S as at 30 September 2025

Services

Metering

Jemena Gas Network - Service Performance

Metrics definition

Service
Performance CY25

MTH

Acrual

CYTD Actual | Commentary

Consecutive estimated meter reads

Mleter data delivery
Meter read performance (except in case of permitted skip codes]

Connections
Timely meter activation

Timely reconnections

Temporan discannections attempted within 520

Feter Mot On Premise

E-G connections [under Model Standing Offer)

Making basic & negotiatied residential offers

Customer Service
Grade of Service bar General Enquiries

Grade of Service for Faulks
Quality and reliability

Unplanned System Auverage Interruption Frequency Index: [SAIF)

Unplanned System Awverage Interruption Ouration Indes [Sal00) ™

** reported annually

Ferzentage of customers who receive 3 or more cyelic
meter read estimates in 12 maonths [rolling)

Fieads delivered within compliance timeframes

Ferzentage of routine reads delivered as estimated
reads in a calendar month

Annual 2 meters activated within SE0 of physical
installation

Ferzentage of reconnections completed within GB0 of
CFD

Percentage of AML where JGM attends site and
attempts disconnection within BB0 of nominated date

Fercentage of sites investigated and rectified within
45B0 af the meter read with zkip code 01

Timely connection, completed within 20B0 of receiving
the completed application

Percentage of offers made within SEDMEED

¥ Customer zervice calls answered within 20 seconds

*% Customer service calls answered within 30 seconds

outages per 1000 customers [reported annually)

hiowrs peer 1,000 custamers [reported annually)
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5 September recorded a consistent volume of MRMOP cases with a stable completion rate, ensuring
timely feedback to retailers. A significant number of cases were reviewed and resoleed, including
legacy itemns, with balanced efforts across both new and outstanding cases to deliver thorough and
prompt outcomes.
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