WHS ‘ Reputation Compliance ‘ Reliability ‘ Finance | People/IR |Environment

Unlikely Unlikely

Unlikely

Likelihood

Unlikely Unlikely Unlikely

Unlikely

Minimal

Minimal

Minimal

Minimal

Minimal Minimal

Consequence Minimal

Risk Level

The overall risk rating is LOW with significant change in all the category risk ratings.
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4. Evaluation

4.1 Options Evolution Summary

This OER recommends replacing our customer relationship management (CRM) solution and expanding and
extending functionality of TransGrid’s corporate website to improve customer engagement.

The preferred option is Option 2 because it expected to provide the lowest risk profile and benefits.
4.2 Commercial Evaluation

The commercial evaluation based on 4.8% discount.

Benefits Benefits

Year 1
($m/p.a)

Option

Description
Ongoing
($m/p.a)

Base Base Case — Maintain current 0.337 (0.863) $0 $0

Case CRM systems

1 Option 1 — Consolidate and 2.437 2.570 $1.622 $1.284
integrate, optimise processes

2 Option 2 - Enhance customer 3.709 1.272 $1.646 $1.308
interactions

(Refer to separate costing models for detailed breakdown of these costs)

Discount rate sensitivities based on TransGrid’'s current AER-determined pre-tax real regulatory WACC of 2.23%
and 7.37% appear in the table below.

Option Description Discount rate at 2.23% Discount rate at 7.37%
NPV $m NPV $m
Base Base Case — Maintain current CRM systems (0.922) (0.810)
1 Option 1 — Consolidate and integrate, optimise 2.846 2.326
processes
2 Option 2 - Enhance customer interactions 1.486 1.084
4.3 Risk assessment

The relative risk assessments of each option is illustrated in the table below:

Options Finance People/IR Environment

| WHS ‘ Reputation Compliance Reliability

Base Case MEDIUM MEDIUM
— Maintain
current

systems

Option 1 — MEDIUM
Consolidate
and
integrate,
optimise
processes

Option 2 -
Enhance
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Options | WHS ‘ Reputation Compliance Reliability Finance People/IR Environment

customer
interactions

Option 2 maintains the lowest risk profile and is the most prudent investment.
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5. Preferred Option

This report recommends proceeding with Option 2 — Enhance Customer Interactions.

The tables below outline the investment, any potential step change in operating costs and the associated benefits
of the preferred option.

5.1 Estimated capital costs

The tables below outline the investment, any potential step change in operating costs and the associated benefits
of the preferred option:

Category Item Budget ($m)
Material ] =
Labour —_— —

Capex Total: $3.709

5.2 Estimated Opex Step Change (self funded)

Opex Step Change ($m)

Year of Change

Base Case — Maintain current systems

Option 1 — Consolidate and integrate,
optimise processes

Option 2 - Enhance customer interactions

"
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Appendix B

Review of the Humelink engagement process — Findings of the Review by Landowner and Community Advocate —
July 2021 also available

>~

FOF

Appendix B -
Findings of the Humel
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https://www.transgrid.com.au/projects-innovation/humelink

Appendix C

|
1.
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Appendix D
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Appendix E
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Appendix F
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Appendix G
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Appendix H

AER Stakeholder Engagement Framework and AER factsheet Consumer Engagement guidelines for network

service providers.

Appendix H - AER
Stakeholder Engagemnr

L

Appendix H - AER
factsheet - Consumer
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https://www.aer.gov.au/system/files/AER%20%20Stakeholder%20Engagement%20Framework.pdf
https://www.aer.gov.au/system/files/AER%20factsheet%20-%20Consumer%20engagement%20guideline%20for%20network%20service%20providers%20-%20November%202013.pdf

Appendix |

The Energy Charter TransGrid 2020 Disclosure

m

Appendix | - The
Energy Charter Trans(
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1. Background

1.1 The Humelink project

Humelink will upgrade the Southern Shared Network. The network carries power from
generators across southern NSW, and electricity imported from Victoria and South Australia, to
major population centres.

Currently, the network is heavily congested at times of high demand and will become more
congested as new generators in southern NSW connect to the grid. Better access to cheaper
renewable energy generators has the potential to reduce electricity prices for consumers, while
meeting increasing demand.

TransGrid is currently completing the Australian Energy Regulator's (AER) Regulatory
Investment Test — Transmission (RIT-T) for Humelink. If the AER approves investment,
TransGrid will complete the NSW Government planning process as Critical State Significant
Infrastructure. If those approvals are granted, construction is planned to start mid 2024 and be
completed by 2026.

Table 1 — Proposed timeline for the Humelink project

Milestone

Start Regulatory Test for Transmission Investment (RIT-T) | Early 2019
Preliminary investigation and Humelink scoping Mid 2019
Environmental impact assessment starts Late 2019
Community consultation period Mid 2020 — mid 2022
EIS submission Mid 2022

EIS approved Late 2022

Final investment decision and AER approval Early 2024
Construction starts 2024

1.2 Landowner and community engagement

The project requires general engagement with the community in which the new lines will be
located and more specific engagement with the landowners on whose land the infrastructure may
cross. Initial engagement is based around an identified study corridor through the route is
proposed to travel. The precise route is determined through examination of the various aspects
of the land such as historical significance and ecological importance and landowner
considerations.

Engagement with landowners about the project commenced on 17 April 2020 with a mailout of
general project information, followed by a second mailout on 25 May 2020 seeking specific
mapping details about each of their properties. Covid-19 restrictions in NSW meant that little
face-to-face engagement occurred for the remainder of the year. During this period several
groups of activist landowners emerged along the Humelink route and began to raise concerns in

b
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the media regarding the TransGrid consultation process and the proposed route. TransGrid
maintained video, email and phone contact with individual landowners and groups as requested
by them.

In November 2020 TransGrid Land Access Officers began contacting individual landowners to
arrange site visits with a view to obtaining access to each property for technical and ecological
studies to be undertaken.

In February 2021 a third landowner information package (Project Update) was sent to
landowners. This, combined with the site visits by Land Access Officers, led to an increased
local media campaign by the landowner action groups during March and April.

Map 1: Approximate locations of the action groups along the Humelink study corridor
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2. The review

2.1 Thereview process

The review was conducted from the perspective of a Landowner Advocate. It is acknowledged
that the TransGrid staff involved in the engagement process are highly conscientious and
committed.

The findings of the review relate to the experience of the landowners impacted by the
consultation process. The key concerns raised by landowners were:

the community engagement process was not transparent;

all the appropriate people had not been included in the process;

landowners were not always treated with respect;

the engagement tools were not always appropriate, up to date and user friendly;
all options were not being appropriately considered; and

landowners did not feel that they had been heard.

V V. V V V V

In order to gain an understanding of the consultation process to date the Office of the Advocate
undertook:

briefings and discussions with TransGrid community engagement staff;
review of TransGrid’s website in relation to consultation on Humelink;
review of the Community Engagement Plan for Humelink;

review of community engagement tools and documentation;

review of selected entries in TransGrid’s Consultation Manager? platform;
meetings with two of the groups of potentially affected landowners?; and
> review of local media articles on the project.

It is also acknowledged that the two groups of potentially affected landowners interviewed is not
necessarily representative of all landholders involved in the process.

V V. V V V V

2.2 Findings

e [sthe consultation process open and transparent?

The review found that, from a landowner perspective, the process was not open and transparent
because:

the project and engagement process were not clearly and fully explained at the outset;

there was not clarity over:

— the purpose and scope of the community input;

— how and when community input would be sought;

— who is responsible for the decision making;

— how and when the decision will be notified; and

— the negotiables and non-negotiables;

! TransGrid’s platform for managing stakeholder enquiries and complaints
2 Concerned Landholders of Kyeamba Valley (KVCL) and Resist Humelink
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all options were not being adequately assessed;
all affected landowners did not have access to the same information about the project;
and

> adequate feedback was not provided on the reasons for eliminating any option.

It was also noted that the mid-year timeframe for a decision on the route was unlikely to be met.
e Arethe appropriate people included in the process?

The review found that only landowners with properties within the study corridor had been
included in the consultation. Owners of properties adjacent to the corridor may have provided
alternative viable route options or may be suddenly brought into the process at a late stage when
changes are made to the original corridor.

The review also found that all landholders did not have access to the same information.
Information provided to a particular landholder group, in response to their concerns, was not
always shared with all affected landholders.

e Arelandowners and community representatives treated with respect?

The review found that some TransGrid staff have acted in a manner which doesn’t respect the
knowledge of the landowner or understand the level of anxiety that the landowner may be
feeling.

e Arethe engagement tools appropriate, up to date and user friendly?

The review examined the maps, letters, fact sheets, landowner packages and web page used for
landowner engagement and found that the engagement tools and found:

> the nature and presentation of some of TransGrid’s consultation tools have contributed
to the landowners’ sense of being ‘collateral roadkill’;

> the website is not being used to best advantage to provide clear, consistent information
to all potentially affected landowners;

> large periods with no information provides a vacuum for misinformation to be
disseminated.

> There has been little direct rebuttal of misinformation that has been distributed by some
activist groups.

e Do landowners feel that they have been heard?
The review found that landowners definitely do not feel that they have been heard because:

> information they provide about their property is not incorporated into TransGrid’s project
maps;

> alternative options proposed by landowners are not seriously explored, or if seriously
explored an understandable reason for their rejection has not been provided;

> some TransGrid staff avoid discussion and observation of the issues raised by the
landowner about their property during site visits and their views on vegetation are not
valued; and

> feedback is often not received on the outcomes of TransGrid’s consideration of the
issues raised by the landowner.
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2.3 Conclusion

The reviewers found that the landowners they engaged with were both angry with the
consultation process itself and distressed by the ongoing uncertainty about whether their
property was affected or not and a concern that they would not be adequately compensated if
their property is affected.

Overall the engagement process on the Humelink project was found from a landowner
perspective to not meet best practice standards to date as:

> it has not been seen by landowners as being open and transparent;

all the appropriate people have not been included in the process;

landowners have not always felt that they have been treated with respect;
engagement tools have not always been appropriate, up to date and user friendly; and
landowners definitely do not feel that they are being heard.

V V V V

The recommendations of the review largely seek to reinforce the identified best practice
engagement principles. It is the Advocate’s view that adoption of the recommendations will be
critical in helping to re-establish trust and restore credibility in the engagement process which
has been severely eroded at this point. It is the Advocate’s view that this process may be
assisted by a good faith gesture that directly addresses emerging concerns. For example, some
landowners have mentioned experiencing high levels of anxiety and distress in the current
uncertain environment. Accordingly, TransGrid could consider providing, for a limited period,
free access to a counselling service for impacted landowners.

A further strategy aimed at demonstrating that there is “light at the end of the tunnel”, could be to
have a landowner who has previously been through the process, speak to potentially impacted
communities to share experience and evidence that it is possible to have a successful
negotiation with TransGrid.

The reviewers also concluded that there could be utility in establishing a community reference
group as a consultation mechanism to be employed for the duration of the project. Such groups
could include representatives from communities impacted by the project, including from local
government, existing community organisations and landowners. One of the advantages in
creating such bodies would be to facilitate feedback and communication with the whole
community rather than narrowly based interest groups. To this end, and recognising the
disparate nature of the landscapes covered by the Humelink project, it is suggested that
TransGrid give consideration to forming reference groups corresponding with discrete
geographical areas in the route study corridor.

The Advocate noted that while this report constitutes observations and conclusions about
community engagement on TransGrid’s Humelink project, many of the recommendations should
have application across TransGrid’s other major projects.

b,

2% -
7 | Review of Humelink engagement process Findings of the Review 4? TransGrid

"





2.4

List of recommendations

It is recommended that TransGrid:

1.

10.

11.

12.

“re-set” landowner and community consultation by holding a meeting with all potentially
impacted patrties to:

a. examine all proposed transmission route options (including those proposed by
landowners) with detailed advice as to feasibility and reasons for exclusion;

have experts available to discuss all aspects of the project;
provide advice on how TransGrid is using international best practice infrastructure
technology in transmission line project; and

d. provide advice on the remaining steps in the consultation process and how they will be
conducted;

review the mid-year time frame for disclosure of the proposed transmission route and advise
landowners;

conduct a general information session with each regional group along the corridor prior to
the commencement of each new stage of the consultation process, such as the
commencement of on-site visits. This should explain the process, what it aims to achieve,
how it will be conducted and what will be required of them. This should be supported by a
fact sheet on the website at the same time;

review the number of staff required to conduct the consultation on this major project using a
best practice model,

review the list of landowners it is consulting with to ensure that all appropriate landowners
are included,

review the capacity, skills and suitability of staff and contractors involved in landowner and
community engagement activities;

provide appropriate training to all engagement staff focusing on empathy and customer
centrality in business operations;

require all TransGrid staff involved in landowner engagement activities to:

a. comply with TransGrid guidelines for property visits i.e. provide accurate information
about the identity and number of staff/consultants attending the property. Any
variation to the originally agreed arrangements should be renegotiated with the
property owner;

b. generally ensure the number of TransGrid staff/consultants attending a property does
not significantly exceed the number of owners present at the property. ( e.g. a ratio of
five TransGrid staff to one property owner would normally not be considered
desirable.); and

e. ensure that all landowner feedback/communication is responded to in a timely manner
and comply with commitments to provide advice by a specific timeframe;

re-examine how it represents key features on the maps it provides to landowners so as to
explain how data is sourced;

review its consultation documents to remove excessive irrelevant images and marketing
material and to provide a less clinical and impersonal tone;

utilises its website more to provide a ‘source of truth’ for responses to questions that arise
and to share presentations that are given to one group of landowners with all the affected
landowners so that all are aware of the same information;

considers the use of a newsletter to provide progress reports on the consultation process;
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13.

14.

15.

16.

17.
18.

19.

20.

upload revised project maps, reflecting appropriate information provided by landowners, at
relevant intervals;

a Q and A be prepared on the question “Why doesn’t the information | provided about my
property and/or surrounds now appear on the map?”

staff, in individual discussions with potentially impacted landowners, have regard to feedback
received about the specific property and explain why landowner requests can/cannot be
acceded to;

formally respond to the matters raised by Kyeamba landowners at the meeting of 31 March
2021;

advise affected landowners of its intended response to the Advocate’s recommendations;

consider making a limited EAPS like service available to potentially impacted landowners
who might be experiencing anxiety during the route selection process;

TransGrid consider the use of a landowner from a previous project to speak with the
landowners who are potentially affected by Humelink; and

consider the establishment of one or more reference groups to provide input into the
consultation process for the Humelink project.

Rod Stowe Barbara El-Gamal
Landowner and Community Advocate Deputy Landowner and Community Advocate
July 2021

b,

2% -
9 | Review of Humelink engagement process Findings of the Review 4? TransGrid

"






Revised Stakeholder
Engagement Framework

September 2017

AUSTRALIAN
— ENERGY
REGULATOR





Revised stakeholder engagement framework

Our purpose: we work to make Australians better off, now and in the future, through
independent, effective regulation and monitoring of energy markets and networks.

The decisions we make and the actions we take affect a wide range of individuals,
businesses and organisations. Engaging with those affected by our work helps us

make better decisions, provides greater transparency and predictability, and builds
trust and confidence in the regulatory regime.

Stakeholder engagement helps us:

e Sharpen our purpose

e Shape our strategic priorities, so we focus in the right areas

¢ Identify emerging issues in the market

e Improve our insight into businesses’ and consumers’ behaviour and needs

e Develop, refine and implement our interventions, so that they deliver the best
outcomes for consumers

e Make best use of our resources
o Embrace the spirit of better regulation, including evaluating our own performance
e Learn from others’ experiences

o Communicate effectively with both consumers and regulated businesses
How stakeholder engagement fits in:

Stakeholder engagement forms a vital part of a wider regulatory approach involving
reporting and monitoring, consumer insight and engagement, and formal consultation
and decision-making processes as depicted in Figure 1 below.
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Figure 1 How stakeholder engagement fits in
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network stakeholder
revenues dialogue

This Framework helps us consistently, transparently and meaningfully consider
stakeholder input across our work.

Our principles-based approach:
e To communicate in a clear, accurate and timely way, we will:

o Use plain language to assist stakeholders to understand issues and make
informed contributions

o Have clear and realistic timeframes for input

o Engage through the whole lifecycle, from planning to consultation and
closure, including seeking views as early as possible.

e To be accessible, proactive and inclusive, we will:

o Be flexible and tailor our engagement and communication to meet different
stakeholder needs and our various decisions, activities and processes

o Take steps where needed to build knowledge and capacity to help
stakeholders to engage.
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o Consider the time and resources needed by stakeholders to engage
effectively, and where possible:

= hold meetings at mutually convenient times and locations and coordinate
engagement activities

= allow at least 4 weeks for stakeholders to provide submissions

= accept submissions in a range of formats, including written submissions,
oral or emailed comments etc.

e To be transparent and accountable, we will:

o Explain the purpose of our engagement, our objectives, and where it fits in
our approach

o Report on how stakeholder input was considered and how it informed our
decision or process

o Report on our engagement activities, and their effectiveness, on our website
and in our annual report.

e To measure and evaluate the effectiveness of our engagement , we will:

o Seek feedback on our engagement activities, using a range of methods, to
evaluate their effectiveness and use this information to improve continuously

o Monitor our progress through our stakeholder survey.
Our engagement approach: shows the different types of engagement we may use

depending on the particular project or decision, and the different methods that may
accompany each approach.

The engagement approach will be determined by our role and responsibilities, the
issue or decision being considered, and what we are trying to achieve.

Each engagement approach involves a clear objective and promise to our
stakeholders. Figure 2 sets out our commitments, with some illustrations of how we will
apply these.
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Figure 2 Engagement approach
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Stakeholder engagement can make a positive contribution at every stage of what we
do, from strategic planning to how we support individual consumers. While much of it
will often be project-based, we aim to have an ongoing dialogue with our stakeholders
too. Figure 3 illustrates some key points for engagement. We recognise that not every
stakeholder may want or will be able to input at each point.

J

How we will engage:
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Figure 3 Key points of engagement
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We are committed to improving the effectiveness of our engagement with stakeholders
over time and will monitor and measure our progress. We will periodically review this
Framework, and we will always welcome input about how we can engage better and

lessons we can learn from other bodies.
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Better Regulation:

Consumer engagement guideline for

network service providers

The consumer engagement guideline for network service providers sets out a
framework for electricity and gas service providers to better engage with consumers.
The guideline aims to help these businesses develop strategies to engage
systematically, consistently and strategically with consumers on issues that are

significant to both parties.

Why is consumer engagement important?

Consumer engagement is about working openly and
collaboratively with consumers and providing opportunities
for their views and preferences to be heard and to influence
service providers' decisions. Effective consumer engagement
requires commitment from both service providers and
consumers.

Stronger consumer engagement can help us test service
providers' expenditure proposals, and can raise
alternative views on matters such as service priorities,
capital expenditure proposals and price structures.

What do we expect from service
providers?

Service providers should demonstrate a commitment to
ongoing and genuine consumer engagement on a broad
range of issues relevant to consumers.

The guideline gives service providers a high level framework
to integrate consumer engagement into their business-as-
usual operations.

We expect all service providers—gas and electricity,
transmission and distribution—to use the guideline to
enhance their consumer engagement activities.

How does the regulatory framework
support consumer engagement?

We expect each service provider to develop consumer
engagement approaches and strategies that address the
best practice principles and the four components of the
guideline that are explained over the page.

Implementing the guideline will help service providers
demonstrate how their spending proposals contribute to the
objectives contained in the national electricity and gas laws.
That is, that their spending proposals promote efficient
investment in, and efficient operation and use of, energy
services for the long term interests of energy consumers.

Service providers must describe how they have engaged
with consumers, and how they have sought to address any
relevant concerns identified as a result of that engagement.
Service providers present this information in an overview
report to their regulatory or revenue proposals.

When assessing expenditure proposals we will have
regard to how a service provider engaged with its
consumers and accounted for the long term interests
of those consumers. Consumer engagement is a
factor we can consider when setting expenditure
forecasts.

The consumer engagement guideline complements other
measures to assist consumer involvement in energy
regulation. These include our consumer-focused issues
papers, and the Consumer Challenge Panel that advises us
on issues that are important to consumers.






BETTER REGULATION: CONSUMER ENGAGEMENT GUIDELINE

Overview of the consumer engagement guideline for network service providers

Guideline objective: aligning network services with the long term interests of consumers

Best practice principles (clear, accurate and timely communication, accessible and inclusive, transparent, measurable)

Priorities Delivery

What are the best practice principles for
consumer engagement?

Underpinning the guideline are four best practice principles.
They overarch all aspects of consumer engagement, so
service providers should use these principles in undertaking
each component of the guideline:

= (Clear, accurate and timely communication—we expect
service providers to provide information to consumers
that is clear, accurate, relevant and timely, recognising
the different communication needs and wants of
consumers.

= Accessible and inclusive—we expect service providers to
recognise, understand and involve consumers early and
throughout the business activity or expenditure process.

=  Transparent—we expect service providers to clearly
identify and explain the role of consumers in the
engagement process, and to consult with consumers on
information and feedback processes.

= Measurable—we expect service providers to measure the
success, or otherwise, of their engagement activities.

Further elements of what we expect from service providers
under each principle are in the guideline.

How should service providers conduct
consumer engagement?

The guideline is structured around four components. The
components set out a process for service providers to

develop and implement new or improved consumer
engagement activities to meet the best practice principles:

®  Priorities—we expect service providers to identify
consumer cohorts, and the current views of those
cohorts and their service provider; outline their
engagement objectives; and discuss the processes to
best achieve those objectives.

Results Evaluation and review

= Delivery—we expect service providers to address the
identified priorities via robust and thorough consumer
engagement.

= Results—we expect service providers to articulate the
outcomes of their consumer engagement processes and
how they measure the success of those processes
reporting back to us, their business and consumers

= Evaluation and review—we expect service providers to
periodically evaluate and review the effectiveness of their
consumer engagement processes.

More information

This consumer engagement guideline for network service
providers is available on our website at
http://www.aer.gov.au/node/18894.

This guideline forms part of the Better Regulation program.
We initiated this program following changes to the
regulatory framework in late 2012. The program includes
seven new guidelines that outline our revised approach to
determining electricity network revenues and prices, and our
establishment of the Consumer Challenge Panel.

For more information on the Better Regulation program
please visit our website www.aer.gov.au/better-regulation-
reform-program.

Our website also has more information on the consumer

Challenge Panel at http://www.aer.gov.au/about-
us/consumer-challenge-panel.




http://www.aer.gov.au/node/18894

http://www.aer.gov.au/better-regulation-reform-program

http://www.aer.gov.au/better-regulation-reform-program

http://www.aer.gov.au/about-us/consumer-challenge-panel

http://www.aer.gov.au/about-us/consumer-challenge-panel
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Have your say

We would like to hear your feedback on our Energy Charter disclosure, and about the service we provide.

If you have any feedback, questions or ideas about how we can improve future disclosures or our service to
you, please don’t hesitate to contact us.

Email us at: customers.stakeholders@transgrid.com.au

Call us on: 9284 3431

Website: www.transgrid.com.au
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Who we are

From our Chair From our CEO

Jerry Maycock Paul Italiano
| am pleased to present our 2020 Energy Charter Our business has been pursuing a more
Disclosure. customer-centric focus since we started our

privatisation journey five years ago. While we
have made improvements, we cannot rest on our
laurels — this document gives an honest appraisal
of what we can and must do better.

The past 12 months has been devastating for
most of the Australian community, with the
summer bushfire crisis immediately followed by
the global COVID-19 pandemic and the economic

global crisis it has caused. For electricity Our team has worked incredibly hard this year
customers, the energy sector and TransGrid, during the long and devastating bushfire
these have been challenging times. emergency and ongoing public health crisis. |

want to acknowledge the work our people have
done for energy customers in NSW and the ACT
— most of their work goes unnoticed but without
them we would not be able to keep the lights on.

Throughout the year, our focus has remained on
ensuring the safety of our staff and the community
in which we operate and on providing the
continuity of supply of electricity to our customers.

For businesses and households times remain The transition of the electricity system continues
tough and we were pleased to join other networks to present many challenges for all involved and
earlier this year as signatories to the COVID-19 it’s vitally important that customers remain central
relief package coordinated by Energy Networks to the decisions being made. Our TransGrid
Australia. This initiative has helped lower costs of Advisory Council continues to be an invaluable
energy bills for those who need it most. forum for our business to hear direct views from

consumer and industry representatives about the
key issues facing the energy system and
TransGrid’s own performance.

Our Board supports TransGrid’s continuing efforts
to develop a more customer centric culture and its
commitment to ensuring that customers continue
to be the beneficiaries of the energy transition. | am pleased with the progress TransGrid has
made and look forward to raising the bar even
higher in the next year.

& fout St

TransGrid operates and manages the high-voltage electricity network within NSW and the ACT, connecting
NSW to Queensland and Victoria. Our network consists of 110 bulk-supply substations and over 13,000
kilometres of high voltage transmission lines and underground cables and connects large electricity
generators to the load-centres of NSW and the ACT, and through distribution networks, to more than three
million homes and businesses providing safe, reliable and affordable electricity. Our network also provides the
platform on which energy is traded within NSW and the ACT, and between adjoining states, providing energy
consumers with access to the lowest cost generation available.

The National Electricity Market (NEM) is currently undergoing a period of transition as the generation mix
changes to include more renewables and technology allowing greater participation from consumers in the
energy market. We are guided by the principles of the Energy Charter and are working with our customers,
energy consumers, the energy supply chain and decision making bodies to ensure that all customers see the
benefits of this transition.

)
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Our customers and communities

As a transmission network operator, our role in the supply chain is essential for the provision of safe, reliable
and affordable energy within NSW, the ACT and across the entire NEM. Our ‘energy highways’ transport
bulk-electricity efficiently between large generators, local distribution networks and directly connected large
energy consuming businesses. Our customers and communities are diverse, with differing interests and
priorities. We broadly consider our customers in three groups with varying approaches to engaging and
working with them.

End User Customers

There are more than three million households and businesses in NSW and the ACT and we consider each
one a customer. Our customers are diverse, living and working in regional, rural and metropolitan areas, and
all rely on a safe, reliable and affordable supply of electricity. We plan and operate our network to meet this
need for the present and future. We are acutely aware that we have a cost impact on end user bills making up
approximately 4%?* of the average end user electricity bill or 1.1 cents per kilowatt hour?. As it is often difficult
and impractical for us to engage directly with households, we work closely with representatives for end user
customers (consumer advocates) as a central part of our external engagement to ensure that the current and
future needs and views of end users inform all stages of our work. We believe working closely and
collaboratively with consumer advocates improves our decision making, particularly as advocates represent
diverse customer groups including Australians from culturally and linguistically diverse and lower socio-
economic backgrounds. A key forum through which we engage with advocates is our TransGrid Advisory
Council (TAC) - a quarterly forum where our CEO and executives meet directly with customer and consumer
representatives. Through this forum we have better understood the needs and expectations of customers
regarding the price of electricity, the transition to a system with more renewable generation, and the need to
ensure that risk in the transition is appropriately allocated.

Directly Connected Customers

As a transmission network service provider we directly connect a wide range of customers into our
transmission network. Our directly connected customers include large electricity generators including solar,
wind, pumped-hydro, gas and coal generators, large energy users such as smelters and mines, neighbouring
transmission networks through our interconnectors, and distribution networks. Our directly connected
customers are generally medium to large businesses with whom we have a direct billing relationship. These
customers are allocated individual customer managers who work directly with the customer to ensure their
needs are understood, met and represented within our business. Our customers expect us to provide a
service that represents value and is of the highest quality, and also to communicate openly with them
regarding any network plans that may impact them. We work closely with our directly connected customers to
deliver efficiencies including participating in joint planning, aligning maintenance outages, and undertaking
hazard mitigation work to support the delivery of safe, reliable and affordable electricity for energy consumers.

Communities and Landowners

Our network stretches over 13,000 kilometres through NSW and almost 17,000 landowners across the state
have our assets or easements on their property. We have enduring relationships with our landowners and
communities given the long life of our assets. Our communities and landowners expect us to ensure the
operation and maintenance of our assets is undertaken to the highest standard to ensure their safety, and in a
manner that is of least impact to their lives. We take this responsibility seriously and have a dedicated
property team who work directly with communities and landowners who have our assets on their land, or may
be impacted by future works.

1 AEMC price trends report 2019 and AER - TransGrid - Post-tax revenue model, 2019-20 Return on debt, April 2020
2 AER - TransGrid - Post-tax revenue model, 2019-20 Return on debt, April 2020
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As we progress the major projects identified within the Australian Energy Market Operator (AEMO) Integrated
System Plan (ISP), we recognise this will impact on landowners and regional communities. The scale of
projects identified by the ISP is unprecedented and their successful delivery will be built on strong and
positive relationships with the communities and landowners around them. We are building our capacity to
better understand and engage with landowners and communities who will be impacted by these projects and
this will continue to grow over the coming years. We are committed to adapting our practices so we work
sensitively and compassionately with landowners and communities as we deliver these important projects for
the future energy system.

FY20 highlights

FY20 was a year that truly demonstrated the core value of the Energy Charter — that we are better together.
Faced with fires, storms, and a pandemic, the energy industry and whole country banded together to support
Australians in the face of unrivalled and unforeseen hardship. For TransGrid, the achievements from the past
year that we are most proud of are those rooted in the work that we have undertaken to support customers
alongside our industry colleagues. Some highlights from the past year are included below.

Response and operation throughout 2019/20 bushfire and storm season

FY20 was one of the worst bushfire seasons on record. During the most challenging conditions, our staff and
contractors worked tirelessly with the NSW Rural Fire Service and other emergency services to ensure that
we were able to maintain supply to the state, understanding that any loss of supply could have an impact on
customers and efforts to support those in need. When assets were lost, our control room worked to re-route
power to maintain service to the state, and our teams worked tirelessly to reinstate assets once it was safe to
do so. We recognise that in emergencies, access to information is particularly important and so we
streamlined public communication through a dedicated webpage and social media updates, providing
information on the status of the network.

In January 2020, severe storms knocked down vital transmission lines in Victoria, effectively separating South
Australia from the NEM. To restore supply as quickly as possible, we supported and worked with our
counterparties in Victoria to repair the damage by providing new transmission conductors, temporary
transmission poles and a line crew for the restoration works.

Supporting customers during COVID-19

As the country continues to grapple with the impacts of COVID-19, we are doing what we can to provide relief
to customers and those facing economic hardship. We are participating in the Energy Networks Australia
(ENA) COVID-19 network relief package, working with our supply chain colleagues to provide relief from
network charges to residents and small businesses impacted by COVID-19. This involves permanently
waiving transmission network charges for small business customers and residential customers of smaller
retailers who experienced hardship during the COVID-19 lockdown. Deferred payment of charges was also
provided to customers of larger retailers. Waived charges will not be recovered in future years, despite this
being an avenue that is available to us through the regulatory process. While this has a financial impact on
our business, we strongly believe we all need to do what we can so the nation emerges stronger from this
difficult time.

Enabling the energy transition

We understand the efficient transition of the energy system is vital to a low cost energy future for all
customers. In 2020 the Australian Energy Regulator (AER) approved our proposed upgrade to the
Queensland-NSW Interconnector (QNI) which will improve affordability for customers in NSW and the ACT by
providing access to lower-cost generation from Queensland. We have also progressed regulatory approval for
the construction of Project EnergyConnect (a new interconnector to between SA with NSW) which will further
improve affordability to customers in NSW, ACT and SA. We are working in partnership with the NSW
Government to deliver the Central-West Orana Renewable Energy Zone (REZ). The
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building of REZs will support the introduction of more renewable generation and continue to push electricity
prices down for customers.

Aboriginal and Torres Strait Islander Engagement

We recognise we have an important role to play in improving the voice of Aboriginal and Torres Strait Islander
people in the work we do. We have appointed an Indigenous Engagement Specialist to work with our major
projects team and have developed our Aboriginal and Torres Strait Islander Engagement and Participation
Strategy for Major Projects. On Project EnergyConnect, we are working directly with 28 Aboriginal Land
Councils and local Aboriginal groups to ensure their views are heard and represented. Our reconciliation
journey is Board sponsored and championed by our CEO, in collaboration with TransGrid’'s Executive team
and RAP Advisory Committee. We have laid the groundwork for the second stage of our RAP journey,
launching our Innovate RAP, which is the result of reflection on our first year.

Powering Sydney’s Future Stakeholder Monitoring Committee (PSF SMC)

Our PSF SMC is now in its second year of operation and has provided a platform for our customers to engage
directly with us on an important project that will impact many customers in Sydney. The PSF SMC has
facilitated dialogue between our customers, executive and project team and provided a forum to share
information, yielding learnings for both our business and the PSF SMC members. At the conclusion of the first
year we were delighted that members felt the engagement forum provided value and agreed that it continue
for another year.

FY21 customer objectives

To continue to improve the value we provide to our customers, we have set ourselves three key objectives for
the coming year. Each of these objectives represents a stretch target and is articulated as the customer
experience we wish to achieve.

1. Customers and stakeholders trust that the assessment of planned major capital works is
transparent and customer-centric, and understand the processes to determine the scope, benefits
and cost.

We understand the scale of the major projects supporting the transition of the energy system is
unprecedented, and represents a challenge for our business and for customers. We are committed to
presenting a customer-focused and transparent assessment of capital projects. We know our business
has a responsibility to make the case for expenditure on major capital projects if we want customers to
understand and accept the need for them. To pursue this objective we intend to seek more ways to
involve customers and stakeholders in our decision-making processes and in the assessment of major
projects. Progress on this outcome will be measured through project engagement and annual surveys.

2. Directly connected customers trust their needs are respected and reflected in our business
practices, and they consider us a strong and consistent partner on projects.

We will pursue this objective through the work of our dedicated customer team and executive leadership
team, with the continued development and improvement in the alignment of planning and communication
processes with customers. Progress will be measured through project engagement and yearly surveys.

3. Landowners and impacted communities trust us to take their needs and concerns into account
when planning works, and to minimise any disruption to their lives.

Having the trust of the communities we work in and of those who are impacted by our projects is more
important than ever as we work to deliver key projects needed for the energy transition. We will pursue
this objective by engaging in genuine consultation with communities and incorporating the feedback we
receive in our planning processes. We will measure this outcome through yearly surveys with landowners,
examination of the content of complaints that we receive, and feedback received through our direct
engagement on projects like EnergyConnect and HumeLink.

)
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Our disclosure process

In preparing our 2020 Energy Charter disclosure, we have brought together reflections on our business,
feedback from our customers and stakeholders, learnings since the 2019 disclosure and recommendations
made by the Independent Accountability Panel. We have sought and incorporated feedback from our TAC on
our disclosure. Our report provides honest insights into our performance and our plans for the future. We
understand that for our disclosure to be of value it must be accessible and following the recommendations of
the Independent Accountability Panel, we have limited our disclosure to 10 pages. We have tried to include
information that is of relevance and interest to our customers and stakeholders and welcome all feedback on
our disclosure.

We also recognise the feedback of the Independent Accountability Panel that greater comparability of
information reported between signatories would be of benefit to customers. In recognition of this feedback
from the Independent Accountability Panel, we have been working with our Queensland transmission
counterpart, Powerlink, to report on similar measures and metrics where possible.

FY20 Maturity self-assessment overview

As part of our Energy Charter process for 2020, we have undertaken a self-assessment of the maturity of our
approach to the principles of the Energy Charter. This process has helped highlight areas where can continue
to improve the value we are providing to our customers. Further detail on our self-assessed performance and
objectives for improvement can be found in the following pages of our disclosure.

FY20 Maturity Self-Assessment

Elementary | Emerging | Evolved | Empowered | Exceeding

Principle 1 — We will put customers at the centre of our business

and energy system .
Principle 2 — We will improve energy affordability for customers .
Principle 3 — We will provide energy safely, sustainably and
reliably
Safety .
(maximum rating ‘Evolved’)
Environment .

Shift to cleaner energy system

Connection, service and reliability

Principle 4 — We will improve the customer experience

Fair customer outcomes

Customer communication

Complaints

Principle 5 — We will support customers facing vulnerable
circumstances

—@—®

Legend for the following pages:

* 2020 TransGrid Stakeholder Reputation Report
*TransGrid FY20 Annual Review

* Information similarly reported on by Powerlink
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Principle 1. We will put customers at the centre of our
business and the energy system

We recognise that as the monopoly transmission service provider to NSW and the ACT, all customers rely on
our services to meet their electricity needs with few other options available to them. We understand the
decisions we make as a business will have an impact on all energy consumers and it is our responsibility to

ensure we are operating in the long term interests of customers.
Maturity Assessment

Current Maturity: Emerging

Maturity Assessment

We acknowledge we can improve our performance in accordance with
themes one and five of the Independent Accountability Panel’s report,
those being ‘know your customers and communities’ and ‘close the
loop on initiatives’. To achieve this we will focus on our practices for

3 -Year target: Evolved

Overall Customer

engaging with landowners and customers on our major transmission Metrics

projects, and on processes to ensure we are accountable back to those | 5 \et Advocacy Score +28% (+18%
customers. A central element of this approach will be a continuation of in 2019)*~

direct involvement from our CEO and executive team in engagement

. . > Reputation score +92% (+82% in
forums with consumer representatives. 2019)*

> Trust score +72% (+80% 2019)**

Engagement and Accountability

Feedback from our customers has reinforced to us how important direct lines of communication into our
business are in helping to amplify the customer voice and making us accountable back to customers. Our
CEO and executive team engage directly with customers and stakeholders to ensure they understand
customer priorities and needs. We have a number of established processes to facilitate this engagement.

We are currently developing and implementing new processes for ongoing consultation for the assessment
and delivery of our major transmission projects, informed by feedback from customers and stakeholder and
our learnings from previous processes. The successful implementation of these projects is vital to the
transition of the energy system and requires extensive and detailed assessment and consultation to ensure
they provide the necessary benefit to energy consumers.

Customers expect us to be able to demonstrate that any proposed project is rigorously and transparently
tested to ensure it will deliver value to customers. We want to be a leader in this field - our current approach
has been informed by past consultative processes where we have not engaged as openly as needed. Our
objective is to implement ongoing consultation processes on our projects that provide transparency and
accountability at an executive level. We recognise our improvement in this area will be an iterative process,
with ongoing refinement based on customer feedback.

Improving our approach to customers

We are working to improve the customer centricity of our business and the way that we engage with
customers and represent their needs in the work we do. Some of our current and completed actions include:

> Arefreshed code of ethics and conduct for all TransGrid employees now includes our Energy Charter and
customer commitment;

> Delivery of our 2019 commitment to attribute 50 per cent of the performance review process to staff
behaviour, including a customer focus;

> Formalisation of annual review process undertaken for our TransGrid Advisory Council to ensure the
forum evolves with customer feedback;

> Dedicated fortnightly consumer engagement process for Project EnergyConnect and implementation of
an inclusive procurement process;

Introduction of an executive level KPI to deliver cultural change, and delivery of first culture survey;

We are currently investigating new approaches to engaging with the community on our major projects,
focussing on ensuring landowners feel understood and that their needs are reflected in our processes.

Y
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Principle 2. We will immprove energy affordability for
customers

We understand the cost of electricity to customers is a core concern, particularly in the current economic
climate. Transmission networks play an important role in the supply chain and our services cost end user
customers approximately 1.1 cents per kilowatt hour® making up approximately 4%# of an average retail bill.

Maturity assessment

Maturity Assessment

Our business is in a unique position to deliver lower electricity prices for
customers. We understand there are many dimensions to affordability, Current Maturity: Emerging
and we are working to reduce the price of electricity for customers by
reducing our own costs, connecting new low-cost generation and

improving the ability to trade electricity between states through Afford ability Metrics
progression of our interconnector projects.

3 -Year target: Evolved

We are also focused on close scrutiny of how the costs of our future N CF:EStrUCtiCt’”dOS Ql\:‘l_tcor?gle;(;:ed
. . . . . WITh expecte enerits o
investments will translate into customer price impacts to support a more illion fo electricity consumers®
informed conversation around the benefits to customers of capital

projects. > 1,690MW of new renewable
generation connected to the

e
Delivering major projects grid

. . e e . > 1.1 c/p KWh cost impact to end
A central focus of our business is facilitating the transition to the future user customers

energy system in the long term interests of customers. We are
progressing a number of major projects, as identified within AEMO’s ISP. These projects are to improve (or
establish) interconnection between states to enable greater generation sharing and enable connection of
renewable generation. This is to provide increased competition within the wholesale electricity market, to
reduce the forecast price paid by customers. Each project is rigorously tested to confirm customer benefits
prior to any construction investment being made. We continue to work closely with customers, stakeholders,
governments and regulators to achieve this. We are pleased to report construction has commenced for the
approved upgrade of QNI which will allow improved access to lower-cost generation in Queensland and
deliver affordability benefits to consumers within NSW and the ACT.

Improving the inclusion of customers in major project assessment

We recognise the complexity of major projects necessitates deeper consultation. This recognition is built on
reflection of past processes, where we did not adequately consult on key project elements and thus struggled
to communicate the need effectively to customers and stakeholders. We are working to improve the quality
and transparency of our consultation - over and above regulatory requirements. An example is our approach
to consulting on Project EnergyConnect, which is based on feedback from customers and consumers and has
sought to involve stakeholders’ at all key stages, and we will apply our learnings from this project for future
projects. Some examples of our consultation initiatives include:

> Created a standing fortnightly meeting attended by members of the project team, our executive,
government, customers and stakeholders to ensure transparency and regular opportunities to engage
with us on the project;

> Facilitated a number of deep-dive workshops in NSW and SA to discuss details of the project and
covered the travel costs for attendees (where requested) to ensure they can participate;

> Adopted a transparent procurement process in consultation with consumer representatives, and the
creation of a consumer observation panel to monitor the process.

3 AER - TransGrid - Post-tax revenue model, 2019-20 Return on debt, April 2020
4 AEMC price trends report 2019 and AER - TransGrid - Post-tax revenue model, 2019-20 Return on debt, April 2020
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Principle 3. We will provide energy safely, sustainably and
reliably

The safety of our staff, customers, contractors and communities is our highest priority. COVID-19 has
introduced a new safety risk and we have adapted our processes accordingly, ensuring we can maintain work
that is essential to the upkeep and operation of our transmission network. We are proud to report we have
been able to adapt our processes to ensure we keep our staff and contractors safe while they work to ensure
we provide customers and energy consumers in NSW and the ACT with safe and reliable electricity.

Maturity Assessment

Maturity Assessment

In assessing our maturity and performance against Principle Three, we
recognise that as a transmission business we contribute positively to Overall Maturity: Evolved
the decarbonisation of the electricity network, however our business

can improve its approach to environmental sustainability. Investors and
customers are increasing the focus on the environmental performances Safety, Sustainability

of businesses, and we are responding. ey e .
and Reliability Metrics

3 -Year target: Evolved - Empowered

Safety and Environment
o ) o > Network Reliability statistic
The safety of our staff, contractors and the public is our highest priority. 99.99979%*

As part of our focus on continual improvement, we have worked to

. . >  Focus on safety score +97%
improve the focus on mental health and wellbeing as a core element of (+97% in 2019)*

staff and contractor safety. Earlier in the year we observed an uptick in
safety incidents, primarily amongst contractors. In response to this, our
CEO instituted a whole-of-business ‘hard’ safety restart, halting work

> 540 MW of new generation
capacity*”

and requiring our staff and contractors to attend a safety workshop. We

have also made progress on a new contractor Safety Management System, an app to manage the safety of
all internal and contractor workers, and are pioneering the use of drones for restringing transmission lines as
a safer and more cost-efficient option to helicopters. The continuation of these programs will be a focus for
our business in continuing to improve our safety maturity.

We are developing our first ESG strategy with customer and stakeholder input, and our first Network Climate
Change Adaption Strategy. We are focusing on improving the sustainability of our infrastructure and ability to
respond to the increased risks presented by climate change. This focus will ultimately mean less disruption
and cost to consumers due to issues caused by ill-adapted infrastructure. We have not disclosed information
on carbon emissions in this document due to a current audit of our data. We look forward to including this
information and updates on the progress and outcomes from our new strategy’s in future disclosures.

Shift to a cleaner energy system

TransGrid is at the forefront of the transition to an energy system with more renewable generation, connecting
new wind and solar generation to our network. We are working closely with customers, stakeholders,
regulators and governments to ensure the transition, including our ISP projects, are progressed in the best
interests of energy consumers. We are developing a Network Vision document in partnership with the CSIRO
and ClimateWorks Australia - with input from our TAC - that will provide detailed modelling and scenario
analysis to support the transition of the energy sector and economy.

Connection, service and reliability

The connection of generation, and provision of a secure and reliable flow of electricity, is central to
TransGrid’s role in the energy supply chain and the service that we provide to all our customers. We monitor
and measure the reliability and security of our service 24 hours a day, and our executive management team
and board are regularly updated on our performance and any disruptions to customers.

)
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Principle 4. We will improve the customer experience

Ensuring our business is accessible to our customers and stakeholders is core to improving the way we do
business. Although transmission businesses historically may not have considered themselves as having
many direct customer touch points, we recognise we work and interface with load, generation, network
customers, landowners and communities as customers and have a responsibility to ensure we are accessible
and accountable to them. This is an area that that we believe we can continue to improve.

Maturity assessment

Maturity Assessment

As our business continues to develop a more customer-centric culture, we
are examining the ways that we can improve the service that we provide Overall Maturity: Emerging
to customers. Our customers provide us informed feedback of how we can | 3 -vear target: Evolved

improve the way that we communicate with them, and how we can
effectively, ‘close the loop’ to demonstrate our accountabilities. We are Customer Experience

progressing a number of initiatives based on our reflection of our Metrics
performance and on the Independent Accountability Panel report. In
particular we are focused on improving the service we provide customers > Direct Customer Net Advocacy

and landowners impacted by our existing and future assets. Score -4% (+19% in 2019)*

>  Landowner Net Advocacy Score

Working with our directly connected customers +43% (+2% in 2019)*

We work closely with our directly connected customers through our

dedicated Customer Team and through our executive body to ensure that our business is accessible for our
customers. Customers have told us that this is important to them, as is our communication with them on all
business related activities. Customers provided feedback that we can improve the way we communicate and
engage with them on planned works, project timelines and planned outages, as these have the potential to
impact our customers. Engaging with our customers to address this feedback and improve the quality of our
communication and accountability is a priority for the coming year.

Improving the experience of landowners and communities

We recognise the location of our assets will have an impact on a local community or landowner, both in
disruption during construction, and the ongoing need to access assets for maintenance. Landowners have
told us that it is often the ‘little’ things that can make a big difference, like letting them know when we will be
coming on their property, and ensuring we close and lock gates. We are committed to ensuring we take every
step to minimise our impact on their lives and to ensure their experience working with us is positive.

Improving our service to customers

Feedback from our customers has shown us that we can improve our approach to communication with them,
both in the way that we communicate externally, but also the ease and effectiveness by which they can
communicate with us. As part of our approach to improve our maturity in this area, we are:

> Improving our communication and accountability around outage planning by developing a Customer
Outage Communication plan; We will establish annual meetings with all customers to better understand
their plans for the year, communicate necessary maintenance that may impact them, and working to align
outage maintenance with customer’s plans to minimise any impact;

> Conducting an independent review of our complaints management system, as committed in our 2019
disclosure. Our focus is on improving the management and tracking of complaints through our business
for major projects. We will increase the scope of the review in the future to include complaints
management across BAU business activities;

> Improving the accessibility of our online easement development portal to make it easier for customers to
lodge requests to develop near our assets. Our next stage for improvement will be linking our portal to the
NSW Government’s website, where the majority of development applications come to us to improve
accessibility for customers.
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Principle 5. We will support customers facing vulnerable
circumstances

As a transmission business, support for vulnerable customers has traditionally been considered in terms of
our directly connected customers and communities and landowners who have our assets on their land. We
are working closely with consumer advocates and our community organisations to better understand and
improve our performance in providing support to end-user customers facing vulnerable circumstances.

Maturity assessment .
y Maturity Assessment

We recognise we have more work to do in this area. During COVID-19 we
have provided meaningful support to customers facing vulnerable Current Maturity:
circumstances. We are focusing of improving our support by better Elementary/Emerging

leveraging and supporting organisations that are already supporting 3 -Year target: Emerging - Evolved
customers in vulnerable circumstances. Our major projects will also )
provide economic growth in regional Australia, assisting the recovery from | Community Support
COVID-19. As part of our plan to improve in this area, we have introduced | Netrics

a new metric into our annual stakeholder research to help assess our

performance in this area. > $270,000 of funding to NSW
community groups

COVID-19 > Sensitivity to the needs of

vulnerable customers score of

We have been confronted by the impact of COVID-19 and the financial +78%*

hardship facing many businesses and customers. We have taken a

number of steps to reduce the amount that customers will pay on their

energy bills so as to limit our contribution to their financial burden. We have offered relief in the form of
waiving or deferral of network charges for consumers and small business facing hardship from COVID-19.
Waived revenue will not be recovered in future years. We have also reduced the rent on buildings we own for
some smaller commercial tenants to help them manage their cash flow through this period. These actions will
have a financial impact on our business, however we are committed to doing what we can to support
customers in this difficult time.

Providing support to the communities in which we work

TransGrid is a regionally-based business, and our staff feel a deep connection to the communities in which
we work. A focus of our business is to ensure that we are a beneficial presence in the communities in which
we operate and there are a number of ways in which we do this, including investing in community grants (see
below). Our business is also progressing a number of major projects as part of the transition of the energy
system. These projects have the capability to provide significant economic stimulus to regional areas and this
is something we are pursuing as a benefit of these projects. An example of this is that we have included
quotas for local procurement for Project EnergyConnect, based on feedback provided from customers and
stakeholders.

Improving our support for customers facing vulnerable circumstances

> We provide not-for-profit groups with funding to help deliver initiatives that will have a tangible and lasting
impact on local communities. Over the past 12 months, we have invested $270,000 including a major
sponsorship of $50,000 to the Ethnic Community Services Co-operative to support their important work
with culturally and linguistically diverse Australians and $50,000 to support the Clontarf foundation which
supports the education and employment on Aboriginal and Torres Strait Islander men.

> We encourage staff to identify ways we can increase our support to those in need. An example is an
initiative from our staff in northern NSW, where water being used to test new substation assets on site
has been recycled and used to help top up dams of surrounding farmers experiencing drought.
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Who we are

TransGrid operates and manages the high voltage electricity transmission network in New South Wales
(NSW) and the Australian Capital Territory (ACT). TransGrid’s network transports electricity from generation
sources such as wind, solar, hydro, gas and coal power plants to large directly connected industrial
customers and the distribution networks that deliver it to homes and businesses. TransGrid is committed to
providing safe, reliable, and affordable electricity.

CONTACT DETAILS

For all enquiries regarding TransGrid’s Energy Charter disclosure contact:

Graeme Wedderburn
Graeme.Wedderburn@transgrid.com.au

Robert Ephraums
Robert.Ephraums@transgrid.com.au

TransGrid 2020.

All rights reserved.

NSW Electricity Networks Operations Pty Limited (ACN 609 169 959), as trustee for NSW Electricity
Networks Operations Trust (ABN 70 250 995 390). Registered business name is TransGrid (ABN 70 250
995 390).

www.transgrid.com.au
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