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Executive Summary

INTRODUCTION

The Rottnest Island Authority (RIA) has an Electricity Integrated Regional Licence (EIRL3
Licence) issued by the Economic Regulation Authority (‘the Authority’) under Sections
36(1) and 37(1) of the Electricity Industry Act 2004 (WA).

Under Section 13 and 14 of the Electricity Industry Act 2004 (WA), the RIA is required to
provide to the Authority a Performance Audit and Asset Management System Review of
the Rottnest Island EIRL3 Licence to cover the period 1 February 2008 to 31 March 2009.

In November 2008, in accordance with Section 32(1) of the Electricity Industry Act 2004
(WA), the Authority served notice to RIA to rectify its contravention of its Integrated
Regional Licence. Specifically, the Authority required the RIA to rectify the non-compliance
with Clause 24.1 and Clause 5 of RIA’s Integrated Regional Licence identified in the Post
Audit Implementation Plan — Rottnest Island Electricity Licence Performance Audit and
Asset Management Review prepared by Qualeng and submitted to the Authority on 19
September 2008. The Authority required the RIA to rectify these contraventions by no later
than 31 March 2009.

This audit comprised a Performance Audit of the RIA’'s compliance with the licence
conditions and a review of the Asset Management System.

The objective of audit was to provide an assessment of the effectiveness of measures
taken by the licensee to maintain the performance and quality standards referred to in the
licence.

The objective of the Asset Management Review was to assess the adequacy and
effectiveness of the asset management system in place for the planning, construction,
operation and maintenance of the licensee’s assets.

The audit/review applied a risk-based audit approach to focus on the systems and
effectiveness of processes used to ensure compliance with the standards, outputs and
outcomes required by the licence.

The audit/review covered the period from 1 February 2008 to 31 March 2009 inclusive.
CONCLUSION
Performance Audit

The audit reviewed the action taken on previous audit recommendations and confirmed
that of the 83 previous audit recommendations, all except 10 have been completed (7 are
partially completed and 3 are outstanding). This demonstrates that there has been a major
improvement in compliance with the licence conditions. The outstanding issues
concerned:

e Not providing an annual written notice to eligible customers under the clause 21(3)
of the Electricity Industry Network Quality and Reliability of Supply Code; and

e Updating the Meter Readings — Work Procedures with more specific details of the
use of estimated or deemed data in place of actual data.

Through the execution of the Audit Plan and assessment and testing of the control
environment, the information system, control procedures and compliance attitude, the audit
team members have gained reasonable assurance that the Rottnest Island Authority has
complied with its Integrated Regional Licence performance and quality standards during
the audit period 1* February 2008 to 31% March 2009 apart from 4 exceptions out of 372
individual compliance obligations, as noted below:
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e Not engaging an independent auditor for the period ending 30 June 2008 in
accordance with clause 26 of the Electricity Industry Network Quality and
Reliability of Supply Code; and subsequently not providing the audit report to the
Authority in accordance with clause 27(1) and 27(3) of the Electricity Industry
Network Quality and Reliability of Supply Code (an audit is currently in progress);

e Not providing an annual written notice to eligible customers under the clause 21(3)
of the Electricity Industry Network Quality and Reliability of Supply Code;

¢ Not publishing required information (independent auditor report per Section 26(1)
of the Network Quality and Reliability Supply Code as it was not completed for the
year ended 30 June 2008); and

e Not publishing required information within the required timeframe under Section
26(1) of the Network Quality and Reliability Supply Code and 13.15(1) of the Code
of Conduct (annual report).

These are largely historical issues that should be rectified in future by the new compliance
framework that has been put in place.

Other improvements identified concerned the following:

e Obtain an annual compliance certificate from Sunco and McGees Property to
confirm their compliance with various requirements of the Code of Conduct;

e The Hardship — Electricity Policy needs to be reviewed and updated to include
other specific requirements of the Code of Conduct; and

e Review and update the Tungsten Meter Readings — Monthly work procedure to
include the requirements of Section 5.24(2), 5.24(3) of the Electricity Industry
Metering Code.

The audit confirmed the RIA has complied with its compliance reporting obligations for the
period 1 July 2008 to 30 June 2008, except for the Network Quality and Reliability of
Supply Code Report and the Code of Conduct Report being published on the RIA’'s
website one day later than required and except for RIA not engaging an independent
expert to audit, and report, on the on its systems for monitoring, and its compliance with
specific requirements.

Asset Management Review

The review of the asset management system shows that there has been a significant
improvement in processes since the previous review with all previous recommendations
having been implemented.

For the audit period of 1 February 2008 to 31 March 2009, the review concluded that
effective asset management processes are operating and are quantitatively controlled.
There were no major exceptions.

Several opportunities for further improvements have been recommended in the Post-Audit
Implementation Plan.

POST AUDIT IMPLEMENTATION PLAN

The Post-Audit Implementation Plan provides a summary of the issues and
recommendations from the performance audit and asset management review with
management responses from the Rottnest Island Authority.

The Post Audit Implementation Plan has been developed by the audit team in consultation
with the licensee and has been approved by the licensee.
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SIGN-OFF
We confirm that the Authority’s Audit Guidelines: Electricity, Gas and Water Licences have

been complied with in the conduct of this audit and the preparation of the report, and that
the audit findings reflect our professional opinion.

GEOFF WHITE
DIRECTOR

4 Aucust 2008
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1 Performance Audit
11 83 - Electricity Industry Act Section 14.1(b) Tungsten’s ‘License and Permit Register — | Clause 24.2 of the RIA’s | Jim Moss
Rottnest Island — Facilities Management | electricity licence .
_LI_Jnder the hF?:U _,lA.gri/tlament ber:vvlcla(fanlf_lthﬁ RIA e}nd Contract’ should be updated with the required | stipulates that any material Rob Smithson
ungsten, the faﬁ' ItF)ell A’aréa}ger_s_ all fu Ilt f_ reporting timeframe under this clause for notification to | change to the Asset
requirements of the s Electricity Supply Licence. the Authority of any substantial changes to | Management System is
S|ghted the Tungsten’s ‘License and Permit Register — generating works or distribution system. re_po_rted to th_e Authority 31 August 2009
Rottnest Island — Facilities Management Contract’ and within 10 business days.
confirmed that the requirement to notify the Authority of This requirement will be
any expansions or changes to supply and distribution is added to the
included. However, Audit noted that the required licence/permit register as
timeframe under this clause for such notification is not recommended.
specified in the register.
1.2 151 - Code of Conduct clause 4.5(1) Include this requirement in an annual | This will be added as | Rob Smithson

Section 2.2 of the CSC complies with the minimum
contents of bill requirements. Also, Audit sighted Tax
Invoice/Receipts provided to the customers by Sunco
Management and confirmed that the content of the bill
is compliant with this clause.

However, audit noted that there is no formal
confirmation of compliance obtained from Sunco and
McGees Property concerning the need to include on
invoices, advice about the availability of multi-lingual
services.

compliance certificate to be obtained from
Sunco and McGees Property.

recommended.

31 August 2009
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1.3

173 - Code of Conduct clause 4.19(2)

The requirement to inform a customer within 10
business days of the RIA becoming aware of the error
resulting in overcharging the customer and ask the
customer for instruction as to whether the amount
should be credited to the customer’s account or repaid
to the customer is not specifically confirmed by Sunco
and McGees Property.
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Recommendation

Include this requirement in an annual
compliance certificate to be obtained from
Sunco and McGees Property.

Management Response

This will be added as
recommended.
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Person
Responsible &
Completion
Date

Rob Smithson
31 August 2009

1.4

174 - Code of Conduct clause 4.19(3)

Section 2.5 of the CSC states that if an error is made
resulting in customer paying more than the correct
amount, the excess amount will be refunded to the
customer, or credited to the customer’s account within
12 working days.

However, Audit noted that Section 8.6 of the Standard
Form Contract states that RIA will refund money
overpaid on the account to the customer, but no
timeframe is specified within which this action ought to
happen. There is no specific confirmation that this
requirement is being met by Sunco and McGees
Property.

Include this requirement in an annual
compliance certificate to be obtained from
Sunco and McGees Property.

This will be added as
recommended.

Rob Smithson
31 August 2009

15

175 - Code of Conduct clause 4.19(4)

The requirement that if RIA does not receive any
instructions from the customer on whether to repay or
credit the overcharged amount to the customer within
20 business days of making the request, RIA must
credit the amount overcharged to the customer’s
account is not covered by the SFC or confirmation from

Include this requirement in an annual
compliance certificate to be obtained from
Sunco and McGees Property.

This will be added as
recommended.

Rob Smithson
31 August 2009
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Sunco and McGees Property..

Audit confirmed with the FOU Contract Manager that
there were no overcharged amounts during the audit
period.

0
[OIN7))
(SN )
= =
S o
e
o=
EU
oL
O 4

w

Recommendation

Management Response
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Completion
Date

1.6 179 - Code of Conduct clause 5.3 3 If direct debit is not offered by the RIA as a | As per the Code of Rob Smithson
. . method of payment, then this option should be Conduct 2008, Direct
Sunco no_longer <_)ffer_s a direct debit . method of deleted from the Standard Form Contract. Debit is not a mandatory 31 August 2009
payment on the tax invoice. However, Audit noted that bill paying option. The
the Section 8.5 of the Standard Form Contract still SEC will be ameﬁded to
offers direct debit as a method of payment. delete this option in line
with the CSC.
1.7 180 and 181 - Code of Conduct clause 5.4 and 5.5 4 Include these requirements in an annual | This requirement will be Rob Smithson
. . compliance certificate to be obtained from added.
The requirement for RIA to accept payment in advance Sun(?o and McGees Property 31 August 2009
from a customer on request and the minimum amount '
is not stated in the SFC and is not specifically
confirmed by Sunco and McGees Property.
A retailer must, at no charge, offer a residential
customer a redirection of the customer’s bill to a third
person, if requested by a customer who is unable to
pay by a minimum payment method, due to illness or
absence. This is stated in the Hardship Policy but as it
may also apply to non-hardship customers,
confirmation of compliance needs to be obtained from
Sunco and McGees Property.
1.8 182 — 184 Code of Conduct clause 5.6(1) to (3) 3 Sunco and McGees Property to provide an | Evidence of compliance by | Rob Smithson

Audit sighted a letter by which RIA instructed Sunco
and McGees Property to be fully conversant with the
requirements and obligations of the Code of Conduct.

annual certificate of compliance with the
requirement of this clause of the Code of
Conduct.

way of letters from Sunco
and McGee’s will be
requested.

31 August 2009
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However, no evidence was available to audit
confirming that Sunco and McGees Property comply
with this clause of the Code of Conduct.

1.9 190 - Code of Conduct clause 5.8(3) 3 Include this requirement in an annual | This requirement will be Rob Smithson
compliance certificate to be obtained from added. 31 August 2009

A retailer must not recover or attempt to recover a debt Sunco and McGees Property.

relating to a supply address from a person other than
the customer with whom the retailer has or had entered
into a contract for the supply of electricity to that supply
address.

However, no evidence was available to audit
confirming that Sunco and McGees Property comply
with this clause of the Code of Conduct.

1.10 199 - Code of Conduct clause 6.4(2) 3 The Hardship Policy — Electricity to be | The Hardship Policy will Rob Smithson
updated for the requirements of -clause be amended as 31 August 2009

Item 74,85 a_nq Sectic_m 8 in general of thg Hardship 6.4(2)(f) and 6.4(2)(h) of the Code of Conduct. recommended.
Policy — Electricity partially covers the requirement of

this clause.

However, audit noted that the Hardship Policy is silent
on the need to:

- specify that due to seasonal fluctuations in the
residential customer’s usage, paying in instalments
may result in the residential customer being in credit or
debit during the period of the plan; and

- make provision for re-calculation of the amount of the
instalments where the difference between the
residential customer’s estimated consumption and
actual consumption may result in the residential
customer being significantly in credit or debit at the end
of the period of the plan.

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc
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111 204 & 205 - Code of Conduct clause 6.9(1) & (2) 3 The Financial Hardship policy should be | The Hardship Policy will Rob Smithson
. . . . updated for the requirement of this clause. be amended as
The requirement to determine the minimum payment in recommended. 31 August 2009
advance amount for residential customers experiencing
payment difficulties or financial hardship in consultation
with relevant consumer representative organisations is
not included in the Financial Hardship policy.
1.12 212 - Code of Conduct clause 7.2 3 Include this requirement in an annual This will be added as Rob Smithson

This clause relates to the limitations on disconnection
for failure to pay bill, for reasons not limited to financial
hardship.

Section 6.1 item 1 ‘Non-payment of a bill' of the
Standard Form Contract partially cover the
requirements of this clause in relation when the
customer has entered into an approved payment
arrangement for financial hardship or where the
customer has agreed to a payment plan due to
payment difficulties. This is also covered by the
Hardship Policy — Electricity.

Audit noted that there is no confirmation from Sunco
and McGees Property re the requirement for no
disconnection of a customer's supply address for
failure to pay bill:

- within 1 business day after the expiry of the period
referred to in the disconnection warning;

- if the customer has made an application for
concession;

- if a customer has failed to pay an amount which does
not relate to supply of electricity; or

- if the supply address does not relate to the bill.

compliance certificate to be obtained from
Sunco and McGees Property.

recommended.

31 August 2009
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1.13

240 - Code of Conduct clause 10.1(3)

Section 15 of the SFC does not provide any timeframe
for provision of the information on tariffs that was
requested by a customer. There is also no
confirmation from Sunco and McGees Property that
this requirement is being met.
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Recommendation

Include this requirement in an annual
compliance certificate to be obtained from
Sunco and McGees Property.

Management Response

This will be added as
recommended.
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Person
Responsible &
Completion
Date

Rob Smithson
31 August 2009

1.14

243 - Code of Conduct clause 10.2(3)

Bills are issued on a monthly basis. Section 8.1 of the
SFC and Section 2.1 of the CSC provide for supply of
additional statements of account on request for a fee.
However, audit noted that the required timeframe for
provision of additional statements of account is not
stated in the SFC or the CSC. There is also no
confirmation from Sunco and McGees Property that
this requirement is being met.

Include this requirement in an annual
compliance certificate to be obtained from
Sunco and McGees Property.

This will be added as
recommended.

Rob Smithson
31 August 2009

1.15

245 - Code of Conduct clause 10.3

The CSC provides for concession information to be
provided to customers. Section 15 ‘Customer
Information’ of the SFC does not include provision of
concession information to a customer on request.
There is also no confirmation from Sunco and McGees
Property that this requirement is being met.

Include this requirement in an annual
compliance certificate to be obtained from
Sunco and McGees Property.

This will be added as
recommended.

Rob Smithson
31 August 2009

1.16

247 - Code of Conduct clause 10.5

Section 15 ‘Customer Information’ of the SFC does not
include provision of information relating to the
distribution of electricity to a customer on request.
There is also no confirmation from Sunco and McGees
Property that this requirement is being met.

Include this requirement in an annual
compliance certificate to be obtained from
Sunco and McGees Property.

This will be added as
recommended.

Rob Smithson
31 August 2009

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc
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1.17

248 - Code of Conduct clause 10.6

Sighted Tungsten’s File Note acknowledging that on
request by a customer, Tungsten will provide general
information on safe use of electricity, on quality and
reliability of supply.

Section 15 “Customer Information” of the Standard
Form Contract does not include the requirements of
this clause. There is also no confirmation from Sunco
and McGees Property that this requirement is being
met.
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Recommendation

Include this requirement in an annual
compliance certificate to be obtained from
Sunco and McGees Property.

Management Response

This will be added as
recommended.
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Person
Responsible &
Completion
Date

Rob Smithson
31 August 2009

1.18

251 - Code of Conduct clause 10.7(3)

Section 2.1 of the CSC does not provide any timeframe
for provision of requested consumption data. There is
also no confirmation from Sunco and McGees Property
that this requirement is being met.

Include this requirement in an annual
compliance certificate to be obtained from
Sunco and McGees Property.

This will be added as
recommended.

Rob Smithson
31 August 2009

1.19

289 - Code of Conduct clause 13.15(1)

The audit noted that the RIA has prepared a Code of
Conduct Report for the period 1 July 2007 to 30 June
2008.

However, the audit noted that the report was published
on the RIA website on 2/10/2008, therefore 1 day later
than required by the Code. This was due to the
technical difficulties uploading the document, however
these problems were resolved and the report was
published on 2 October 2008.

Audit sighted the RIA’'s Electricity Compliance
Spreadsheet with the Code of Conduct Report due

RIA to ensure that all future Code of Conduct
Reports to be published on the RIA website
within the regulatory timeframes required.

Tungsten’s License and Permit Register
should be updated for the requirement that the
report must be published not later than the
following 1 October on the RIA website.

Recommendations have
been implemented.

Completed

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc
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dates included as part of the schedule of events to
ensure regulatory timeframes are met.

Under the FOU Agreement, Tungsten is responsible
for ensuring the RIA is compliant with all its electricity
licence and reporting requirements. The License and
Permit Register has been amended to include all
reporting requirements and is reviewed weekly at the
FOU meeting. However, the requirement that the
reports must be published not later than the following 1
October on the RIA website is not included in the
register.
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The Meter Readings — Monthly work procedure all
meters are read monthly. The meter reading is marked
down on the manual data entry sheet first and then
entered into the metering database. The Tungsten
Contract Manager advised that the energy data are
transferred into the metering database promptly the

procedure for the prescribed timeframe for
transfer of the energy data into its metering
database.

1.20 357 — Electricity Industry Metering Code clause 3 Tungsten to provide evidence of access to the The requested Steve Clarke
4.8(5) metering database being issued to the information will be Rob Smith
i . . , ) authorised personnel only and that there is a provided ob Smithson
Confirmation was prowded_ by the PMG’s Operations formal procedure in place for authorising new
Support Manager regarding password length and user's accounts and deactivating of user
complexity. account once the user's access is no longer 30 September
However, no evidence was provided of access to the required e.g. staff resignation. 2009
metering database being issued to the authorised
personnel only and that there is a formal procedure in
place for authorising new user's accounts and
deactivating of user account once the user’s access is
no longer required e.g. staff resignation.
1.21 361 — Electricity Industry Metering Code clause 5.3 3 Update the Meter Readings — Monthly work Recommendations will be Steve Clarke

implemented (depending
on length of procedure,
reference to appropriate
code and clause may be
added only).

Rob Smithson

30 September
2009

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc
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same day of the meter reading.

However, audit noted that the work procedure does not
specify the prescribed timeframe for transfer of the
energy data into its metering database i.e. no later
than 2 business days after the date for a scheduled
meter reading for the metering point within or such
other time as is specified in applicable service level
agreement.
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Management Response

1.22 400 — Electricity Industry Metering Code clause 4 Clarify the basis of substitution or estimation Recommendation will be Steve Clarke
5.22(5) of energy data in the Meter Readings — implemented. Rob Smith
. L Monthly work procedure. The basis of ob Smithson
The Meter Readings — Monthly work procedure is in substitution or estimation of energy data
place that deals with provision of estimated data. should be aligned with the estimation basis
However, audit noted that the procedure states: provided in Section 2.4 of the CSC and 30 September
“Should any data be corrupted, unavailable or missing, Section 8.4 of the Standard Form Contract. 2009
the average usage of the past year will be used to
provide data validation”. It is not clear whether the
average usage of the past years is meant to be the
basis for substitution or estimation of energy data
rather than to provide data validation. Moreover, this
estimation basis is not in line with the estimation basis
provided in Section 2.4 of the CSC and Section 8.4 of
the Standard Form Contract.
1.23 403 — Electricity Industry Metering Code clause 3 The Meter Readings - Monthly work Recommendation will be Steve Clarke

5.23(3)

The Tungsten's Contract Manager advised that faulty
meters would be replaced. However, the Meter
Readings — Monthly work procedure does not cover the
requirement of this clause.

procedure should be updated to cover the
requirements of this clause.

implemented. Rob Smithson

30 September
2009

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc
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1.24 | 405 — Electricity Industry Metering Code clause 3 The Meter Readings - Monthly work | Recommendation will be Steve Clarke
5.24(2) procedure to be updated to include reference implemented. Rob Smith
. to the deemed actual data to comply with the ob Smithson
The Meter Readings — Monthly work procedure covers requirements of this clause.
the requirement re actual data for energy data (see
item 452) but the requirement re deemed actual data 30 September
as per this clause is not included in the work 2009
procedure.
1.25 406 — Electricity Industry Metering Code clause 3 The ‘Meter Readings - Monthly work Recommendation will be Steve Clarke
5.24(3) procedure to be updated to include reference implemented. Rob Smith
. to the re estimated or substituted value to ob Smithson
The Metgr Readings — Monthly work procedure covers comply with the requirements of this clause.
the requirement re actual data for energy data (see
item 452) but the requirement re estimated or The basis of substitution or estimation of 30 September
substituted value as per this clause is not included in energy data should be aligned with the 2009
the work procedure. estimation basis provided in Section 2.4 of the
CSC and Section 8.4 of the Standard Form
Contract.
1.26 443 — Electricity Industry Network Quality and 2 A written notice should be provided to eligible | A letter has been Completed
Reliability of Supply) Code clause 21(3) customers about payments for failure to meet | forwarded to Sunco for
. . ) . ) the requirements in Sections 18 and 19 of the | dispatch with next
Aught was not prqwded Wlt.h.ewdence of annual written Electricity Industry (Network Quality and electricity bill to be sent
notice being provided to eligible customers. Reliability of Supply) Code 2005 not less than | out the week
once in each financial year. commencing 29 June
2009. This requirement
has also been included in
the Compliance Register
to occur each year in
June/July.
1.27 450 - Electricity Industry Network Quality and 2 RIA to arrange for an independent audit and | Norman Disney Young Rob Smithson
Reliability of Supply) Code clause 26 report on its systems for monitoring, and its | have been engaged to
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Audit noted that the RIA did not engage an

0
[OIN7))
(SN )
= =
S o
e
o=
EU
oL
O 4

w

Recommendation

compliance with specific requirements on an
annual basis. This is to be carried out in

Management Response

undertake an independent
audit.
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Person
Responsible &
Completion
Date

independent expert to audit, and report on, the ) 30 Septemb
operation of the systems that are in place for respect of the operation of such systems The independent audit wil 2009ep ember
monitoring the RIA’s compliance with Part 2 or an during each year ending on 30 June. be forwarded to the
instrument made under Section 14(3) for the period Minister for Energy and
ending on 30 June 2008. the Authority and will be
Confirmed with the FOU Contract Manager that published on the website
Norman Disney Young (NDY) were engaged to on completion.
undertake an independent audit for the period ending
30 June 2009. The report is currently being finalised by
NDY.
Audit noted that requirement for performance audit and
relevant due dates are included in the RIA’s Electricity
Compliance Spreadsheet and in the Tungsten’s
License and Permit Register.
1.28 451 — Electricity Industry Network Quality and 2 RIA should ensure that all future Network | A separate compliance Completed

Reliability of Supply) Code clause 27(1)

The Network Quality Reliability of Supply Annual
Report 2007/08 was not published on the RIA’s
website by the due date (1/10/2008). The RIA
attempted to upload these documents by the due date
however experienced technical difficulties which were
resolved with uploading taking place on 2/10/2008.

Also, audit noted that a copy of an auditor report
prepared by an independent expert in accordance with
Section 26(1) of the NQ&R Code was not published on
the RIA’s website.

Audit sighted the RIA’s Electricity Compliance
Spreadsheet with the Network Quality Reliability of

Quality Reliability of Supply Annual Reports as
well as a copy of an audit report prepared by
an independent expert to be published on the
RIA’s website within the regulatory timeframes
required.

Tungsten’s License and Permit Register
should be updated for the requirement that the
report must be published not later than the
following 1 October on the RIA website and
available free of charge in the RIA office.

spreadsheet has been
prepared which details all
reports required under the
electricity licence. It also
details dates due and
other information (eg
publishing, forwarding to
minister, independent
auditing of reports etc). A
similar sheet has been
prepared for the water
licence. In addition to this
spreadsheet, examples of
previous reports (or data
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Supply Annual Report as well as independent audit
report publication due dates included as part of the
schedule of events to ensure regulatory timeframes are
met.

Under the FOU Agreement, Tungsten is responsible
for ensuring the RIA is compliant with all its electricity
licence and reporting requirements. The License and
Permit Register has been amended to include all
reporting requirements and is reviewed weekly at the
FOU meeting. However, the requirement that the
reports must be published not later than the following 1
October on the RIA website and available free of
charge in the RIA office is not included in the register.
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sheets as applicable) have
been included to assist
with report preparation.
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Completion
Date

1.29

452 — Electricity Industry Network Quality and
Reliability of Supply) Code clause 27(3)

Audit confirmed that the Network Quality Reliability of
Supply Annual Report 2007/08 was submitted to the
Authority and to the Minister on 23 September 2008.

However, audit noted that a copy of an audit report
prepared by an independent expert was not provided to
the Authority and to the Minister within the timeframes
required.

Audit confirmed the due date for submitting the
Network Quality Reliability of Supply Annual Report to
the Authority and to the Minister is included in the RIA’s
Electricity Compliance Spreadsheet and in the
Tungsten’s License and Permit Register.

RIA should ensure that all future Network
Quality Reliability of Supply Annual Reports as
well as a copy of an audit report prepared by
an independent expert to be provided to the
Authority and to the Minister within the
regulatory timeframes required.

A separate compliance
spreadsheet has been
prepared which details all
reports required under the
electricity licence. It also
details dates due and
other information (eg
publishing, forwarding to
minister, independent
auditing of reports etc). A
similar sheet has been
prepared for the water
licence. In addition to this
spreadsheet, examples of
previous reports (or data
sheets as applicable) have
been included to assist
with report preparation.

Completed
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Asset Management System Review

2.1

Asset Planning — Demand Management

Section 3 of the AMP considers future demand
management issues. This Section shows that there
may be a shortfall in power supply in 2009-10 under a
“business as usual” scenario (graph in Section 3.1,
based on the “Rottnest Island Taskforce” May 2004
report).

Tungsten noted that the reliable plant capacity power
figure of 900 kW quoted in the AMP may be too
conservative, and that the actual figure should be in the
order of 1100 kW. Demand forecasting will need to be
updated based on the revised assessment of power
and future demand (eg. from "Visitors Capacity Survey"
commissioned on Curtin University).

Review the AMP to update the power capacity
figure and the demand curves as applicable.
Review capability to satisfy demand from 2010
onwards.

The need for this review
has been identified and
will be completed.

Steve Clarke
Rob Smithson

30 September
2009

2.2

Asset Maintenance - Procedures

The ‘Work Order Priorities Procedure & Definitions’ is
in place to guide the Power Service Coordinator or
delegated qualified Electrician in assessing the Work
Order and assign a priority under the criteria specified
in the policy and this would suggest action required.

The “Work Order Priorities Procedure &
Definition” may need minor review to remove
uncertainty in response. For example, one of
the criteria for assessment of priority is the
same for P1 (Immediate, without delay) and
P2 (Urgent) response. Job Logging Reports
do not show the procedure priority rating (P1-
P4).

The procedure will be
updated.

Steve Clarke
Rob Smithson

31 August 2009

2.3

Asset Management Information

Procedures

System -

The financial system used by Tungsten for the financial
management of the assets is Microsoft Dynamics Nav

There should be evidence of users and
operators awareness of procedures in use.

Current employees will be
reminded of the

procedures and requested
to sign that they have read

Steve Clarke
Rob Smithson
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(Navision).

Tungsten’s Integrated Management System (TIMS) is
used by Tungsten for asset management.

Tungsten has generic (company-wide) procedures and
have created some Rottnest Island specific procedures
(adapted from generic). More procedures are to be
converted as needed by operation.
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and understood the
procedures.

New employees will be
required to sign that they
have read and understood
the procedures as part of
their induction.
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Quantum

Person
Responsible &
Completion
Date

30 September
2009

2.4

Contingency Planning - Testing

The Tungsten “Rottnest Island Electrical Service
Recovery Plan” dated January 2009 is in place
providing different scenarios and action plans. A
schedule for Electrical Service Recovery Plan drill is
included at the back of the plan.

According to the schedule, each month a different
scenario is to be tested. As advised by the Tungsten
Contract Manager, one scenario has been performed
to date. This was based on a simulated phone call and
they went through the process and documented what
was done. The process was subsequently reviewed
and refined.

In addition, the RIA also has the ‘Local Emergency
Management Arrangements’ and the ‘Rottnest Island
Evaluation Arrangements and Planning Guidelines’ in
place.

Test the contingency planning scenarios as
per the schedule.

The scheduled testing will
continue.

Steve Clarke
Rob Smithson

Ongoing.

25

Capital Expenditure Planning — Replacement Plan

The Asset Register and the Replacement Plan are
generally consistent in identifying plant condition.

Review the Asset Register against the
Replacement Plan for consistency and update
as necessary.

The Asset Register and
the Replacement Plan will
be reviewed for

Steve Clarke
Rob Smithson
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Some items of plant are shown as needing consistency and updated.. | 30 September
maintenance in asset register but are not listed in 2009

Restoration/Replacement Plan within the AMP (eg.
Cooling Towers Gen-Set 2 and 5).
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Asset Management System Review 2009
(Electricity Licence)

Detailed Report
- Introduction
June 2009
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1. Background

The Rottnest Island Authority (RIA) has an Electricity Integrated Regional Licence (EIRL3
Licence) issued by the Economic Regulation Authority (‘the Authority’) under Sections
36(1) and 37(1) of the Electricity Industry Act 2004 (WA).

Under Section 13 and 14 of the Electricity Industry Act 2004 (WA), the RIA is required to
provide to the Authority a Performance Audit and Asset Management System Review of
the Rottnest Island EIRL3 Licence to cover the period 1 February 2008 to 31 March 2009.

In November 2008, in accordance with Section 32(1) of the Electricity Industry Act 2004
(WA), the Authority served notice to RIA to rectify its contravention of its Integrated
Regional Licence. Specifically, the Authority required the RIA to rectify the non-compliance
with Clause 24.1 and Clause 5 of RIA’s Integrated Regional Licence identified in the Post
Audit Implementation Plan — Rottnest Island Electricity Licence Performance Audit and
Asset Management Review prepared by Qualeng and submitted to the Authority on 19
September 2008. The Authority required the RIA to rectify these contraventions by no later
than 31 March 2009.

This audit comprised an Performance Audit of the RIA’'s compliance with the licence
conditions and a review of the Asset Management System.

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final
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2. Audit/Review Approach
2.1 Objectives and Scope
2.1.1 Performance Audit
The objective of the Performance Audit was to provide an assessment of the effectiveness
of measures taken by the licensee to maintain the performance and quality standards
referred to in the licence.
The audit applied a risk-based audit approach to focus on the systems and effectiveness of
processes used to ensure compliance with the standards, outputs and outcomes required
by the licence.
The scope of the audit covered the following:
= Risk assessment — the risks posed by non-compliance with the licence standards
and development of a risk-based audit plan to focus on the higher risk areas, with
less intensive coverage of medium and low risk areas;
= Process compliance - the effectiveness of systems and procedures in place
throughout the audit period, including the adequacy of internal controls;
= Qutcome compliance — the actual performance against standards prescribed in the
licence throughout the audit period;
= Output compliance — the existence of the output from systems and procedures
throughout the audit period (that is, proper records exist to provide assurance that
procedures are being consistently followed and controls are being maintained);
= Integrity of performance reporting — the completeness and accuracy of the
performance reporting to the Authority; and
= Compliance with any individual licence conditions — any specific requirements
imposed by the Authority or specific issues for follow-up that are advised by the
Authority.
The audit reviewed the status of the previous audit recommendations and also identified
areas where improvement is required based on the current audit period.
2.1.2 Asset Management Review
The objective of the Asset Management Review was to assess the adequacy and
effectiveness of the asset management system in place for the planning, construction,
operation and maintenance of the licensee’s assets.
The scope of the review covered the following:
= the adequacy of the asset management system by considering the outputs of the
system such as the operations and maintenance plans, financial plans and asset
registers; and
= the effectiveness of the asset management system by considering the systems
established for the planning, construction, operation and maintenance of works.
The review assessed the status of the previous review recommendations and also
identified areas where improvement is required based on the current audit period.
2.2 Audit Period and Timing

The audit covered the period 1% February 2008 to 31% March 2009 inclusive. The audit
was conducted from 25" May 2009 to 18" June 2009.

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final
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2.3 Licensee’s Representatives participating in the Audit

Rob Smithson A/Contract Manager — FOU, RIA
Greg Ellson Director RIA
Colm Stanley Senior Contract Manager (Tungsten Group (TG))

2.4 Key Documents Examined

Rottnest Island Authority Integrated Regional Licence (EIRL3), dated 29" January
2009;

Audit Report “Rottnest Island Electricity Licence Operational/ Performance Audit
and Asset Management Review” dated 18 September 2008;

“Operational/Performance Audit Checklist and Summary” dated 18 September
2008;

“Asset Management System Review Checklist and Summary” dated 18 September
2008;

“Post Audit Implementation Plan Rottnest Island Electricity Licence Operational/
Performance Audit and Asset Management Review” dated 18 September 2008;

“Notice to Rectify Contraventions of Electricity Licence” issued to Rottnest Island
by the Authority on 13 November 2008;

“Electricity Compliance Reporting Manual April 2008”;

“Electricity Licence Compliance Review Procedure” and spreadsheet;
“Standard Form Contract for the Supply of Electricity on Rottnest Island (SFC)”;
“Operation of Electrical Services Customer Service Charter 2009”;

“Rottnest Island Facilities, Operations and Utilities Management Agreement
between Rottnest Island Authority and Tungsten Group Pty Limited”;

“Rottnest Island Authority Hardship Policy — Electricity”;
“Hardship Communication Register”;

Tungsten “License and Permit Register — Rottnest Island — Facilities Management
Contract”,

RIA “Electricity Customer Complaints Procedure”;

“Rottnest Island Authority Asset Management Plan Power” dated March 2009;
“Draft Rottnest Island Strategic Development Plan 2009-2014";

Tungsten “Meter Installation and Calibration Work Procedure;

Tungsten “Meter Reading — Monthly Work Procedure”;

“Rottnest Island Meter Data Base”;

“ERA Audit kwh Meter Calibration History”;

Programmed Services “Disaster Recovery Framework”;

Tungsten “Standing Data Items Compliance Review Procedure”;

Tungsten “Voltage and Harmonic Fluctuation Monitoring Work Procedure”;

Correspondence between the RIA and the Authority, RIA and Western Power, RIA
and the Tungsten, and RIA and Sunco and McGees Property;

Job Logging reports;

Coding lists for logging jobs;

RIA “Business Case Template”;

Excerpts from Norman Disney & Young “Monitoring Systems Audit 2009 (Draft)”;
Programmed Services “Rottnest Island Power Operations Policy Statement”;
Synovate “RI Visitor Research, Final Report 2007/08 Results” - July 2008;
Programmed Services “Action Plan Generator 7” - January 2009;
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Report.doc

24



Q

Quantum

= GHD “Investigative Report for Rottnest Island, Fire in Generator 7" — January

2009;

*= Tungsten “Planned Preventative Maintenance Plan”;

=  “Changeover Strategy for the RIA for the Automation of the Existing Main Distribution Board
as part of the Rottnest Island Wind Diesel System” dated March 2006; and.

=  Tungsten “Rottnest Island Electrical Service Recovery Plan” dated January 2009

2.5 Compliance Ratings

The RIA’s compliance with the licence obligations was assessed using the following

compliance ratings.

COMPLIANCE STATUS ‘ RATING DESCRIPTION OF COMPLIANCE
COMPLIANT 5 Compliant with no further action required to maintain compliance
COMPLIANT 4 Compliant apart from minor or immaterial recommendations to
improve the strength of internal controls to maintain compliance
COMPLIANT 3 Compliant with major or material recommendations to improve the

strength of internal controls to maintain compliance

NON-COMPLIANT

Does not meet minimum requirements

SIGNIFICANTLY
NON-COMPLIANT

Significant weaknesses and/or serious action required

2.6 Effectiveness Ratings

The effectiveness of key processes in the asset management system was assessed using

the following effectiveness ratings.

EFFECTIVENESS RATING DESCRIPTION

Continuously improving 5 Continuously improving organisation capability and process
effectiveness

Quantitatively controlled 4 Measurable performance goals established and monitored
Well-defined 3 Standard processes documented, performed and coordinated
Planned and tracked 2 Performance is planned, supervised, verified and tracked
Performed informally 1 Base practices are performed
Not performed 0 No process in place

2.6 Audit Team and Hours

CONSULTANT PosiTioN HOURS
Geoff White Director 10
Shane Gallagher Manager 20
Andrea Stefkova Senior Consultant 30
Mike Zammit Qualeng 60
Total 120

Qualeng was engaged by Quantum Consulting to provide technical assistance with the
review of the Asset Management System, particularly with review of the asset
creation/acquisition, asset maintenance and asset operations components.
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3. Performance Audit

The preliminary risk assessment included in the Audit Plan was reviewed and updated in the
course of the audit and a compliance rating using the scale in Section 2.5 was assigned to each
obligation under the licence, as shown in Section 3.1. Section 3.2 provides details of the current
status of key recommendations from the previous audit. Section 3.3 provides further details of the
systems and the compliance assessment for each obligation.

3.1 Summary of Compliance Ratings

The audit assessment of the compliance ratings for each licence condition is shown below.
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Electricity Industry Transfer Code Cl.5.1 N/A | N/A | N/A N/A
Electricity Industry (Obligation to Connect) Cl.51 N/A N/A N/A N/A
Code
Electricity Industry (Licence Conditions) Cl. 5.1 N/A N/A N/A N/A
Regulations
ELECTRICITY INDUSTRY ACT — LICENCE CONDITIONS AND OBLIGATIONS
Electricity Industry Act Section 13(1) Cl. 231 1 c Low Strong v
Electricity Industry Act Section 14(1)(a) Cl.24.1 3 c High Strong 4
Electricity Industry Act Section 14(1)(b) Cl. 1 c Low | Moderate v
24.18&2
Electricity Industry Act Section 14(1)(c) Cl. 243 1 c Low Strong v
Electricity Industry Act Section 17(1) Cl. 41 1 C Low Strong v
Electricity Industry Act Section 31(3) Cl.5.1 3 c High Strong v
Electricity Industry Act Section 41(6) Cl.5.1 N/A N/A N/A N/A
Electricity Industry Act Section 54(1) Cl.131 1 C | Low Strong
Electricity Industry Act Section 54(2) Cl. 144 1 c Low Strong
Electricity Industry Act Section 62(1)(b) CL.51 | N/A | N/A | N/A N/A
Electricity Industry Act Section 64(2) Cl.5.1 N/A N/A N/A N/A
Electricity Industry Act Section 65(d) Cl.5.1 N/A N/A N/A N/A
Electricity Industry Act Section 76 Cl.17.1 N/A N/A N/A N/A
Electricity Industry Act Section 101 Cl. 19.1 1 C Low Strong v
Electricity Industry Act Section 115(1) Cl.5.1 N/A N/A N/A N/A
Electricity Industry Act Section 115(2) Cl.5.1 N/A N/A N/A N/A
ELECTRICITY LICENCES - LICENCE CONDITIONS AND OBLIGATIONS
Electricity Industry Act Section 11 Cl.6.1 N/A N/A N/A N/A
Electricity Industry Act Section 11 Cl. 6.2 N/A N/A N/A N/A
Electricity Industry Act Section 11 Cl. 13.2 1 C Low Strong v
Electricity Industry Act Section 11 Cl. 13.3 1 C Low Strong v
Electricity Industry Act Section 11 Cl.14.1 1 C Low Strong v
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Electricity Industry Act Section 11 Cl. 15.2 1 C Low Strong v
Electricity Industry Act Section 11 Cl. 20.2 2 C Med Strong v
Electricity Industry Act Section 11 Cl. 20.3 1 C Low Strong v
Electricity Industry Act Section 11 Cl.21.1 2 C Med Strong v
Electricity Industry Act Section 11 Cl.22.4 N/A N/A N/A N/A
Electricity Industry Act Section 11 Cl. 23.2 2 C Med Strong v
Electricity Industry Act Section 11 Cl. 244 2 C Med Moderate v
Electricity Industry Act Section 11 Cl.25.1 2 C Med | Moderate v
Electricity Industry Act Section 11 Cl. 26.1 1 C Low Strong v
Electricity Industry Act Section 11 Cl. 27.2 1 C Low Strong v
Electricity Industry Act Section 11 Cl. 28.1 1 C Low Strong v
CODE OF CONDUCT - LICENCE CONDITIONS AND OBLIGATIONS
Code of Conduct clause 2.1 Cl.6.1 N/A N/A N/A N/A
Code of Conduct clause 2.2 Cl.6.1 N/A N/A N/A N/A
Code of Conduct clause 2.3(1) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.3(2) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.3(3) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.4(1) Cl.6.1 N/A N/A N/A N/A
Code of Conduct clause 2.4(2) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.4(3) Cl.6.1 N/A N/A N/A N/A
Code of Conduct clause 2.4(4) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.5(1) Cl.6.1 N/A N/A N/A N/A
Code of Conduct clause 2.5(2) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.5(3) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.5(4) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.5(5) Cl.6.1 N/A N/A N/A N/A
Code of Conduct clause 2.6(1) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.6(2) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.6(3) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.6(4) Cl.6.1 N/A N/A N/A N/A
Code of Conduct clause 2.6(5) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.6(6) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.6(7) and 2.6(8) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.7(1) Cl.6.1 N/A N/A N/A N/A
Code of Conduct clause 2.7(2) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.7(3) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.7(4) Cl. 6.1 N/A N/A N/A N/A
Code of Conduct clause 2.7(5) Cl.6.1 N/A N/A N/A N/A
Code of Conduct clause 2.8 Cl.5.1 N/A N/A N/A N/A
Code of Conduct clause 3.1(1) Cl.5.1 N/A N/A N/A N/A
Code of Conduct clause 3.1(2) Cl.5.1 N/A N/A N/A N/A
Code of Conduct clause 4.1 Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.2(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.2(3) Cl.5.1 1 B Low Strong v

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final
Report.doc 28



()

Quantum
: =
Operating area d = S : ) S T > s S & o Y 2
S :

1{2(3|4]|5
Code of Conduct clause 4.2(4) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.2(5) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.2(6) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.3(1) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.3(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.4 Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.5(1) Cl.51 1 B Low Moderate v
Code of Conduct clause 4.5(3) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.6(1) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.6(2) Cl.5.1 N/A N/A N/A N/A
Code of Conduct clause 4.7 Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.8(1) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.8(2) Cl.5.1 1 c | Low Strong v
Code of Conduct clause 4.8(3) Cl.5.1 1 B Low Strong v
Code of Conduct clause 4.9 Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.10 Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.11(1) Cl.5.1 1 c | Low Strong \
Code of Conduct clause 4.11(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.12(1) Cl. 51 N/A N/A N/A N/A
Code of Conduct clause 4.13 Cl.5.1 N/A N/A N/A N/A
Code of Conduct clause 4.14(1) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.14(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.15(1) Cl.5.1 1 C Low Strong \
Code of Conduct clause 4.15(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.16 Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.17(1) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.17(2) Cl.5.1 1 Cc Low Strong v
Code of Conduct clause 4.18(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 4.19(2) Cl.5.1 1 C Low | Moderate v
Code of Conduct clause 4.19(3) Cl.5.1 1 C Low Moderate v
Code of Conduct clause 4.19(4) Cl.5.1 1 C Low Moderate v
Code of Conduct clause 5.1 Cl.5.1 1 C Low Strong v
Code of Conduct clause 5.2(1) Cl.5.1 1 C Low Strong v
Code of Conduct clause 5.2(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 5.3 Cl.5.1 1 C Low Moderate v
Code of Conduct clause 5.4 Cl.5.1 1 C Low Moderate v
Code of Conduct clause 5.5 Cl.5.1 1 C Low Strong v
Code of Conduct clause 5.6(1) Cl.5.1 1 C Low Moderate v
Code of Conduct clause 5.6(2) Cl.5.1 1 C Low Moderate v
Code of Conduct clause 5.6(3) Cl.5.1 1 C Low | Moderate v
Code of Conduct clause 5.7(1) Cl.5.1 1 c | Low Strong v
Code of Conduct clause 5.7(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 5.7(4) Cl. 51 1 C Low Strong \
Code of Conduct clause 5.8(1) Cl.5.1 1 C Low Strong v
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Code of Conduct clause 5.8(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 5.8(3) Cl.5.1 1 C Low | Moderate v
Code of Conduct clause 6.1(1) Cl. 51 1 C Low Strong \
Code of Conduct clause 6.1(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 6.1(3) Cl.5.1 1 c | Low Strong v
Code of Conduct clause 6.2(1) Cl.5.1 1 C Low Strong \
Code of Conduct clause 6.2(2) Cl.51 1 C Low Strong 4
Code of Conduct clause 6.2(3) Cl.5.1 1 C Low Strong v
Code of Conduct clause 6.3 Cl.5.1 1 c | Low Strong v
Code of Conduct clause 6.4(1) Cl.5.1 1 C Low Strong \
Code of Conduct clause 6.4(2) Cl.5.1 1 C Low Moderate v
Code of Conduct clause 6.6(1) Cl.5.1 1 C Low Strong v
Code of Conduct clause 6.6(2) Cl.5.1 1 c | Low Strong v
Code of Conduct clause 6.7 Cl.5.1 1 C Low Strong \
Code of Conduct clause 6.8 Cl.5.1 1 C Low Strong v
Code of Conduct clause 6.9(1) Cl.5.1 1 C Low | Moderate v
Code of Conduct clause 6.9(2) Cl.5.1 1 C Low | Moderate v
Code of Conduct clause 6.10(1) Cl.5.1 1 C Low Strong v
Code of Conduct clause 6.10(2) Cl.5.1 1 C Low Strong 4
Code of Conduct clause 6.10(3) Cl.51 1 C Low Strong v
Code of Conduct clause 6.10(4) Cl.5.1 1 c | Low Strong v
Code of Conduct clause 6.11 Cl.51 1 C Low Strong \
Code of Conduct clause 7.1 ClL.5.1 2 C Med Strong v
Code of Conduct clause 7.2 Cl.51 2 C Med | Moderate v
Code of Conduct clause 7.3 Cl.5.1 1 C Low | Moderate v
Code of Conduct clause 7.4 Cl.5.1 2 C Med Strong v
Code of Conduct clause 7.5 ClL.5.1 2 C Med Strong v
Code of Conduct clause 7.6 Cl.51 3 C High Strong v
Code of Conduct clause 7.7(1) Cl.5.1 3 C | High Strong v
Code of Conduct clause 7.7(2) ClL.5.1 3 C High Strong v
Code of Conduct clause 8.1(1) ClL.5.1 2 C Med Strong v
Code of Conduct clause 8.1(2) Cl.51 N/A | N/A | N/A N/A
Code of Conduct clause 8.2 Cl.5.1 N/A N/A N/A N/A
Code of Conduct clause 8.3(1) Cl.5.1 2 C Med Strong v
Code of Conduct clause 8.3(2) ClL.5.1 2 C Med Strong v
Code of Conduct clause 9.3(1) Cl.51 N/A | N/A | N/A N/A
Code of Conduct clause 9.3(2) Cl.51 N/A | N/A | N/A N/A
Code of Conduct clause 9.4 Cl.5.1 N/A | NJA | NA N/A
Code of Conduct clause 9.5(1) ClL.5.1 N/A | N/A | N/A N/A
Code of Conduct clause 9.5(2) Cl.51 N/A | N/A | N/A N/A
Code of Conduct clause 9.6 Cl.5.1 N/A N/A N/A N/A
Code of Conduct clause 9.7 Cl.5.1 N/A | NJA | N/A N/A
Code of Conduct clause 9.8 ClL.5.1 N/A | N/A | N/A N/A
Code of Conduct clause 9.9(1) Cl.51 N/A | N/A | N/A N/A
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Code of Conduct clause 9.9(2) Cl.51 N/A | N/A | N/A N/A
Code of Conduct clause 9.9(3) Cl.5.1 N/A | N/A | N/A N/A
Code of Conduct clause 9.9(4) ClL.5.1 N/A | N/A | N/A N/A
Code of Conduct clause 9.9(6) Cl.51 N/A | N/A | N/A N/A
Code of Conduct clause 9.10 Cl.5.1 N/A N/A N/A N/A
Code of Conduct clause 10.1(1) Cl.5.1 2 C Med Strong v
Code of Conduct clause 10.1(2) ClL.5.1 2 C Med Strong v
Code of Conduct clause 10.1(3) Cl.51 1 B Low | Moderate v
Code of Conduct clause 10.2(1) Cl.51 1 B Low Strong v
Code of Conduct clause 10.2(2) Cl.5.1 1 B Low Strong v
Code of Conduct clause 10.2(3) ClL.5.1 1 B Low | Moderate v
Code of Conduct clause 10.2(4) Cl.51 1 B Low Strong v
Code of Conduct clause 10.3 Cl.5.1 1 B Low | Moderate v
Code of Conduct clause 10.4 Cl.51 1 B Low Strong v
Code of Conduct clause 10.5 ClL.5.1 1 B Low | Moderate v
Code of Conduct clause 10.6 Cl.5.1 1 B Low | Moderate v
Code of Conduct clause 10.7(1) Cl.51 1 B Low Strong v
Code of Conduct clause 10.7(2) Cl.5.1 1 B Low Strong v
Code of Conduct clause 10.7(3) ClL.5.1 1 B Low | Moderate v
Code of Conduct clause 10.7(4) Cl.5.1 1 B Low Strong v
Code of Conduct clause 10.8(1) Cl.5.1 1 B Low Strong v
Code of Conduct clause 10.8(2) Cl.5.1 2 C Med Strong \
Code of Conduct clause 10.9 ClL.5.1 1 B Low Strong v
Code of Conduct clause 10.10(1) Cl.51 1 B Low Strong v
Code of Conduct clause 10.10(2) Cl.51 1 B Low Strong v
Code of Conduct clause 10.10(3) Cl.5.1 1 B Low Strong v
Code of Conduct clause 10.11(1) ClL.5.1 1 C Low Strong v
Code of Conduct clause 10.11(2) Cl.51 1 C Low Strong v
Code of Conduct clause 10.12(1) Cl.5.1 1 Cc Low Strong v
Code of Conduct clause 10.12(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 11.1(1) Cl.15.1 2 (o} Med Strong v
Code of Conduct clause 11.1(2) ClL 5.1 2 C Med Strong v
Code of Conduct clause 11.2(1) Cl.5.1 1 Cc Low Strong v
Code of Conduct clause 11.2(2) Cl.5.1 1 C Low Strong v
Code of Conduct clause 12.1(1) Cl.51 2 (o} Med Strong v
Code of Conduct clause 12.1(2) ClL 5.1 2 C Med Strong v
Code of Conduct clause 12.1(3) Cl.5.1 2 C Med Strong v
Code of Conduct clause 12.2 Cl. 51 2 C Med Strong v
Code of Conduct clause 12.3 ClL.5.1 1 C Low Strong v
Code of Conduct clause 12.4 Cl.5.1 N/A | N/A | N/A N/A
Code of Conduct clause 13.1 Cl.5.1 1 B Low Strong v
Code of Conduct clause 13.2 ClL.5.1 1 B Low Strong v
Code of Conduct clause 13.3(1) Cl.51 1 B Low Strong v
Code of Conduct clause 13.3(2) ClL 5.1 1 B Low Strong v
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Code of Conduct clause 13.4 Cl.5.1 1 B Low Strong
Code of Conduct clause 13.5 Cl.5.1 N/A | N/A | N/A N/A
Code of Conduct clause 13.6 Cl.51 1 B Low Strong v
Code of Conduct clause 13.7 Cl.5.1 N/A | NA | N/A N/A
Code of Conduct clause 13.8 Cl.5.1 1 B Low Strong v
Code of Conduct clause 13.9 Cl.51 2 A High Strong v
Code of Conduct clause 13.10(1) ClL.5.1 1 B Low Strong v
Code of Conduct clause 13.10(2) Cl.51 1 B Low Strong v
Code of Conduct clause 13.11 Cl.5.1 1 B Low Strong v
Code of Conduct clause 13.12 Cl.5.1 N/A | N/A | N/A N/A
Code of Conduct clause 13.13 ClL.5.1 N/A | N/A | N/A N/A
Code of Conduct clause 13.14 Cl.51 B Low Strong v
Code of Conduct clause 13.15(1) Cl.51 1 B Low | Moderate v
Code of Conduct clause 13.15(2) Cl.51 1 B Low Strong v
Code of Conduct clause 14.1(1) ClL.5.1 1 B Low Strong v
Code of Conduct clause 14.1(2) Cl.51 N/A | N/A | N/A N/A
Code of Conduct clause 14.2 Cl.5.1 1 B Low Strong v
Code of Conduct clause 14.3(1) Cl.5.1 1 B Low Strong \
Code of Conduct clause 14.3(2) ClL.5.1 1 B Low Strong \
Code of Conduct clause 14.4(1) Cl.5.1 1 B Low Strong v
Code of Conduct clause 14.4(2) Cl.51 1 B Low Strong v
Code of Conduct clause 14.6(1) Cl.51 1 B Low Strong v
Code of Conduct clause 14.6(2) ClL.5.1 1 B Low Strong v
ELECTRICITY INDUSTRY METERING CODE — LICENCE CONDITIONS AND OBLIGATIONS
Electricity Industry Metering Code clause ClL 5.1 N/A | N/A | N/A N/A
2.2(1)(a)
Electricity Industry Metering Code clause ClL 5.1 N/A | N/A | N/A N/A
2.2(1)(b)
Electricity Industry Metering Code clause 3.1 ClL.5.1 1 B Low Strong v
Electricity Industry Metering Code clause 3.2(1) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 3.3(1) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.3(3) Cl.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.5(1) ClL 5.1 1 B Low Strong v
and (2)
Electricity Industry Metering Code clause 3.5(3) ClL.5.1 1 A Med Strong v
Electricity Industry Metering Code clause 3.5(4) Cl.51 1 C Low Strong v
Electricity Industry Metering Code clause 3.5(6) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.5(9) Cl.5.1 1 B Low Strong v
Electricity Industry Metering Code clause 3.7 ClL.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.8 Cl.51 1 C Low Strong v
Electricity Industry Metering Code clause 3.9(3) Cl.51 1 C Low Strong v
Electricity Industry Metering Code clause 3.9(7) Cl.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.9(9) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 3.10 Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.11(1) Cl.51 1 B Low Strong v
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Electricity Industry Metering Code clause 3.11(2) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 3.11(3) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.12(1) Cl.51 1 C Low Strong v
Electricity Industry Metering Code clause 3.12(2) Cl.51 1 C Low Strong v
Electricity Industry Metering Code clause 3.12(3) Cl.51 1 C Low Strong v
Electricity Industry Metering Code clause 3.12(4) Cl.51 1 C Low Strong v
Electricity Industry Metering Code clause 3.13(1) ClL.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.13(c) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.13(4) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.14(3) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 3.16(1) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 3.16(2) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.16(3) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.16(5) Cl.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.16(6) ClL.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.18(1) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.20(1) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.20(3) Cl.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.21(1) Cl.51 1 A Med Strong v
Electricity Industry Metering Code clause 3.21(2) Cl.51 1 A Med Strong v
Electricity Industry Metering Code clause 3.22 Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.23(a) Cl.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.23(b) ClL.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.25 Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 3.29 Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 4.1(1) Cl.51 2 B Med Strong v
Electricity Industry Metering Code clause 4.1(2) Cl.51 2 B Med Strong v
Electricity Industry Metering Code clause 4.1(3) Cl.51 2 B Med Strong v
Electricity Industry Metering Code clause 4.2(1) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 4.3(1) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 4.4(1) ClL.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 4.5(1) Cl.51 2 B Med Strong v
Electricity Industry Metering Code clause 4.6(1) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 4.6(2) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 4.7 ClL.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 4.8(3) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 4.8(4) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 4.8(5) Cl.51 1 B Low | Moderate v
Electricity Industry Metering Code clause 4.9 Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 5.1 (1) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 5.1(2) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 5.3 Cl.51 1 A Med | Moderate v
Electricity Industry Metering Code clause 5.4(1) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 5.5(2) Cl.51 N/A | N/A | N/A N/A
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Electricity Industry Metering Code clause 5.6(1) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.7 Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.8 ClL.5.1 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.9 Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.10 Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.11 Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.12(1) ClL.5.1 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.13 Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.14(3) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.15 Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.19(5) ClL.5.1 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.20(1) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.20(2) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.20(4) Cl.5.1 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.21(2) ClL.5.1 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.21(4) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.21(8) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.21(9) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause ClL 5.1 N/A | N/A | N/A N/A

5.21(11)

Electricity Industry Metering Code clause ClL 5.1 N/A | N/A | N/A N/A

5.21(12)

Electricity Industry Metering Code clause 5.22(1) Cl.51 1 A Med Strong v
Electricity Industry Metering Code clause 5.22(2) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.22(3) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.22(4) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.22(5) Cl.51 1 B Low Moderate v
Electricity Industry Metering Code clause 5.22(6) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 5.23(1) Cl.51 1 B Low Strong \4
Electricity Industry Metering Code clause 5.23(3) Cl.51 1 (o4 Low | Moderate v
Electricity Industry Metering Code clause 5.24(1) Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 5.24(2) Cl.51 1 C Low | Moderate v
Electricity Industry Metering Code clause 5.24(3) Cl.51 1 C Low | Moderate v
Electricity Industry Metering Code clause 5.24(4) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.25 Cl.51 1 B Low Strong v
Electricity Industry Metering Code clause 5.29 Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.30(1) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.31(1) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.31(2) ClL.5.1 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 5.34(2) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 6.1(1) Cl.51 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 6.20(4) Cl.5.1 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 7.2(1) ClL.5.1 N/A | N/A | N/A N/A

Electricity Industry Metering Code clause 7.2(2) Cl.51 N/A | N/A | N/A N/A
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Electricity Industry Metering Code clause 7.2(4) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 7.2(5) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 7.5 ClL.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 7.6(1) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 8.1(1) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 8.1(2) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 8.1(3) ClL.5.1 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 8.1(4) Cl.51 N/A | N/A | N/A N/A
Electricity Industry Metering Code clause 8.3(2) Cl.51 N/A | N/A | N/A N/A
ELECTRICITY INDUSTRY (NETWORK QUALITY AND RELIABILITY OF SUPPLY) CODE — LICENCE CONDITIONS
AND OBLIGATIONS
Electricity Industry (Network Quality and Reliability | CI. 5.1 2 B Med Strong v
of Supply) Code 2005 clause 5(1)
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 C Low Strong v
of Supply) Code 2005 clause 8
Electricity Industry (Network Quality and Reliability | CI. 5.1 2 B Med Strong v
of Supply) Code 2005 clause 9
Electricity Industry (Network Quality and Reliability | CI. 5.1 2 B Med Strong v
of Supply) Code 2005 clause 10(1)
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
of Supply) Code 2005 clause 10(2)
Electricity Industry (Network Quality and Reliability | CI. 5.1 2 B Med Strong v
of Supply) Code 2005 clause 12(3)
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
of Supply) Code 2005 clause 13(2)
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
of Supply) Code 2005 clause 13(3)
Electricity Industry (Network Quality and Reliability Cl.51 1 B Low Strong v
of Supply) Code 2005 clause 14(8)
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
of Supply) Code 2005 clause 15(2)
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
of Supply) Code 2005 clause 18
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
of Supply) Code 2005 clause 19
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
of Supply) Code 2005 clause 21(1)
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
of Supply) Code 2005 clause 21(2)
Electricity Industry (Network Quality and Reliability Cl.51 2 B Med Weak 4
of Supply) Code 2005 clause 21(3)
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
of Supply) Code 2005 clause 23(1)
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
of Supply) Code 2005 clause 23(2)
Electricity Industry (Network Quality and Reliability Cl.51 1 B Low Strong v
of Supply) Code 2005 clause 24(3)
Electricity Industry (Network Quality and Reliability | CI. 5.1 1 B Low Strong v
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of Supply) Code 2005 clause 24(4)
Electricity Industry (Network Quality and Reliability | CI. 5.1 B Low Strong v
of Supply) Code 2005 clause 25(2)
Electricity Industry (Network Quality and Reliability | CI. 5.1 C Low Strong v
of Supply) Code 2005 clause 25(3)
Electricity Industry (Network Quality and Reliability | CI. 5.1 B Low Weak
of Supply) Code 2005 clause 26
Electricity Industry (Network Quality and Reliability | CI. 5.1 B Low Weak
of Supply) Code 2005 clause 27(1)
Electricity Industry (Network Quality and Reliability | CI. 5.1 C Low Weak

of Supply) Code 2005 clause 27(3)
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3.2

The status of the key recommendations in the previous audit report issued in September 2008 is summarised below.

Previous Audit Recommendations

Licence Previous Audit Frev: Recomme_nded Post Audit Action .
Condition Findinas Comp. Corrective Plan Action Taken Status
9 Rating Actions
ntegrate ungsten as sse raft of the asse e “Asset Managemen an — Key omplete
82 Integ d T h 3 Asset A draft of th t | The “Asset M t Pl K C leted
Regional Licence | provided a Draft Management management plan and | Report & Summary” and “Asset
Condition 24.1 Asset Management System is still in | system prepared by | Management Plan — Power” prepared by
A licensee must | Plan (March 2008) development and | Tungsten, in | Tungsten, in accordance with the
; an emonstrate wi require | accordance wi e acilities perations  an ilities
provide an asset d d d ill i d ith th Faciliti (0] ti d Utiliti
management that they have completion. Facilities  Operations | Agreement, have been finalised and
system records of the and Utilities | issued in October 2008 and March 2009
' asset management Agreement, is being | respectively.
system. reviewed by the RIA’s . ) .
y administrati)(/)n RIA advised that the final version of the
' AMP has been submitted to the Authority.
Tungsten Contract
Manager/Director
Finance and Business
Services
30 November 2008
108 Integrated Currently there is 1 A process and | The RIA's facility | Tungsten has developed a process of | Completed
Regional Licence | no internal process documentation manager, Tungsten, is | internal review of the individual
Condition 24.4 of review  for are required to | creating an internal | requirements of the electricity licence as
A licensee must | cOMpliance against demonstrate the | process to review an | listed in the Tungsten Electricity
comply, and must the individual review of | Electricity Licence | Reporting Compliance Audit Document.
2 th requirements of the compliance compliance database. o . .
require € Electricity  Li ; h The ‘License and Permit Register -
licensee’s expert to ctricity Licence against the ~
p . . T Tungsten Contract | Rottnest Island — Facilites Management
| ith the | @s listed in the individual ,
comply, wi € c l : ¢ | Manager Contract’ has been developed and a
relevant aspects of | Compliance requirements o . ; i bliati .
Manual. the Electricity review of compliance obligations is

the Authority’s
standard guidelines

Licence as listed
in the

scheduled for January each year.
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Licence

Condition

dealing with the
asset management
system.

Previous Audit
Findings

Recommended
Corrective
Actions

Compliance
Manual.

Post Audit Action
Plan

Action Taken

Status

181

Code of conduct
cl. 4.4(3)

A retailer must
advise the customer
of the amount of
historical debt and
its basis before,
with  or on the
customer’s bill, if
the retailer wishes
to bill the customer
for the historical
debt.

Not covered by
RIA’s Customer
Service Charter.
Informal process is
in place. A new
contract has been
arranged to place
the responsibility of
customer accounts
with a contractor,
(Sunco-Resolve
FM). A code of
conduct should be
available from
Sunco, however it
was not obtainable
at the time of the
audit.

Not able to be
verified as no
applicable
documentation
available. An
applicable Code
of Conduct will be
required.
Historical debt
will need to be
addressed and
documentation
revised.

The RIA's Customer
Service Charter is
being reviewed to take
into account the
outsourcing of utilities
payment collection to
external parties and for
compliance with the
Licence and various
codes.

Manager Commercial
Operations

30 November 2008

In March 2009, RIA issued the Hardship
Policy — Electricity. Section 7 (item 7.7)
‘Rights of Customers Experiencing
Financial Hardship’ of the Hardship
Policy refers to the right of each customer
experiencing financial hardship to be
advised of the amount of any historical
debt and the basis of that debt, including
details such as the premise at which
consumption was recorded, date of
consumption and amount.

Completed

183

Code of conduct
cl. 4.5(1)

A retailer must give
the customer
information that
explains to that
customer how to
read a meter
correctly (if
applicable) in clear,
simple and concise

The invoice
currently does not
detail how to read
a meter.

Information to be
added to
customer invoice
or forms.

The RIA will include
this in its information
kit to customers.

Manager, Commercial
Operations

30 October 2008

This clause is not applicable to RIA as it
relates to a situation where a customer’s
bill is based on the customer’s reading of
the meter. RIA provides for reading of the
meter at the customer’s supply address.

However, if requested by a customer,
RIA will provide information on how to
read a meter within two working days of
the request. The request will be noted
and a copy of the letter and information

Completed
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Licence

Condition

Previous Audit
Findings

Recommended
Corrective
Actions

Prev.
Comp.
Rating

Post Audit Action
Plan

Action Taken

Status

language. required will be filed.

185 Code of conduct | RIA has shown the 2 Estimated billing | RIA to comply. Section 2.4 of the CSC has been | Completed
cl.4.7(1) capability to meet is required under Manager. Commercial modified. If the meter is not able to be
A retailer must give this requirement - the code. RIA will 0 erfgtioﬁs read, an estimated bill will be provided.
the customer an | tem 24 of its need to address P Tungsten will provide the data for billin
estimated bill in the | Customer Service this requirement | 30 November 2008 as 9 provia . 9

: . per the guidelines set out in the
manner specified, if Charter, however in its meter Tunosten  Grouns  ‘Meter  Readin
the retailer is | RIA and Tungsten reading and Proc?edure’ p 9
unable to | have confirmed accounts )
reasonably base a | that as all bills are processes. The letter dated 20 March 2009 from the
bill on a reading of | Pased on actual RIA outlines each parties (Tungsten, RIA,
the meter. reading, if no Sunco and  McGees  Property)

reading is possible, responsibilities in relation to estimated
no charge is electricity meter readings.
applied.

186 Code of conduct | As above 2 As above RIA to comply. Section 2.4 of the CSC has been | Completed
cl. 4.7(2) Manager, Commercial modified and meets the requirements set
A retailer must base Operations :)ut in this clause. If the meter is no_t able
an estimated bill on 0 be read, an estimated bill will be
the criteria 30 November 2008 provided.
specified. Section 2.4 of the CSC outlines the

following bases for estimation: the
amount of electricity used during the
same period in the previous vyear;
average usage of comparable customers’
invoices; the customer's own meter
reading or a test of the meter.

187 Code of conduct | As above 2 As above RIA to comply. The letter dated 20 March 2009 from the | Completed
cl. 4.7(3) Manager. Commercial RIA outlines each parties (Tungsten, RIA,
A retailer must ger, Sunco and McGees Property)
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Licence Previous Audit e RECEITUE e Post Audit Action

Comp. Corrective Action Taken Status

Condition Findings Rating Actions HE

specify the stated Operations responsibilities in relation to estimated
information in electricity meter readings.

circumstances 30 November 2008
where the
customer’s  bill is
estimated.

The letter requires that under these
circumstances Sunco and McGees
Property (agent) will need to ensure that
the invoice is clearly noted as an
estimation.

Tungsten is responsible for providing
meter reading data, including calculating
estimates and providing reasons for any
estimated meter reading. All details
including the basis of estimation and
reasons for estimation will be included in
the monthly data provided to the RIA,
Sunco Property and McGees Property by
Tungsten.

188 Code of conduct | As above 2 As above RIA to comply. The letter dated 20 March 2009 from the | Completed
cl. 4.7(4) Manager, Commercial RIA outlines each parties (Tungsten, RIA,
A retailer must tell a Operatioﬁs Sunco  and  McGees Property)
customer, on responsibilities in relation to estimated

request, the basis 30 November 2008 electricity meter reading.

and reason for the The letter states that under these
estimation. circumstances Sunco and McGees
Property (agent) will need to ensure that
the invoice is clearly noted as estimation.
In addition, the customer is to be advised
that, on request, the basis and reason for
the estimation will be provided and that
the customer can request the reading.

All details including basis of estimation
and reasons for estimation will be
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Licence

Condition

Previous Audit
Findings

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

included in the monthly data provided to
the RIA, Sunco and McGees Property by
Tungsten.

189 Code of conduct | As above As above RIA to comply. Section 2.9 of the CSC has been | Completed
cl.4.8 . modified and meets the requirement set
Where the retailer gsg;g;eorﬁsCommermal _out in this claus_e. Section 2.9 states that
gives a customer an if the RIA gives the customer an
estimated bill and 30 November 2008 estimated bil and the meter is
the meter is subsequently read, the RIA will include
subsequently read an adjustment on the next bill to take
the retailer must account of the actual meter reading.
include an
adjustment on the
next bill to take
account of the
actual meter
reading.

190 Code of conduct | As above As above RIA to comply. Tungsten will provide the data for billing | Completed
cl. 4.9 Manager. Commercial as per the guidelines set out in the
A retailer must use Operagtioﬁs : Tungsten  Groups ‘Meter_ Reading
its best endeavours Procedure that meets the requirement set
to replace an 30 November 2008 out in this clause.
estimated bill with a
bill based on an
actual meter
reading if  the
customer  satisfies
the requirements as
specified.

197 Code of conduct | Not in Standard Refund policy to | A refund policy will be | Section 2.9 of the CSC has been | Completed
cl. 4.14(2) Form Contract or in be documented. documented. modified and meets the requirement set
A retailer must | Customer Service Manager, Commercial out in this clause. Section 2.9 states that
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Licence

Condition

repay the customer
any amount in
credit at the time
the customer
requests a final bill.

Previous Audit
Findings

Charter (CSC).
No process or
procedure details

available at the
time of the audit.

Prev.
Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

Operations
30 October 2008

Action Taken

if a customer’s account is in credit at the
time a customer requests a final bill, the

RIA will repay the amount to the
customer within 12 working days.

Status

203 Code of conduct | Condition is 3 Customer Service | The RIA's Customer | Section 2.5 of the CSC has been | Completed
cl. 4.18(3) covered by clause Charter will | Service Charter is | modified and meets the requirement set
A retailer must pay 2 of the CSC, require checking | being reviewed to take | out in this clause. Section 2.5 states that
the amount | however no for confirmation | into account the | if an error is made resulting in the
overcharged in | specified time of of compliance. outsourcing of utilities | customer paying more than the correct
accordance with the | fesponse is payment collection to | amount, the excess amount will be
customer’s included in the external parties and for | refunded to the customer, or credited to
instructions  within | ¢SC. cpmpliance with .the the. customer’s account within 12
12 business days of | There was advice Licence al_wd various business days.
v codes. This will be
nstructio the | from RIA  and included in that review.
Instructions. Tungsten the CSC :
is under revision — Manager, Commercial
the revised charter Operations
Ciae:\sNed.not been 30 November 2008
206 Code of conduct | All conditions are 4 RIA to confirm | RIA to confirm and | Section 2.6 of the CSC has been Completed
cl. 5.2(1) satisfied except for applicability of | change document if | modified and meets the requirement set
A retailer must offer | applicability of payment method | applicable. out in this clause. Section 2.5 now offers
the specified | centrepay” and, if applicable, |\~~~ . all of the required payment methods.
ini method of add it to the Bill ger, Commercial
minimum  payment ] Operations
method. payment. form, if  not
applicable RIA to | 30 November 2008
confirm.
208 Code of conduct | Condition is 3 RIA/Sunco to | RIA to confirm. Sunco no longer offers direct debit | Completed
cl.5.3 covered by clause confirm L method of payment on the tax invoice.
2.6 of its CSC compliance. Principal Sunco

A retailer must,
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Licence
Condition

prior to
commencing a
direct debit, obtain
the customer’s
veritable  consent
and agree to the
specified conditions
for the direct debit.

Previous Audit
Findings

however RIA has
confirmed that it
does not offer this
option however
debit capability is
offered by
contracted Account
manager (Sunco).

Prev.

Comp.
Rating

Recommended

Corrective
Actions

Post Audit Action
Plan

30 November 2008

Action Taken

Status

210 Code of conduct | This procedure is 2 RIA/Sunco to | RIA to instruct Sunco | In March 2009, RIA issued Hardship | Completed
cl.5.5 not identified in the confirm that it must comply | Policy — Electricity. Section 7 (item 7.9)
A retailer must, at Standard Form procedure in | with the Code. ‘Rights of Customers Experiencing
no charge, offer a Contract or in CSC. code. Manager Commercial Fingncial Hardship’ of' the Hardship
residential customer | Ng procedure Operations Policy covers the requirement of this
a redirection of the | found  for  this clause and states that each customer
customer’s bill to a | ¢ondition Completed experiencing flnan_mal hardship will hav_e
third  person, if ' the' right to nominate to haye the bill
requested by a redirected at no charge to a third party or
customer who is an alternative postal address.
unable to pay by a
minimum  payment
method, due to
illness or absence.

211 Code of conduct | Not in Standard 2 RIA/Sunco to | RIA to instruct Sunco | Audit sighted a letter by which RIA | Completed
cl. 5.6(1) Form Contract or in confirm that it must comply | instruct Sunco and McGees Property to
A retailer must not Customer Service procedure. with the Code. be fully conversant with the requirements

; ; Charter. . and obligations of the Code of Conduct.
charge a residential Manager Commercial
customer a late | section 2.7 of RIA Operations The letter further states that parts 3, 4, 5,
payment fee in the | csc would charge 6, 7, 8,9, 10,_11, 12, 13 and 14 of the
circumstances Completed Code are particularly relevant to Sunco

late payment fee,

specified. but makes no
reference to
special

and McGees Property.
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Licence
Condition

Previous Audit
Findings

dispensation given
in Electricity code
5.6(1).

Prev.

Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

212 Code of conduct | Ditto 211. 2 Ditto 211. RIA to instruct Sunco | Audit sighted a letter by which RIA | Completed
cl. 5.6(2) that it must comply | instruct Sunco and McGees Property to
A retailer must not with the Code. be fully conversant with the requirements
charge an Manager Commercial and obligations of the Code of Conduct.
additional late Operations The letter further states that parts 3, 4, 5,
payment fee in P 6,7, 8, 9, 10, 11, 12, 13 and 14 of the
relation to the same Completed Code are particularly relevant to Sunco
bill within five and McGees Property.
business days from However, no evidence was available to
the date of receipt Audit confirming how Sunco complies
of the previous late with this clause of the Code of Conduct.
payment fee notice.
213 Code of conduct | Ditto 211. 2 Ditto 211. RIA to instruct Sunco | Audit sighted a letter by which RIA | Completed
cl. 5.6(3) that it must comply | instruct Sunco and McGees Property to
A retailer must not with the Code. be dfullk))/I conversar;t \r/;/ith thg re?uiremdents
i i . and obligations of the Code of Conduct.
gzgtrgri; L?(S)Iriet?]t;l Managgr Commercial The letter further states that parts 3, 4, 5,
Operations 6,7, 8, 9, 10, 11, 12, 13 and 14 of the
two late payment U B Mt Ml
fees in relation to Completed Code are particularly relevant to Sunco
the same bill. and McGees Property.
222 Code of conduct | Section 13 of the 3 RIA/Sunco to | The RIA has | In March 2009, RIA issued the Hardship | Completed
cl. 6.1(3) Standard Form confirm the | outsourced its utilities | Policy — Electricity. Section 6 (item 6.9)
A retailer must | Contract and procedure. payments collection. | ‘Factors for Consideration’” of the
advise a residential | Section 2.8 of CSC The outsourcing | Hardship Policy covers the requirements
customer on | cover this operator, Sunco, | of this clause and states that the RIA will
request of the requirement. issues  assessments | provide details of an assessment to the
details of an | Procedure and collects payments | customer on request.
assessment. Zc/)cn:frllzged Financ?a}; tuhnedeF;I ;\hzn(élrﬁsct;fonunog In addition, the RIA also developed and

implemented the ‘Hardships
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Licence

Condition

Previous Audit
Findings

Officer. RIA placing
responsibility of

Prev.
Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

by the RIA’s Standard
Form Contract and

Action Taken

where  all
details of person experiencing hardship

Communication  Register’

Status

accounts on Customer Service | and actions taken will be recorded.
contractor (Sunco), Charter.
confirmation of .
procedure will be Manager Commercial
required with Operations.
Sunco. Completed
223 Code of conduct | Ditto 222 3 RIA/Sunco to | The RIA has | In March 2009, the RIA issued the | Completed
cl. 6.2(1) confirm the | outsourced its utilities | Hardship Policy — Electricity. Section 6
A retailer may not procedure. payments coIIectiQn. (item 6.10) ‘Factors for Consideration’ of
unreasonably deny The outsourcing | the Hardship  Policy covers the
a residential operator, Sunco, | requirement of this clause and states that
customer’s request issues  assessments | the RIA will not unreasonably deny a
for a temporary and collects payments | customer's request for a temporary
suspension of under the direction of | suspension of action if the customer has
actions in the the RIA and is bound | made an appointment with a relevant
circumstances by the RIA’s Standard | consumer representative organisation or
specified. Form Contract and | financial counsellor.
Customer Service
Charter.
Manager Commercial
Operations.
Completed
224 Code of conduct | Ditto 222. 3 RIA/Sunco to | The RIA has | In March 2009, the RIA issued the | Completed
cl. 6.2(2) confirm the | outsourced its utilities | Hardship Policy — Electricity. Section 6
A retailer must procedure. payments collection. | (item 6.10) ‘Factors for Consideration’ of
allow a temporary The outsourcing | the  Hardship  Policy covers the
suspension of operator, Sunco, | requirement of this clause and states that
issues  assessments | the temporary suspension of actions will

actions for a period
of at least 10 days.

and collects payments
under the direction of

be no less than 10 days and the RIA will
consider a further extension if required
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Licence

Condition

Previous Audit
Findings

Comp.
Rating

Prev.

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

the RIA and is bound | for the customer to access a relevant
by the RIA’s Standard | consumer representative or financial
Form Contract and | counsellor.
Customer Service
Charter.
Manager Commercial
Operations.
Completed
227 Code of conduct | Covered by 3 RIA/Sunco to | The RIA has | In March 2009, the RIA issued Hardship Completed
cl. 6.4(1) Section 13 of the confirm the | outsourced its utilities | Policy — Electricity. Section 7 (item 7.4)
A retailer must offer | Standard Form procedure. payments collection. | ‘Rights of Customers Experiencing
a residential | €ontract. RIA The outsourcing | Financial Hardship’ of the Hardship Policy
customer who is | Placing operator, Sunco, | covers the requirement of this clause.
experiencing responsibility  on issues  assessments
payment difficulties contractor (Sunco), and collects payments
or financial hardship confirmation of under the direction of
at least the | Procedures will be the RIA and is bound
specified payment required with by the RIA’'s Standard
arrangements. Sunco. Form Contract and
Customer Service
Charter.
Manager Commercial
Operations.
Completed
228 Code of conduct | Ditto 227. 3 RIA/Sunco to | The RIA has | Item 7.4, 8.5 and Section 8 in general of | Partially
cl. 6.4(2) confirm the | outsourced its utilities | the Hardship Policy — Electricity partially | Completed
A retailer must take procedure. payments  collection. | covers the requirement of this clause.
intoaccount and The outsourcing However, Audit noted that the Hardship
specify the stated operator, Sunco, '
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Licence

Condition

information and
take the specified
actions when
offering an
instalment plan to a
residential customer
experiencing
payment difficulties
or financial
hardship.

Previous Audit
Findings

Prev.
Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

issues  assessments
and collects payments
under the direction of
the RIA and is bound
by the RIA’s Standard
Form Contract and

Customer Service
Charter.

Manager Commercial
Operations.

Completed

Action Taken

Policy is silent on the need to:

- specify that due to seasonal fluctuations
in the residential customer's usage,
paying in instalments may result in the
residential customer being in credit or
debit during the period of the plan; and

- make provision for re-calculation of the
amount of the instalments where the
difference  between the residential
customer’s estimated consumption and
actual consumption may result in the
residential customer being significantly in
credit or debit at the end of the period of
the plan.

Recommendation:

e The Hardship Policy — Electricity to
be updated for the requirements of
clause 6.4(2)(f) and 6.4(2)(h) of the
Code of Conduct. (Post Audit
Implementation Plan item 1.10)

Status

233

Code of conduct
cl. 6.10(2)

A retailer must
develop a hardship
policy to assist
customers in
meeting their

financial obligations
and responsibilities
to the retailer.

Covered by
Standard Form
Contract.
Hardship policy not
viewed, A/Chief
Financial Officer
confirmed that all
reasonable
requests for
extended payment
terms are

3 Hardship
required.

policy

RIA to issue hardship
policy.

Manager, Commercial
Operations

30 November 2008

In March 2009, RIA issued Hardship
Policy — Electricity.

Completed
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Licence
Condition

Previous Audit

Findings

considered.

Prev.

Comp.
Rating

Recommended

Corrective
Actions

Post Audit Action

Plan

Action Taken

Status

234

Code of conduct
cl. 6.10(2)

A retailer must
ensure that the
hardship policy
complies with the
specified criteria.

As above

Hardship
required.

policy

RIA to issue hardship

policy.

Manager, Commercial

Operations
30 November 2008

The Hardship Policy — Electricity partially
covers the requirement of this clause.

The policy has been forwarded to the
RIBC  (Rottnest Island  Business
Committee) for consideration. The RIBC
represents business on the Island and
has also incorporated the consultative
process previously undertaken by the
now disbanded Community Consultative
Committee.

The RIBC represents all businesses that
operate, or have an interest in activities
on Rottnest Island. Moreover, residents
on Rottnest are directly employed by
representative business comprising the
RIBC and the regular RIBC meetings
provide a forum for consulting on the
Hardship Policy.

Contact has been made with Ms Lee
Collis, training and development officer,
from WACOSS in regard to appropriate
training. Ms  Collis is currently
investigating what training options are
available that would apply to RIA and will
advise accordingly.

Completed

236

Code of conduct
cl. 6.10(4)
A retailer must keep

a record of the
specified

Facilities
maintenance
records
consultation
revision

for
of
of
and

process

Require
confirmation
record

of

keeping

for  consultation

and

revision

Record
process to
provided.

Manager

keeping

be

Commercial

RIA has developed and implemented the
‘Hardship  Communication  Register’
where details of persons experiencing
hardship and actions taken will be
recorded.

Completed
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Licence

Condition

Previous Audit
Findings

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

information related | were not process. Operations
to the hardship | confirmed.
policy. Completed
239 Code of conduct | RIA A/Tourism and Formal hardship | RIA to issue hardship | Section 4.6 of the CSC covers | Completed
cl.7.2 Travel  Manager, policy  required, | policy. requirements of this clause (Section 6.2
A retailer must not | RIA Director, policy needs to . of the Standard Form Contract is silent
arrange for | Finance and address gsgflzg%r’\s Commercial about requirements of this clause).
disconnection of a | Business Services requirement for Audit also sighted a letter with directions
customer's  supply and Tungsten have maintaining 30 November 2008 from RIA to the Tungsten not to
address for failure | onfirmed  that customer - supply disconnect a customer’s supply without
to pay a bill in the | informal policy is n the approval from the RIA, excepting
circumstances no\tN tro disconnect glrggir;;zéance circumstances where immediate
specified. power. P ' emergency action is required to prevent
damage to infrastructure or risk of injury.
The letter also outlines the circumstances
specified under this clause, when
disconnection must not occur.
240 Code of conduct | As above As above RIA to issue hardship | There are no dual fuel contracts | Completed

cl.7.3

In relation to dual
fuel contracts, a
retailer must not

arrange for
disconnection of the
customer’s  supply

address for failure
to pay a bill within
15 business days
from arranging for
disconnection of the
customer’s gas

supply.

policy.

Manager, Commercial
Operations

30 November 2008

(electricity and gas).
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Licence Previous Audit Recomme_nded Post Audit Action .
o o Corrective Action Taken Status
Condition Findings . Plan
Actions

242 Code of conduct | Covered by Informal process | Emergency line | Tungsten’s Utilities Emergency Shutdown | Completed
cl.75 Section 4.6 of the in place, will | established and will be | Customer Contact Procedure/Guidelines
A distributor who | CSC.  Emergency require advised to all | require Tungsten when they become
disconnects a | supply documentation/co | customers. aware of the requirement for an
customer's supply | &rangements o_rdination across emergency shutdown to contact the
address pl?o); require use of third different service 'II\;Iungsten Contract Visitor Centre, RIBC and Rottnest Island
emergency reasons party power providers. anager residents as per the contact list.

; eneration .
must provide a 24 ?Kennards) Post Audit | Completed Also, a 24 hour emergency number has
hour emergency Inf | ) ; Actions: Since been established and responsibility
line and use its best | 'Nformal process in i i i i it
place, will require audit  corrective assigned for emergencies to the Facilities
endeavours to docur,nentation action has been Manager. The emergency number is
restore SUPP'V as ’ effected, provided in the CSC and fridge magnets
soon as possible. responsibility for displaying emergency number were
emergency line distributed to all customers.
has been .
. Also, Section 6.3 of the Standard Form
allocated and line ; ,
established Contract provide for the RIA’s
’ commitment to reconnect supply as soon
as practicable once the emergency
situation has been resolved.

243 Code of conduct | Covered in Section Informal process | The decision to | Section 4.6 of the CSC covers | Completed
cl.7.6 6.2 of the Standard in place, will | disconnect can only be | requirements of this clause (Section 6.2
A retailer or a | Form Contract. require made by the RIA's | of the Standard Form Contract is silent
distributor must not documentation of | Chief Executive | about requirements of this clause).

olicy. Officer. Letter of . . , L
arrange for poicy direction to be issued Audit also sighted a letter with directions
disconnection  or Post Audit by RIA from RIA to the Tungsten not to
d|sconne<’:t a Actions: A letter ' disconnect a customer’s supply without
customer’'s supply has been issued | Manager Commercial | approval from the RIA, excepting
address in the by the RIA | Operations circumstances ~ where immediate
cwcumstances instructing the c leted emergency action is required to prevent
specified. Operations omplete damage to infrastructure or risk of injury.

Contractor TG. The letter also outlines the circumstances
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Prev. Recommended

Comp. Corrective Post Audit Action

Plan

Previous Audit
Findings

Licence

Condition Action Taken Status

Rating Actions

specified under this clause, when

disconnection must not occur.

244 Code of conduct | Ditto 243. 3 Ditto 243. The decision to | Section 4.6 of the CSC and Section 6.2 | Completed
cl. 7.7(2) disconnect can only be | of the Standard Form Contract cover
A retailer must que by the RIA’s requirements of this clause.
undertake ~  the g?fli?:fer Leltztﬁcutl\gef Audit also sighted a letter with directions
actions specified in direction to be issued | rom RIA to the Tungsten not to
the circumstances by RIA disconnect a customer’'s supply without
Wher_e the customer y ' approval from the RIA, excepting
provides the retailer Manager Commercial | circumstances  where immediate
with  confirmation Operations emergency action is required to prevent
thaF ~a  person damage to infrastructure or risk of injury.
residing at the Completed However, the letter does not specifically
customer’s supply mention  circumstances where the
address  requires customer is on life support.
life support
equipment.
245 Code of conduct | Ditto 243. 3 Ditto 243. The decision to | Audit also sighted a letter with directions | Completed
cl. 7.7(2) disconnect can only be | from RIA to the Tungsten not to
A distributor must made by the RIA’s | disconnect a customer’'s supply without
undertake the Chief Executive | approval from the RIA, excepting

actions specified in
circumstances

where the
distributor has been
informed by a
retailer or a relevant
government agency
that a  person
residing at a
customer’s  supply
address requires

Officer. Letter of
direction to be issued
by RIA.

RIA
Completed

circumstances where immediate
emergency action is required to prevent
damage to infrastructure or risk of injury.
However, the letter does not specifically
mention  circumstances where the
customer is on life support.

In addition, audit sighted Tungsten File
Note acknowledging requirements of this
clause and noting that customers
currently living on the Island work directly
for the RIA or the Rottnest Island
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Licence

Condition

life support
equipment.

Previous Audit
Findings

Recommended
Corrective
Actions

Prev.
Comp.
Rating

Post Audit Action
Plan

Action Taken

Business Community (RIBC). Currently
no staff or immediate staff family
members living on the Island require life
support.

Status

266 Code of conduct | Covered by CSC 2 CSC will need to | The RIA's Customer | Section 2.1 ‘Billing cycles’ of the CSC | Completed
cl. 10.2(2) (2.12). be reviewed for | Service Charter is | has been updated and is now compliant
A retailer must give compliance with | being reviewed to take | with the requirements of this clause.
g Fees may apply, the Code. into account  the
the requested billing | csc will need to .
data at no charge in | pe  reviewed  for outsourcing of utilities
the Circumstances Compliance Wlth payment CO."eCtlon to
specified. the Cod external parties and for
e Lode. compliance with the
Licence and various
codes. This will be
included in that review.
Manager, Commercial
Operations
30 November 2008
272 Code of conduct | Covered by RIA’s 2 Standard Form | The Standard Form | Sighted Tungsten'’s File Note | Partially
cl.10.6 CSC (3.2), Contract will | Contract will be | acknowledging that on request by a | Completed
A distributor must | however Standard require a review | reviewed for approval | customer, Tungsten will provide general
give a customer on Form Contract to address | by the Authority. information on safe use of electricity, on
does not include information . quality and reliability of supply.
request, at no e e .
hq the | this information in required by the Managgr, Commercial . .
charge, € | its list of accessible Code Operations However, Section 15  ‘Customer
specified . . ' Information’ of the Standard Form
; : < | information (12). 30 November 2008
information  that is Contract has not been updated to

particular to a
distributor.

address the requirements of this clause
and there is no requirement for Sunco or
McGees Property to certify compliance.

Recommendations:
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Licence
Condition

Previous Audit
Findings

Prev.

Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

e Include this requirement in an annual
compliance certificate from Sunco
and McGees Property. (Post Audit
Implementation Plan item 1.17)

Status

274

Code of conduct
cl. 10.7(2)

A distributor must
give a customer the
requested
consumption  data
at no charge in the
circumstances
specified.

Covered by CSC
(2.2).

Fees may apply,
CSC will need to
be reviewed for
compliance with
the Code.

CSC will need to
be reviewed for
compliance with
the Code.

The RIA's Customer
Service Charter s
being reviewed to take
into account the
outsourcing of utilities
payment collection to
external parties and for
compliance with the
Licence and various
codes. This will be
included in that review.

Manager, Commercial
Operations

30 November 2008

Section 2.1 ‘Billing cycles’ of the CSC
has been updated and is now compliant
with the requirements of this clause.

Completed

278

Code of conduct

cl. 10.8(2)
A distributor must
publish information
on distribution
standards and
metering
arrangements  on
the distributor’s
website.

RIA publishes on
its site reports on
its electricity quality
and reliability,
however metering
information is not
readily available.

To be reviewed
for compliance.

While the nature of the
RIA’s operation does
not make this the most
accessible medium for
customers;  metering
information  will  be
published on the RIA
website.

Manager, Commercial
Operations

30 November 2008

The required information was published
on the RIA's website. RIA’'s website
sighted.

Completed
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Licence
Condition

Previous Audit
Findings

Prev.

Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

281 Code of conduct | Electronic access 2 Code of conduct | As internet access for | An electronic copy of the Code of | Completed
cl. 10.10(2) to Code of Conduct to be made | residents on the Island | Conduct is now available on the RIA
A retailer and | notavailable on the readily accessible | is limited the most | website.
distributor must | RIA website. The on the RIA | effective means of
make electronic | €SC  refers  RIA website. communication is to
copies of the Code customers to the provide all customers
of Conduct | Authority’s website with a copy of the
available, at no and includes web Code of Conduct.
charge, on their gggaﬁ:nt forthis Notwithstanding  the
website. ' Code of Conduct to be
posted on the RIA
website.
Manager Commercial
Operations
Completed
283 Code of conduct | Information on 2 Include this | RIA to inform | This subclause is no longer included in | N/A
cl. 10.10(4) changes to COC is requirement  in | customers of recent | the Code of Conduct for the Supply of
A retailer and | Provided to users licence changes to COC for | Electricity to Small Use Customers 2008.
distributor must | through RIBC and compliance small users. TG to add
inform a customer | the CCC. checklist to | requirement to Licence
of any material Publication of ensure checklist.
amendment to the changes on publication of Manager, Commercial
Code of Conduct | Website was not future changes to 0 )
: . perations/Tungsten
that affects the | confirmed as noted COC. Advise Contract Mana
.. ger
customer's  rights | item 281. users of recent
and obligations. changes to COC. | 30 November 2008
286, Code of conduct | RIA A/Tourism and 3 In future, | Tungsten to prepare | Audit sighted the Tungsten’s Meter | Completed
287 cl. 10.12(1) & | Travel Manager application of | guideline. Installation and  Calibration  Work
10.12(2) and TG have different types of Tungsten Contract Procedure and confirmed that the
A distributor must | confirmed that only meters will need Manager procedure includes the requirement to

one type of meter

to be assessed

advise the customer of the availability of
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Prev. Recommended
Comp. Corrective
Rating Actions

Post Audit Action
Plan

Previous Audit
Findings

Licence

Action Taken Status

Condition

advise a customer,
at no charge, of the
availability of
different types of
meters.

is available on the
island.

In future,
application of
different types of
meters will need to

on a case by
case basis.

This direction and
a guideline for
meter  selection
will need to be

31 December 2008

different types of meters and that this can
be assessed on a case by case basis.
This decision will be based on the
customer’s specific requirements
otherwise the standard type of meter
currently used will be installed.

be assessed on a prepared and

case by case included in

basis. operational
procedures.

288 Code of conduct | RIA has produced Access to CSC | The Authority | The Authority approved Customer | Completed
cl. 11.1(1) a CSC, dated needs to be | approved CSC has | Service Charter 2005 is available on RIA
EIRL3 cl. 15.1 2005. clarified. been posted on the | website.

. RIA website. , . .
A  retailer and | Access to CSC The RIA’'s revised Customer Service
distributor must | was not available Manager Commercial | Charter 2009 has been approved by the
produce and | on the website. Operations Authority on 17 June 2009.
publish a Customer
Service Charter Completed

289 Code of conduct | Not all contact CSC needs | The RIA’s Customer | The CSC has been amended and all | Completed
cl. 11.1(2) details are review and | Service Charter is | matters required under this clause are
A retailer and | @vailable in the revision to ensure | being reviewed to take | now included in the charter.
distributor must | €SC eg. the compliance with | into account the
address the Authority, Energy the Code. outsourcing of utilities
specified Safety. payment collection to
information in their external parties and for
Customer Service compliance with the
Charters. Licence and various

codes. This will be
included in that review.

Manager, Commercial
Operations
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Prev. Recommended
Corrective
Actions

Post Audit Action
Plan

Previous Audit
Findings

Licence

Condition Status

Action Taken

Comp.
Rating

30 November 2008

293 Code of conduct | Process has been Formally address | Complaints handling | Audit sighted Tungsten’s Electrical | Completed
cl.12.1(2) subject to a review shortcomings of | process to be reviewed | Customer Complaints Procedure and
A retailer, distributor “RIA Complaints process for | and changes made to | confirmed compliance with this clause of
and marketer must | Management handling address shortcomings. | the Code of Conduct.
develop, maintain System”, 16 May complaints. Manager, Commercial
and implement an | 2907, which Operations
internal process for | identified a number
handling complaints | ©f  shortcomings, 30 October 2008
and resolving | Some  of these
disputes. shortcomings have

been addressed,
others have not.
Process  workflow
does not document
process for
telephone calls
however CSC
addresses the
complaints

procedure.

294 Code of conduct | As above. Formally address | Complaints handling | Audit sighted Tungsten's Electrical | Completed
cl. 12.1(2) Also Customer shortcomings of | process to be reviewed Cust'omer Complaints .Proc.edure and
A retailer, distributor com' laint  process process for | and changes made to | confirmed compliance with this clause of
and marketer must | pot P preadily handllng address shortcomings. | the Code of Conduct.
develop, ~maintain | apparent to complaints. Manager, Commercial | The Customer Feedback Form can be
and implement a | wepsite visitors. Operations accessed on the RIA website.
complaints handling | customer feedback
process that meets | form not readily 30 October 2008
the specified | found — found on
I’equwements. site map — not

linked to a
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Licence
Condition

Previous Audit

Findings
complaint or
feedback page.
There are

discrepancies
between the CSC
and the “RIA
Feedback Action
Form™:

-acknowledgement
10 vs 5 days,

-resolution 15 vs
30 days.

Recommended

Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

297 Code of conduct | No guideline Guideline may be | While the number of | Audit sighted Tungsten's Electrical | Completed
cl. 12.2(1) available on the required to | queries and complaints | Customer Complaints Procedure and
A retailer, distributor basis of the small differentiate  and | is minimal guidelines | confirmed compliance with this clause of
and marketer must glectricity customer prioritise will be developed. the Cdode ofOI Conduc:]. Theb complaints
develop a quideline | base. responses. procedure istinguishes  between a
that gssis?s their Lir;l%sgg:}Manazg:traCt customer complaint and an enquiry and
staff in delineating Commercial prowdes_ definitions of a complaint and of
customer  queries o ; an enquiry.
. perations
and complaints, and All complaints are entered into the
provides for the 30 November 2008 Complaints Register.
classification of
customer There is also the Tungsten & Visitors
complaints. Centre Priority Response Procedure to
serve as a guide to ensure the efficient
allocation of work requests is undertaken.
298 Code of conduct | No reference made As above The RIA’'s Customer | Audit sighted the revised CSC and | Completed

cl. 12.2(2)
A retailer and
distributor must

in CsC to
guidelines due to
the small electricity

Service Charter is
being reviewed to take
into account the

confirmed that Section 3.4.2 ‘Complaints
Procedure’ of the CSC now refers to the
detailed complaints handling process and
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Licence

Condition

refer to their
respective
guidelines in their
Customer Service
Charter.

Previous Audit
Findings

customer base.

Recommended
Corrective
Actions

Post Audit Action
Plan

outsourcing of utilities
payment collection to
external parties and for
compliance with the
Licence and various
codes. This will be
included in that review.

Manager, Commercial
Operations

30 November 2008

Action Taken

guidelines.

Status

306, Code of conduct | RIA operates under A check will be | RIAto comply. The FOU Meeting Agenda has been | Completed
311 cl.13.4& 139 the Financial Audit required  within amended to include any compensation
A retailer/distributor | ACt: Compensation the “Licence and E/Ighja or Contract payments made to customers. To date no
must keep a record payments are Permit Register” 9 compensation payments have been
of the total number | Processed in to monitor | 30 November 2008 made.
of payments made accordance with compensation
under the | the Act and records payments under
compensation kept  accordingly. the indicators
indicators specified. | RIA does not have specified in the
a procedure for Code of Conduct.
monitoring
compensation
claims.
313 Code of conduct | This requirement is CSC will need to | The RIA's Customer | Section 4.6 Disconnection’ of the CSC | Completed

cl. 14.2(1)

A retailer must pay
the stated
compensation to an
eligible  customer
where the customer
is not reconnected

not addressed in
RIA documents —
eg. Standard Form
Contract and
Customer Service
Charter.

be amended.

Service Charter is
being reviewed to take
into account the
outsourcing of utilities
payment collection to
external parties and for
compliance with the
Licence and various

now provides for a payment of $50 per
day for the period that the customer
remains disconnected up to maximum of
$250.
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Previous Audit

Findings

Prev.
Comp.

Recommended

Corrective

Actions

Post Audit Action
Plan

Action Taken

Status

Licence
Condition
in the manner
specified and an
exception to

payment does not
apply.

Rating

codes. This will be
included in that review.

Manager, Commercial
Operations

30 November 2008

this issue will be

315 Code of conduct | As above. 2 CsC to be | The RIA’s Customer | Section 4.6 Disconnection’ of the CSC | Completed
cl.14.3 amended to | Service Charter is | now states that if RIA do not follow
A retailer must pay reflect being reviewed to take | required procedures  prior to
the stated compensation. into account  the | disconnecting the customer for failure to
compensation to an outsourcing of utilities | pay a bill, the customer may be eligible to
eligible  customer payment collection to | apply for a service standard payment.
where the retailer external parties and for | Section 4.6 of the CSC further provides
has failed to follow compliance with the | for a payment of $50 per day for the
any of the specified Licence and various | period that the customer remains
procedures prior to codes. This will be | disconnected up to maximum of $250.
disconnection for a included in that review.
failure to pay and Manager, Commercial
an except|0n to Operations
payment does not
apply. 30 November 2008

316 Code of conduct | A process for 3 See item 293. The Feedback Form is | Audit sighted Tungsten’s Electrical | Completed
cl. 14.4(1) handling customer not relevant to | Customer Complaints Procedure and
A retailer must | feedback and complaints by utilities | confirmed compliance with the
acknowledge  and complaints has customers but a form | timeframes prescribed by this clause of
respond to a written been established designed to elect | the Code of Conduct.

; t f isl . .
query or complaint ﬂnd documenteq, commentfrom 1S ﬁn-d Section 3.4.2 ‘Complaints Procedure’ of
by ~an eligible | however it s visitors on their the CSC  al i ith th
i bject to experience of Rottnest € also complies  wi €
tomer within the | SUPIEC P ibed ti
cus h ; ; prescribed timeframes.
timeframes shortcomings  as Island. The CSC is
prescribed. noted at item 293. being reviewed and
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Licence
Condition

Previous Audit
Findings

Prev.

Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

included in that review.

Manager, Commercial
Operations

30 November 2008

interruption at least
three days before
the interruption.

Manager, Commercial
Operations

30 November 2008

317 Code of conduct | Seeitem 313 2 csc to be | The RIA’s Customer | Section 3.4.2 ‘Complaints Procedure’ of | Completed
cl. 14.4(2) amended to | Service Charter is | the CSC provides for payment of $20, on
A retailer must pay reflect being reviewed to take | request, if RIA fails to acknowledge or
the stated compensation. into account  the | respond to a complaint or enquiry within
compensation to an outsourcing of utilities | the timeframes prescribed by the Code of
eligible customer payment collection to | Conduct.
where the retailer external parties and for
has failed to compliance with the
acknowledge or Licence and various
respond to a query _codes. '_I'his WiII_ be
or complaint within included in that review.
the . timeframes Manager, Commercial
prescrl_bed and an Operations
exception to
payment does not 30 November 2008
apply.

318 Code of conduct | CSC requires 3 Standard Form | The current Standard | The revised Customer Service Charter | Completed
cl. 14.5(1) across the board 3 Contract will | Form Contract has | provides for a minimum of 5 days notice
A distributor must | days  notification. require revision to | been approved by the | which is consistent with the Standard
notify an eligible Standard Form bring in line. Authority. This will be | Form Contract.
customer  affected | Contract  (Draft) reviewed and
by a planned | 'equires 5 days resubmitted to  the

notification. Authority for approval.
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Licence Previous Audit Srev: Recomme_nded Post Audit Action .
o o Comp. Corrective Action Taken Status
Condition Findings . . Plan
Rating Actions
319 Code of conduct | This requirement is 2 CsC to be | The RIA’'s Customer | Section 3.4.2 ‘Complaints Procedure’ of | Completed
cl. 14.5(2) not addressed in amended to | Service Charter is |the CSC also complies with the
A distributor must | RIA documents — reflect being reviewed to take | prescribed timeframes.
pay the stated | €9 Contract and compensation. into account  the
compensation to an Customer Charter. outsourcing of utilities
eligible  customer payment collection to
where the external parties and for
distributor has failed compliance with  the
to  provide the Licence and various
prescribed codes. This will be
notification and an included in that review.
exception to Manager, Commercial
payment does not Operations
apply.
30 November 2008
320 Code of conduct | See item 316. 3 See item 316. The RIA's Customer | Audit sighted Tungsten’s Electrical | Completed
cl. 14.6(1) Service Charter is | Customer Complaints Procedure and
A distributor must being reviewed to take | confirmed compliance with the
acknowledge  and into account the | timeframes prescribed by this clause of
respond to a written outsourcing of utilities | the Code of Conduct.
; llecti . .
query or complaint paymer:t co ectlor; fto Section 3.4.2 ‘Complaints Procedure’ of
b an eligible external parties and for . .
y 9 i ith th the CSC also complies with the
customer within the compliance with ~ the ibed ti
Li d ; prescribed timeframes.
timeframes icence and various
prescribed. codes. This will be
included in that review.
Manager, Commercial
Operations
30 November 2008
324 Electricity The RIA's FOU 2 Electricity supply | Tungsten will | Audit sighted Tungsten's ‘Voltage and | Completed
Industry (Network | agreement has voltage and | undertake a review to | Harmonics Fluctuation Monitoring Work
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Licence

Condition

Previous Audit
Findings

Recommended
Corrective
Actions

Prev.
Comp.
Rating

Post Audit Action
Plan

Action Taken

Status

Quality and | capacity to meet harmonics to be | determine cost | Procedure’ to monitor voltage and
Reliability of | this requirement. metered to | effective options for | harmonic fluctuations on a regular basis
Supply) Code 2005 Cavital Works monit(_)r _ voltag_e and harmonics | and to respond to co_mplaints rel_ating to
clause 5(1) Bug ot for 2007-08 qompllance with | metering. TG to vo!tage and harmonics fluctuations by
A distributor  or (Seg 2007) - licence. purghase harmomcs using the Meter Power Q Plus power
transmitter must, as Tragsﬁel d Services testing device and | quality fanalyser. Data from the analys.er
far as reasonably | identified that comply. are being compared to the Ele_ctnqty
practicable, ensure | yoltage and Tungsten Contract Ir;dusstry (lN etwgrkd Quazlg)(/)Sami Reliability
that electricity | harmonics are not Manager of Supply) Code o ensure
supply to a | being metered to compliance. Readings are taken eaqh
customer's confirm compliance 30 September 2008 mon_th. All data are stored on Tg_n_gsten s
electrical with licence. P drlve_ and controlled by the Utilities and
installations Operations Manager.

complies with

prescribed

standards.

334 Electricity See item 313. 2 CsC and | The RIA's Customer | Section 4.3 ‘Service Interruptions’ of the | Completed
Industry (Network Standard Form | Service Charter is | CSC does provide for at least 5 days
Quality and Contract (SFC) | being reviewed to take | notice to the customer prior to the
Reliability of will need to be |into  account the | interruption and section 3.4.2
Supply) Code 2005 amended. outsourcing of utilities | “Complaints Procedure” provides for a

clause 18

A distributor
operating a relevant
distribution system
must, in specified
circumstances,
make a payment to
a customer within a
specific timeframe
for a failure to give
required notice of
planned

payment collection to
external parties and for
compliance with the
Licence and various
codes. This and the
SFC will be included in
that review and revised
if applicable.

Manager, Commercial
Operation

30 November 2008

payment of $20 if service standards are
not met.
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Licence Previous Audit Srev: Recomme_nded Post Audit Action .
o o Comp. Corrective Action Taken Status
Condition Findings . . Plan
Rating Actions
interruption.
335 Electricity See item 313. CSsC and | The RIA's Customer | Section 4.3 ‘Service Interruptions’ of the | Completed
Industry (Network Standard Form | Service Charter is | CSC does inform that the customer may
Quality and Contract (SFC) | being reviewed to take | be eligible for a compensation payment if
Reliability of will need to be |into  account the | the interruption lasts for 12 hours or
Supply) Code 2005 amended. outsourcing of utilities | more.
clause 19 payment collection to
A distributor external parties and for
e ot o
distribution system .
; e codes. This and the
must, in specified . . .
circumstances, SFC W|I_I be mclude_d in
make a payment to itp:t r(lei\élael\)/\(eand revised
a customer within a PP )
specific timeframe if Manager, Commercial
a supply Operations
interruption
exceeds 12 hours. 30 November 2008
336 Electricity See item 313. CsC and | The RIA’'s Customer | Section 4.3 ‘Service Interruptions’ of the | Completed
Industry (Network Standard Form | Service Charter is | CSC does inform that the customer may
Quality and Contract (SFC) | being reviewed to take | be eligible for a compensation payment if
Reliability of will need to be |into  account the | the interruption lasts for 12 hours or

Supply) Code 2005
clause 21(1)

A distributor
operating a relevant
distribution system

must provide
eligible customers
with information

about applying for
payments for failure
to meet the

amended.

outsourcing of utilities
payment collection to
external parties and for
compliance with the
Licence and various
codes. This and the
SFC will be included in
that review and revised
if applicable.

Manager, Commercial

more. Customers are advised to call a
contact number for more information on
eligibility and how to make a claim.
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Licence

Condition

Previous Audit

Findings

Recommended
Corrective
Actions

Prev.
Comp.
Rating

Post Audit Action
Plan

Action Taken

Status

requirements in Operations
Sections 18 and 19

of the Electricity 30 November 2008
Industry  (Network

Quality and

Reliability of

Supply) Code 2005.

337 Electricity See item 313. 2 CsC and | The RIA's Customer | Ditto 336 Completed
Industry (Network Standard Form | Service Charter is
Quality and Contract (SFC) | being reviewed to take
Reliability of will need to be | into  account the
Supply) Code 2005 amended. outsourcing of utilities
clause 21(2) payment collection to
A distributor external parties and for
operaing a el e i
distribution system d Thi nd th
must provide written codes. s a e
notice to customers SFC W'I.l be |nclud§d In
about payments for itfh:t rﬁ\éfg\l’eand revised
failure to meet the PP )
requirements in Manager, Commercial
Sections 18 and 19 Operations
of the Electricity
Industry  (Network 30 November 2008
Quality and
Reliability of
Supply) Code 2005.

338 Electricity See item 313. 2 Action will need | Such notice to be | Audit was not provided with evidence of | Outstanding
Industry (Network Not perf d to be performed. issued at the beginning | annual written notice being provided to
Quality and ot performed. of each financial year | eligible customers.

Reliability of with  monthly invoice. o
Supply) Code 2005 For 2008-2009 this will | Récommendation:
clause 21(3) be the September | . A written notice should be provided
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Licence
Condition

A distributor
operating a relevant
distribution system
must provide written
notice to eligible
customers about
payments for failure
to meet the
requirements in
Sections 18 and 19
of the Electricity
Industry  (Network
Quality and
Reliability of
Supply) Code 2005
not less than once

Previous Audit
Findings

Prev.

Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

invoice.

Manager, Commercial
Operations

6 October 2008

Action Taken

to  eligible  customers  about
payments for failure to meet the
requirements in Sections 18 and 19
of the Electricity Industry (Network
Quality and Reliability of Supply)
Code 2005 not less than once in
each financial year. (Post Audit
Implementation Plan item 1.26)

Status

in each financial
year.
347 Electricity RIA has confirmed 2 A check will be | Requirement to be | The Licence and Permit Register has | Completed

Industry (Network | that the report was required in the | included in Licence | been amended to include all reporting
Quality and | submitted late. RIA's  “Licence | compliance register. requirements and is reviewed weekly at
Reliability of and_ ) Permit FOU Contract the FOU meeting.
Supply) Code 2005 Register to

Manager/Tungsten
clause 27(3) control report Contract Manager

issue date. 9

A distributor or
transmitter must
give a copy of its
report about its
performance to the
Minister and the
Authority within the
specified period.

30 November 2008
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Licence Previous Audit Recomme_nded Post Audit Action .
" o Corrective Action Taken Status
Condition Findings . Plan
Actions

350 Electricity FOU Contract Verify categories | Tungsten is seeking | The RIA Meter Data Base was | Completed
Industry Metering | includes of all metering | advice from Western | established and verification of all meters
Codecl. 3.1 responsibilities  for and investigate if | Power and will | completed.

compliance to all they comply with | establish a database of .
A network operator pla : y Py .. | Tungsten’s Meter Installation and
hat i electricity  licence the applicable | meters and if O e
must ensure that its : d | ¢ | Calibration Work Procedure is in place.
meters meet the | r€duirements - procedure. necessary, a plan o
requirements metering included. acton ~ to  meet | procedure requires all new kWh meters
specified in the | 1C s aware of compliance with the | to be installed in accordance with the
applicable responsibility. applicable electricity industry metering code 2005
. specifications and i

metrology RIA is unable to Eidelines and must comply ywth the metrology
procedure and also | verify which of its g : pr?cedure and national measurement
comply with —any | existing meters are Tungsten  Contract | &
2522%2?0% or in  compliance of Manager In accordance with the procedure, a

hcat applicable ercentage of electricity meters are

ideli C 31 October 2008 p 9 Y

guidelines procedure in this removed each year for testing as per the
(including any | code. Electricity Industry Metering Code 2005.
transitional The meters are sent to Western Power
arrangements) for calibration in accordance with the
specified by the Code. The meter results are updated in
National the KWH meter calibration data base and
Measurement copies of the certificates are kept on the
Institute under  the Tungsten public drive.
National
Measurement Act.

351 Electricity FOU Contract Verify if | Tungsten is seeking | RIA Meter Data Base was established | Completed
Industry Metering | includes accumulation advice from Western | and verification of all meters completed.
Codecl. 3.2(1) responsibilities  for meters are in | Power and will : .

A lati compliance to all compliance with | establish a database of Tungsten’s Metgr Readings — Monthly
n accumulation lectrici i d d if | Work Procedure in place.

meter must at least | €lectricity licence code meters an i

conform to the feqwf?mef_ffs - requirements. necessary, a plan of | In accordance with the Tungsten’s Meter

requirements metering included. acton  to  meet | |nstallaion and Calibration  Work

specified in the | 1C confirms that it compliance with the | Procedure meters are tested regularly

applicable has installed applicable (removed and physically tested).
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Licence

Condition

metrology
procedure and
display, or permit

access to a display
of, the accumulated

Previous Audit
Findings

accumulation
meters.

TG is unable to
verify whether the
accumulation

Recommended
Corrective
Actions

Prev.
Comp.
Rating

Post Audit Action
Plan

specifications and
guidelines.

Tungsten Contract
Manager

Action Taken

Status

electricity - 31 October 2008
production or meter_s are in
consumption at the com_phance of
metering point in applicable . .
the manner procedure in this
prescribed. code.
352 Electricity Tungsten has 3 Verify compliance | RIA and Tungsten will | Downloadable meters are not in use. | N/A
Industry Metering | confirmed Interval with code | comply. Meters that are in use are physically
Codecl. 3.3(1) meters are not in requirements  in E read, data is not downloaded. Interval
ou Contract

An internal meter | US€: future works. meters are now used for customers
Manager/  Tungsten exceeding the 50 MWh annual suppl

must at least have | | oads of various Contract Manager 9 PRl

an interface to allow | feeders show that

the internal energy | interval ~ meters Completed

data to be | maybe  required,

downloaded in the | compliance  with

manner prescribed | code will need to

using an interface | pe verified in future

compatible with the | works.

requirements

specified in the

applicable

metrology

procedure.

354 Electricity Tungsten confirms 3 RIA to verify. Tungsten will provide | RIA Meter Data Base was established | Completed

Industry Metering
Code cl. 3.5(1) &
@

A network operator

that a checklist is
available to verify
metering
installation.

data to confirm
compliance or if
required, prepare a
plan of action to meet

and verification of all meters completed.

RIA has meters at every connection
point.
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Licence
Condition

Previous Audit
Findings

Prev.

Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

must ensure that | No data has been compliance.
there is a metering | viewed to confirm

installation at every | yse of meters at 'II\;Iungsten Contract
connection point on every connection anager

its network which is point which is not a 30 October 2008
not a Type 7 | Type 7 connection

connection  point. | poing,

Unless it is a Type

7 metering

installation, the

metering installation

must meet the

functionality

requirements

prescribed.

355 Electricity FOU Contract is in 3 RIA to investigate | The RIA will seek | The RIA Meter Data Base was | Completed
Industry Metering | place to operate and verify. independent advice to | established and verification of all meters
Code cl. 3.5(3) and maintain verify compliance or if | completed.

meterin required, prepare a .
A network operator | . g q prep Tungsten's Meter Installation and
installations to the plan of action to meet OO L
must, for each : ; Calibration Work Procedure is in place
metering installation requirements of the compliance. :
on its network, on Licence. FOU Contract | In accordance with the procedure, a
and rom the ime of | RIA is ot able 1 P ool metes ere
its connection to the | verify if any of the /e :
Ocober2008 | By Industy Meterng Code 2005
install, operate and | complies with the - I .
maintain the IicenF():e calibration in accordance with the _Code.
e o ney | reduiremens KWH meter calbration data base and
in the  manner
prescribed  (unless copies of the certificates are kept on the
otherwise agreed). Tungsten public drive.
356 Electricity FOU Contract is in 2 RIA to investigate | The RIA will seek | Tungsten's Meter Installation and | Completed

Industry Metering

place to install and

and verify.

independent advice to

Calibration Work Procedure requires all
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Licence

Condition

Code cl. 3.5(4)

A network operator
must ensure that,
except for a Type 7

Previous Audit
Findings

maintain metering
installations to the
requirements of the
Licence.

Recommended
Corrective
Actions

Prev.
Comp.
Rating

Post Audit Action
Plan

verify compliance or if
required, prepare a
plan of action to meet
compliance.

Action Taken

installed in

new kWh meters to be
accordance with the Electricity Industry
Metering Code 2005 and must comply

with the
national measurement act.

metrology procedure and

Status

metering RIA is not able to FOU Contract
installation, ~the | verify if any of the Manager Location of meters is recorded in the RIA
metering point for a | existing installation Meter Database.
revenue  metering | complies with the 30 October 2008
installation iS | licence
located as close as | requirements.
practicable to the
connection point in
accordance with
good electricity
industry practice.
358 Electricity FOU Contract is in 3 RIA to investigate | The RIA will seek | The RIA Meter Data Base was | Completed
Industry Metering | place with TG to and verify. independent advice to | established and verification of all meters

Code cl. 3.5(9)

If a network
operator becomes
aware that a
metering installation
does not comply
with the Code, the
network  operator
must advise
affected parties of
the non-compliance
and arrange for the
non-compliance to
be corrected as
soon as practicable.

ensure compliance
with the
requirements of the
licence.

However, RIA is
not able to verify if
any of the existing
installations  does
not comply with the
code.

verify compliance or if
required, prepare a
plan of action to meet
compliance.

FOU
Manager

30 October 2008

Contract

completed.

Tungsten's  Meter Installation and
Calibration Work Procedure is in place.

In accordance with the procedure, a
percentage of electricity meters are
removed each year for testing as per the
electricity industry metering code 2005.
The meter is sent to Western Power for
calibration in accordance with the Code.
The meter results are updated in the
KWH meter calibration data base and
copies of the certificates are kept on the
Tungsten public drive.
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Licence Previous Audit Srev: Recomme_nded Post Audit Action .
o o Comp. Corrective Action Taken Status
Condition Findings Rating Actions Plan

360 Electricity FOU Contract is in 3 RIA to investigate | The RIA will seek | Electronic data is not downloaded | Completed
Industry Metering | place to install and and verify. independent advice to | remotely at Rottnest Island. All readings
Codecl. 3.8 maintain metering verify compliance or if | are done manually. Data is stored on the
A network operator insta_llations to the required, prepare a | Tungsten Network where security is in
must, for each requirements of the plan qf action to meet | place.
metering installation | LiC€NCe- compliance.
on its network, | Checks have been FOU Contract
ensturg .thetlt” che carried out Manager
metering Installation | however RIA is not
is  secured by | aple to verify if all 30 October 2008
means of devices or | of  the existing
methods which, to | installations comply
the standard of | with the licence
good electricity | requirements.
industry  practice,
hinder unauthorized
access and enable
unauthorized
access to be
detected,.

361 Electricity FOU Contract is in 3 RIA to investigate | The RIA will seek | In accordance with the Tungsten’s Meter | Completed
Industry Metering | place to install and and verify. independent advice to | Installation and  Calibration  Work
Code cl. 3.9(3) maintain metering verify compliance or if | Procedure, a percentage of electrical
Each metering installations to the required, prepare  a meters are removefd. each year for test@ng
installation must re_quirements of the plan o_f action to meet | as per the Electricity Industry Metering
meet at least the | Licence. compliance. Code _200_5 and sent to Western Power
requirements  for | TG confirms that a FOU Contract | TOF calibration.
tha: _ t_yptf[ lati of | checklist is Manager Audit sighted the ‘Rottnest Island Energy
metering Installation | available to verify Meter Testing — Interim Report to
specified in Table 3 | metering 30 October 2008 September 2008 from Western Power
in Appendix 1 of the | installation. No detailing the results on testing of energy
Code. data has been meters removed from various premises

viewed to verify if on Rottnest Island. The report covers the
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Licence

Condition

Previous Audit
Findings

any of the existing
installation
complies with the
licence
requirements (also
refer to item 352)

Recommended
Corrective
Actions

Prev.
Comp.
Rating

Post Audit Action
Plan

Action Taken

period of testing from August 2008 to
September 2008. Report indicates that
the meters tested complied with the
requirement of Western Power's Metering
Management Plan and AS 1283.13 in
terms of accuracy and performance
characteristics.

Audit also sighted the ‘the Authority
AUDIT kWh Meter Calibration History
2008’ providing record of all 39 meters
selected for testing during 2008.

Status

363 Electricity As above. 3 RIA to confirm. The RIA will seek | As mentioned in item 361, all meters | Completed
Industry Metering independent advice to | tested by Western Power complied with
Code cl. 3.9(9) verify compliance or if | the requirement of Western Power’'s
If compensation is required, prepare a | Metering Management Plan and AS
carried out within plan of action to meet | 1283.13 in terms of accuracy and
the meter then the compliance. performance characteristics.
resultant metering FOU Contract | As advised by the FOU Contract
system error must Manager Manager, the RIA would replace the
be as close as meter entirely with new one and in
practicable to zero. 30 Qctober 2008 accordance with the CSC refund the fee
applicable for meter testing to the
customer and adjust customer’s
consumption charges.
371 Electricity The FOU Contract 3 Refer to | RIA/Tungsten to | Tungsten maintains the CAD drawings in | Completed

Industry Metering
Code cl. 3.12(4)

A network operator

must maintain
drawings and
supporting

is in place to install
and maintain
metering
installations to the
requirements of the
Licence.

opportunities  for
improvement for
additional

recommendations

retrieve documentation
to verify compliance.

Tungsten Contract

Manager

Completed

the ‘Cable Layout: Master File’ and a
register of all power assets is contained
in the Tungsten asset register and the
asset management system (Navision).

In addition, Tungsten has developed a
process of review of all CAD drawings of
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Licence

Condition

information, to the
standard of good
electricity  industry
practice, detailing
the metering
installation for
maintenance  and
auditing purposes.

Previous Audit
Findings

No reports have
been viewed of
auditing/verification
during the audit
period to check if
any of the existing
installation
complies with the
licence
requirements.

Post Audit Action:

Drawings were
viewed and found
satisfactory, refer

to opportunities for
improvement  for
additional

recommendations).

Prev.

Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

cable layouts concerning the Rottnest
Island power utilities and documented the
process in the ‘Review of CAD Drawings’
procedure. Tungsten confirmed the
drawings are up to date.

Status

375

Electricity
Industry Metering
Code cl. 3.14(3)

If, under clause
3.14(2) of the Code,
a metering
installation uses
metering class CTs
and VTs that do not
comply with the

prescribed
requirements, then
the network

operator must either

Validation of meter
accuracy was not
available during the
audit.

Verification of
meter accuracy is
required.

Tungsten will
undertake meter
testing.

Tungsten Contract
Manager

30 October 2008

The RIA Meter Data Base was
established and verification of all meters
completed.

Tungsten's  Meter Installation and
Calibration Work Procedure is in place.

Procedure requires all new kWh meters
to be installed in accordance with the
Electricity Industry Metering Code 2005
and must comply with the metrology
procedure and national measurement
act.

In accordance with the procedure, a
percentage of electricity meters are

Completed
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Licence

Condition

(or both) install
meters of higher
class accuracy or
apply accuracy
calibration  factors
within the meter in
order to achieve the

Previous Audit
Findings

Recommended
Corrective
Actions

Prev.
Comp.
Rating

Post Audit Action
Plan

Action Taken

removed each year for testing as per the
Electricity Industry Metering Code 2005.
The meter is sent to Western Power for
calibration in accordance with the Code.
The meter results are updated in the
KWH meter calibration data base and
copies of the certificates are kept on the

Status

overall accuracy Tungsten public drive.
requirements . . .
prgscribed Audit also sighted the ‘the Authority
’ AUDIT kWh Meter Calibration History
2008’ providing record of all 39 meters
selected for testing during 2008.
376 Electricity Ditto 3 Future meter | Future meter | RIA Meter Data Base was established | Completed
Industry Meterin . installations ~ will | installations will be | and verification of all meters completed.
y 9| Not applicable as -
Code cl. 3.16(1) pp require check of | checked for , .
no type 1 to 5 l I f if Tungsten’'s  Meter Installation and
A network operator 4 compliance. compliance 0 i S .o
p metering required repare  a Calibration Work Procedure is in place.
must ensure that a | installaton  was g , prep .
Type 1 metering | present on plan of action to meet | Procedure requires all new kWh meters
installation to Type | Rottnest Island compliance. to be installed in accordance with the
5 metering prior to  Code Tungsten Contract Electricity Industry Me_terlng Code 2005
installation on the application. Manager and must comply ywth the metrology
network has the procedure and national measurement
facilities and Fq”ture i_nstallﬁtioE Completed act.
i i will  requir )
functlo_na“ty of con?gllijarfcec ec In accordance with the procedure, a
prescribed. percentage of electricity meters are

removed each year for testing as per the
Electricity Industry Metering Code 2005.
The meter is sent to Western Power for
calibration in accordance with the Code.
The meter results are updated in the
KWH meter calibration data base and
copies of the certificates are kept on the
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Licence
Condition

Previous Audit
Findings

Prev.

Comp.

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

Rating

Tungsten public drive.

Audit also sighted the ‘the Authority
AUDIT kWh Meter Calibration History
2008’ providing a record of all 39 meters
selected for testing during 2008.

384

Electricity
Industry Metering
Code cl. 3.21(1)

Meters  containing
an internal real time
clock must maintain
time accuracy as
prescribed.  Time
drift must be
measured over a
period of 1 month.

FOU Contract is in
place to install,
operate and
maintain metering
installations to the
requirements of the
Licence.

RIA is not able to
verify if any of the
existing installation
complies with the
licence
requirements.

RIA to investigate
and verify.

Tungsten meter
installations  will be
checked for

compliance or if
required, prepared a
plan of action to meet
compliance.

Tungsten Contract

Manager

Completed

The RIA Meter Data Base was
established and verification of all meters
completed.

Tungsten's  Meter Installation and
Calibration Work Procedure is in place.

Procedure requires all new kWh meters
to be installed in accordance with the
electricity industry metering code 2005
and must comply with the metrology
procedure and national measurement
act.

In accordance with the procedure, a
percentage of electricity meters are
removed each year for testing as per the
Electricity Industry Metering Code 2005.
The meter is sent to Western Power for
calibration in accordance with the Code.
The meter results are updated in the
KWH meter calibration data base and
copies of the certificates are kept on the
Tungsten public drive.

Audit also sighted the ‘the Authority
AUDIT kWh Meter Calibration History
2008’ providing record of all 39 meters
selected for testing during 2008.

Completed
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Licence Previous Audit Recomme_nded Post Audit Action .
o o Corrective Action Taken Status
Condition Findings . Plan
Actions
391 Electricity FOU Contract is in List of registered | Tungsten to retrieve a | Tungsten is the only registered metering | Completed
Industry Metering | place to install, installation list of competencies | installation provider that RIA uses.
operate and roviders to be | and RIA to publish to . . .
Code cl. 329 mpaintain meterin published list on its webF;ite Audit sighted = RIA's  website and
A network operator | . : 9 P ' ' confirmed that Tungsten’s name and
t publish a list | installations to the ; . .
must publisn requirements of the Tungsten Contract | licence number is published on the
of  registered Licence Manager website. A list of competencies was also
metering installation : sighted.
providers, including | |jst of Completed
the  prescribed | competencies  or
details, and at least | registered
annually,  update | installation
the list. providers was not
available at the
time of the audit.
392 Electricity FOU Contract is in A metering | Tungsten will upgrade | RIA Meter Data Base was improved to | Completed
Industry Metering | place to operate database will be | its database to ensure | cater for different requirements of the
Codecl. 4.1(1) and maintain required to the | compliance. Code.
A network operator | Metering in extent  required
must esfablish accordance  with by the Code. Tungsten Contract
C | | the requirements of Manager
maintain and =q
administer a the Licence. 30 OCtOber 2008
metering database | A meter register is
containing standing | available however
data and energy | not to the extent
data  for each | required by the
metering point on | Code.
its network.
394 Electricity No disaster RIA to provide a | Tungsten to provide | The Metering Database is maintained | Completed
Industry Metering | recovery plan is disaster recovery | explanation of its | independently by Programmed
Code cl. 4.1(3) available at plan which | operation which will | Maintenance Group (PMG). PMG has a
A network operator present, includes a rebuild | include its methods for | Disaster Recovery Framework in place to
incorporating a of its metering | data recovery and | be used for all PMG Information

must prepare, and if
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Licence

Condition

applicable, must
implement a
disaster  recovery
plan to ensure that
it is able, within 2
business days after
the day of any
disaster, to rebuild

Previous Audit
Findings

rebuild of the
metering database
and the availability
of energy data
within 2 days of
any disaster.

Recommended
Corrective
Actions

Prev.
Comp.
Rating

database and the
availability of
energy data
within 2 days of
any disaster.

Post Audit Action
Plan

rebuild of metering
database.

Tungsten Contract
Manager

30 November 2008

Action Taken

Technology Disaster Recovery Plans. All
energy data is stored on P drive in Perth.
All data repositories/information stores
are backed up daily to one of two data
centres. Each data centre synchronises
with the Disaster Recovery (DR) site.
Each DR site is backed up nightly to tape
and then sent off-site using a 3" party

Status

the metering data storage provider. All energy data
database and could be re-created within 2 business
provide energy data days after the day of any disaster.
to Code
participants.
395 Electricity See item 392. 2 See item 392. Tungsten will upgrade | RIA Meter Data Base was established | Completed
Industry Metering its database to ensure | and verification of all meters completed.
Codecl. 4.2(1) compliance. Tungsten put in place a ‘Standing Data
A network operat.or Tungsten Contract | Items Compliance Review' procedure in
mu_sttensure thatl_lts Manager order to ensure compliance with this
registry  complies i . i
with the Code and 30 October 2008 fo the procecure, on the 1% March each
the prescribed year the data base will be reviewed to
clause ~ of  the ensure compliance with the Electricity
market rules. Metering Code clause. The table 2 in
clause 4.3(1) of the Metering Code is
used as a checklist to ensure
compliance.
396 Electricity See item 392. 2 See item 392. Tungsten will upgrade | Tungsten put in place a ‘Standing Data | Completed

Industry Metering
Code cl. 4.3(2)
The standing data

for a metering point
must comprise at

its database to ensure
compliance.

Tungsten Contract

Manager

Iltems Compliance Review' procedure in
order to ensure compliance with this
clause of the Metering Code. According
to the procedure, on the 1% March each
year the data base will be reviewed to
ensure compliance with the Electricity
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Prev. Recommended
Comp. Corrective
Rating Actions

Post Audit Action
Plan

Previous Audit
Findings

Licence

Action Taken Status

Condition

least the items
specified.

30 October 2008

Metering Code clause. The table 2 in
clause 4.3(1) of the Metering Code is

used as a checklist to ensure
compliance.
398 Electricity See item 392. 2 See item 392. Tungsten will upgrade | The RIA Meter Data Base was | Completed
Industry Metering its database to ensure | established and verification of all meters
Code cl. 4.5(2) compliance. completed.
A Code participant Tungsten Contract | Tungsten put in place a ‘Standing Data
must not knowingly Manager Items Compliance Review' procedure in
permit the registry order to ensure compliance with this
to be materially 30 October 2008 clause of the Metering Code. According
inaccurate. to the procedure, on the 1% March each
year the data base will be reviewed to
ensure compliance with the Electricity
Metering Code clause. The table 2 in
clause 4.3(1) of the Metering Code is
used as a checklist to ensure
compliance.
404 Electricity See item 392. 2 See item 392. Tungsten will upgrade | The Metering Database and Metering | Completed

Industry Metering
Code cl. 4.8(4)

A network operator
must have security
devices and
methods in place
that ensure that
energy data held in
its metering
installation and data
held in its metering
database is secured
from unauthorized

its database to ensure
compliance.

Tungsten Contract

Manager

30 October 2008

Installation is maintained independently
by Programmed Maintenance Group
(PMG). PMG’s Operations Support
Manager confirmed that they meet
industry standards in password length
and complexity i.e. password must be a
minimum of 8 characters in length,
password expires every 60 days and
must be reset and password must be
alpha-numeric.

A firewall is present at every single point
of entry into PMG’s network to prevent
unauthorised access which is monitored
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Licence
Condition

local or remote
access, in  the
manner prescribed,
sufficient to the
standard of good

Previous Audit
Findings

Prev.

Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

continuously.

Status

electricity  industry
practice,

405 Electricity See item 404. 3 See item 404/ Tungsten will upgrade | Confirmation was provided by the PMG’s | Partially
Industry Metering Security access its dat_abase to ensure | Operations Support Manage_r regarding | Completed
Code cl. 4.8(5) procedures are in compliance. password length and complexity.

A network operator | place requiring Tungsten Contract | However, no evidence was provided of

”}UStt ensure that | account login and Manager access to the metering database being

electronic password to be issued to the authorised personnel only

passwords and | authorized. 30 October 2008 and that there is a formal procedure in

other_ electronic place for authorising new user’s accounts

security controls are and deactivating of user account once

secured from the user's access is no longer required

unauthorized e.g. staff resignation.

access and are only )

issued to authorized Recommendation:

personnel. e Tungsten to provide evidence of
access to the metering database
being issued to the authorised
personnel only and that there is a
formal procedure in place for
authorising new user’s accounts and
deactivating of user account once
the user's access is no longer
required e.g. staff resignation. (Post
Audit Implementation Plan item 1.20)

406 Electricity See item 392. 2 See item 392. Tungsten will upgrade | Tungsten has been the facilities manager | Completed

Industry Metering

its database to ensure

on Rottnest Island since September
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Recommended
Corrective
Actions

Prev.

Post Audit Action
Comp.

Plan

Previous Audit
Findings

Licence

Action Taken Status

Condition

Codecl. 4.9

A network operator
must retain energy
data in its metering
database for each
metering point on
its network for at
least the periods,
and with the level of

Rating

compliance.

Tungsten
Manager

Contract

30 October 2008

2007. It has records that date back to 21
June 2006, the start of the Integrated
Regional Licence for the Island.

Energy records are accessible on
Tungsten’s metering database.

accessibility,
prescribed.

409 Electricity See item 392. 2 See item 392. Tungsten will upgrade | The ‘Meter Readings — Monthly’ work | Partially
Industry Metering its database to ensure | procedure requires that all meters are | Completed
Codecl. 5.3 compliance. read monthly. The meter reading is
A network operator marked.down on the manual dqta entry
must.  for P each 'I\I'Aungsten Contract | gheet first and then entered into the
mete'ring point on anager metering database. The Tungsten

30 October 2008 Contract Manager advised that the

its network, obtain
energy data from

the metering
installation and
transfer the energy
data into its
metering database
within the
timeframes

prescribed.

energy data are transferred into the
metering database promptly the same
day of the meter reading.

However, Audit noted that the work
procedure does not specify the
prescribed timeframe for transfer of the
energy data into its metering database
i.e. no later than 2 business days after
the date for a scheduled meter reading
for the metering point within or such other
time as is specified in applicable service
level agreement.
Recommendations:
‘Meter

e Update the Readings -
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Licence
Condition

Previous Audit
Findings

Prev.

Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

Monthly’ work procedure for the
prescribed timeframe for transfer of
the energy data into its metering
database. (Post Audit
Implementation Plan item 1.21)

Code cl. 5.17(1)

A user must provide
standing data and
validated (and
where  necessary
substituted or
estimated) energy
data to the user’s
customer, to which
that information

responsibilities  for
compliance to all
electricity  licence
requirements -
metering included.
Tungsten is aware
of responsibility.

RIA is currently
unable to
satisfactorily verify

ensure
compliance.

if necessary RIA will
ensure compliance.

FOU Contract
Manager/Tungsten
Contract Manager

30 September 2008

410 Electricity FOU Contract 2 Requires RIA to forward a letter | All meters are read monthly as per the | Completed
Industry Metering | places the documentation of | to Tungsten stating | ‘Meter Readings - Monthly’ work
Code cl. 5.4(1) responsibility  for meter reading | requirement for meter | procedure.
A network operator meter reading on process and | reading.
must, for each Ef;e FOuU requirements. FOU Contract
accumulation meter hontractor, manager
on its network, use | NOWever o
reasonable documentatlor! was Completed
endeavours to | found  specifying
undertake a meter | MNIMUM
reading that reqUIrement.
provides an actual
value at least once
in any 12 month
period.
425 Electricity FOU Contract 2 RIA  to verify | Tungsten to provide | This Section is not applicable to the RIA | N/A
Industry Metering | includes requirement and | information to RIA and | as there are no user’s customers.
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Licence

Condition

Previous Audit
Findings

Recommended
Corrective

Actions

Post Audit Action
Plan

Action Taken

Status

relates, where the | and/or respond to
user is required by | this code. Further
an enactment or an | work is in progress.
agreement to do so

for billing purposes

or for the purpose

of providing

metering services to

the customer.

444 Electricity FOU Contract is in RIA to confirm | Tungsten to provide | The ‘Meter Installation and Calibration’ | Completed
Industry Metering | place to manage validation of | information to RIA and | work procedure requires that all new kwWh
Code cl. 5.22(1) metering energy data. if necessary RIA will | meters must be installed in accordance
A network operator installations to the ensure compliance. with the Electricity Industry Metering

; requirements of the Code 2005.
must validate | \© 0 Tungsten  Contract
energy  data n ' Manager The ‘Meter Reading — Monthly’ work
accordance  with | RIA is not able to procedure is in place that deals with data
this Code applying, | verify if energy 30 September 2008 validation and provision of estimated bill.
as a minimum, the | data validation
prescribed  rules | complies with the
and procedures and | |icence
must, where | requirements.
necessary,
substitute and
estimate energy
data under this
Code applying, as a
minimum, the
prescribed rules
and procedures.

448 Electricity Code is covered by A procedure is | Tungsten to provide | The ‘Meter Reading — Monthly’ work | Partially
Industry Metering | CSC (clauses 2.4 required to | information to RIA and | procedure is in place that deals with | Completed
Code cl. 5.22(5) & 2.5) ' document the | if necessary RIA will | provision of estimated data. However,
Substitution or ) requirement  of | ensure compliance. Audit noted that the procedure states:
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Licence

Condition

Previous Audit
Findings

Prev.
Comp.
Rating

Recommended
Corrective
Actions

Post Audit Action

Plan

Action Taken

Status

estimation of | _ section 8.4 in the the code to the | Tyngsten Contract | “Should any data be corrupted,
energy data is to be | siandard Form meter reader and Manager unavailable or missing, the average
required when | contract for data usage of the past year will be used to
energy data s validation. 30 October 2008 provide data validation”.
missing, - FOU Contract )
unavailable or | requirements, It is not clear whether the average usage
corrupted, including | schedule 7, item 1. of the past years is meant to be the basis
in the for substitution or estimation _of energy
circumstances A procedure for data rather than to provide data
described. meter reading and validation. Moreover, this estimation
data basis is not in line with the estimation
interpretation/entry basis provided in Section 2.4 of the CSC
was not viewed. and Section 8.4 of the Standard Form
Contract.
Recommendation:
e Clarify the basis of substitution or
estimation of energy data in the
‘Meter Reading — Monthly’ work
procedure. The basis of substitution
or estimation of energy data should
be aligned with the estimation basis
provided in Section 2.4 of the CSC
and Section 8.4 of the Standard
Form Contract. (Post  Audit
Implementation Plan item 1.22)
449 Electricity As above. 2 As above. Tungsten to provide | The ‘Meter Reading — Monthly’ work | Completed

Industry Metering
Code cl. 5.22(6)

A network operator
must review all
validation  failures
before undertaking

information to RIA and
if necessary RIA will
ensure compliance.

Tungsten
Manager

Contract

procedure covers the requirement of this
clause.
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Licence
Condition

Previous Audit

Findings

Prev.

Comp.

Recommended

Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

Rating

Code cl. 5.23(3)

A network operator
that has designated
a deemed actual
value for a metering
point must repair or
replace the meter or
one or more of
components of
metering equipment
(as appropriate) at
the metering point.

if necessary RIA will
ensure compliance.

Tungsten Contract
Manager
30 October 2008

replaced. However, the ‘Meter Reading —
Monthly’ work procedure does not cover
the requirement of this clause.

Recommendation:

e The Tungsten's ‘Meter Reading —
Monthly’ work procedure should be
updated for the requirement of this
clause. (Post Audit Implementation
Plan item 1.23)

any substitution. 30 October 2008
450 Electricity As above. 2 As above. Tungsten to provide | The ‘Meter Reading — Monthly’ work | Completed
Industry Metering information to RIA and | procedure covers the requirement of this
Code cl. 5.23(1) if necessary RIA will | clause.
A network operator ensure compliance.
that determines that Tungsten Contract
there is no Manager
possibility of
determining an 30 October 2008
actual value for a
metering point must
designate an
estimated or
substituted value for
the metering point
to be a deemed
actual value for the
metering point.
451 Electricity As above. 2 As above. Tungsten to provide | The Tungsten’s Contract Manager | Partially
Industry Metering information to RIA and | advised that faulty meters would be | Completed
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Licence Previous Audit Frev: Recomme_nded Post Audit Action .
o o Comp. Corrective Action Taken Status
Condition Findings . . Plan
Rating Actions

452 Electricity As above. 2 As above. Tungsten to provide | The ‘Meter Reading — Monthly’ work | Completed
Industry Metering information to RIA and | procedure covers the requirement of this
Code cl. 5.24(1) if necessary RIA will | clause.

A network operator ensure compliance.
that uses an actual Tungsten Contract
for energy data for

a metering point, 30 October 2008
and a better quality

actual or deemed

actual value is

available  (second

value), must

replace the first

value  with the

second value if

doing so would be

consistent with

good electricity

industry practice.

453 Electricity As above. 2 As above. Tungsten to provide | The ‘Meter Reading — Monthly’ work | Outstanding
Industry Metering information to RIA and | procedure covers the requirement re
Code cl. 5.24(2) if necessary RIA will | actual data for energy data (see item
A network operator ensure compliance. 452) Ib:t the requirerr]r)entI re de_emed

actual data as per this clause is not
gwcatlhglse\s/aalluiee?f}(rag Ll;r;]%sgg? Contract | inciuded in the work procedure.
value) for energy ion:
data for a metering 30 October 2008 Recommendation
point, and a better e The ‘Meter Reading — Monthly’ work
quality deemed procedure to be updated to include
actual value is reference to the deemed actual data
available  (second to comply with the requirements of
value), must this clause. (Post Audit
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Licence Previous Audit e REEEMITEm L E Post Audit Action

Comp. Corrective Action Taken Status
. . Plan
Rating Actions

replace the first Implementation Plan item 1.24)
value  with the
second value if
doing so would be

Condition Findings

consistent with
good electricity
industry practice.

454 Electricity As above. 2 As above. Tungsten to provide | The ‘Meter Reading — Monthly’ work | Outstanding
Industry Metering information to RIA and | procedure covers the requirement re
Code cl. 5.24(3) if necessary RIA will | actual data for energy data (see item
A network operator ensure compliance. 45§) but tge rlequirementhr_e elstimatled or

substituted value as per this clause is not
Lh%tmateg:es Iag:. Lg:%ﬁ:? Contract | inciyded in the work procedure.
substitute value ian-
(first  value) for 30 October 2008 Recommendation:
energy data for a e The ‘Meter Reading — Monthly’ work
metering point, and procedure to be updated to include
a better quality reference to the re estimated or
actual, deemed, substituted value to comply with the
estimated, or requirements of this clause. (Post
substituted value is Audit Implementation Plan item 1.25)
available  (second
value), must

replace the first
value  with the
second value if
doing so would be
consistent with
good electricity
industry practice or
the user and its
customer jointly
request it to do so.
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Licence Previous Audit Srev: Recomme_nded Post Audit Action .
o o Comp. Corrective Action Taken Status
Condition Findings . . Plan
Rating Actions
456 Electricity See item 444. 2 See item 444. Tungsten to provide | The ‘Meter Reading — Monthly’ work | Partially
Industry Metering information to RIA and | procedure is in place that deals with | Completed
Code cl. 5.25 if necessary RIA will | provision of estimated data. However, in
A network operator ensure compliance. !tem 448, _ Aut:jit re(;:omr_nen(ijed
improvements into the procedure in order
g&sijtracinsure thoef I,.Lg:,%sggr Contract to 'clarify the basis of substitutjon or
estimated  energy estimation of.energy plata and to align the
data in accordance 30 October 2008 procedure_ with Section 2.4 of the CSC
with the methods in and Sect_lon 8.4 of th_e St_andard_ Form
its metrology Contract in terms of estimation basis.
procedure and The ‘Voltage and Harmonic Fluctuation
ensure that any Monitoring’ work procedure is in place to
transformation  or monitor ~ voltage  and  harmonic
processing of data fluctuations on a regular basis and to
preserves IFS respond to complaints relating to voltage
accuracy n and harmonic fluctuations.
accordance with the
metrology Recommendation: Refer item 448.
procedure. (Post Audit Implementation Plan item
1.22)
463 Electricity Intent of 3 RIA  to verify | The RIA's facility | The Authority’'s Electrical Licence | Completed
Industry Metering | compliance compliance with | manager, Tungsten, is | Compliance Review procedure was put in
Codecl. 6.1(1) demonstrated  in this code | creating an internal | place in order to review the individual
A network operator Mana}gement requirement. process tq .revieyv and (equirgments of thg Electricity Licence as
must, in relation to Meetings, FOU an e!ectncny licence | listed in thg compliance manual, on an
its network, comply Contract and compliance database. annual basis. RIA and Tungsten meet
with the | interviews with Tunasten Contract each month to review progress.
agreements, rules, | CEO and various Man% The ‘Li d Permit Reqi _
» S anagers. ger e ‘License and Permit Register
procedures, criteria Rottnest Island — Facilities Management
and . processes | There is a partial 30 October 2008 Contract’ outlines applicable
prescribed. compliance  with Acts/Legislations and Licences/Registers.
this  requirement.
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Licence
Condition

Previous Audit
Findings

Further work is in

Recommended

Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

progress to
achieve full
compliance.

352 Electricity Loads of various Compliance with | Future meter | Downloadable meters are not in use. | N/A
Industry Metering | feeders show that the code will | installations will be | Meters that are in use are physically
Codecl. 3.3(1) interval meters need to be | checked for | read, data is not downloaded.

An interval meter maybg require_d, verified in future | compliance.

must at least have cogwphar:lce dW'th works FOU Contract
an interface to allow E(e) veerme g ?ne?utu:g Manager/  Tungsten
the interval energy Contract manager
data to be | works.

downloaded in the Completed

manner prescribed

using an interface

compatible with the

requirements

specified in the

applicable

metrology

371 Electricity Some of the Verification Drawings to be | Tungsten has developed a process of | Completed
Industry Metering | drawings may should be carried | reviewed and updated if | review of all CAD drawings of cable
Code cl. 3.12(4) need updating out to confirm | required. layouts concerning the Rottnest Island

(1995 issue). currency of power utilities and documented the
A network opgrat(_)r drawings. FOU Contract process in the ‘Review of CAD
must maintain Manager/ Tungsten Drawings’ procedure
drawings and Contract Manager gsp '
supporting

information, to the
standard of good

electricity  industry
practice, detailing
the metering

30 November 2008
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Licence
Condition

Previous Audit
Findings

Recommended

Corrective
Actions

Post Audit Action
Plan

Action Taken

Status

installation for
maintenance and
auditing purposes.

376

Electricity
Industry Metering
Code cl. 3.16(1)

A network operator
must ensure that a
Type 1 metering
installation to Type
5 metering
installation on the
network has the

facilities and
functionalities and
functionality
prescribed.

The annual
throughput at
connection points

may exceed 50
MWh at some
points, which would
necessitate the use
of interval meters
(reference

Electricity Industry
Metering Code
2005, Appendix 1).

There may be a
need to review

the metering
requirements as
the annual

throughput at
connection point
may exceed 50
MWh.

Future meter
installations  will be
checked for
compliance.

FOU Contract
Manager/ Tungsten

Contract Manager.

Completed

The RIA Meter Data Base was
established and verification of all meters
completed.

Tungsten's Meter Installation and
Calibration Work Procedure is in place.

Procedure requires all new kWh meters
to be installed in accordance with the
Electricity Industry Metering Code 2005
and must comply with the metrology
procedure and national measurement
act.

In accordance with the procedure, a
percentage of electricity meters are
removed each year for testing as per the
Electricity Industry Metering Code 2005.
The meter is sent to Western Power for
calibration in accordance with the Code.
The meter results are updated in the
KWH meter calibration data base and
copies of the certificates are kept on the
Tungsten public drive.

Audit also sighted the ‘the Authority
AUDIT kWh Meter Calibration History
2008’ providing record of all 39 meters
selected for testing during 2008.

Completed
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34 Audit Results and Recommendations

Tﬁ\ Comp_liance
o ‘? 5 rating
(o8
D o 2 = LIf" System established to comply with licence obligation (including (1,2 =non-
. . escription o . .
Licence Obligation 3 = 9 any potential improvements) compliant
Condition Under @ ER) 3,45=
Condition < = compliant
=) refer 2.5)
ELECTRICITY INDUSTRY CUSTOMER TRANSFER CODE — This Section is not applicable to RIA. The Island is a monopoly and the customers N/A
LICENCE CONDITIONS AND OBLIGATIONS cannot be transferred.
ELECTRICITY INDUSTRY (OBLIGATION TO CONNECT) CODE — The conditions in this Section relates to two different situations — (1) if there is N/A
LICENCE CONDITIONS AND OBLIGATIONS retailer who is another Code Participant or User on the Island, (2) a customer as a

User on the Island.

In (1), the situation is not applicable to RIA since it is a monopoly — it has an
Integrated Regional Licence.

In (2), the customer situation does not apply as all the properties and land on the
Island are owned by RIA.

ELECTRICITY INDUSTRY (LICENCE CONDITIONS) REGULATIONS | This Section is not applicable to RIA for the following reasons: N/A
— LICENCE CONDITIONS AND OBLIGATIONS

1. RIA is not Electricity Corporation. It has only an Integrated Regional
Licence to operate and generate own electricity to distribute and retail to
small use customers on the Island.

2. The Island is a monopoly and there is no provision for customers to build
and own a renewable source of electricity to sell to the RIA.

ELECTRICITY INDUSTRY ACT — LICENCE CONDITIONS AND OBLIGATIONS

81 Integrated Electricity A licensee must, not less than NR 5 Performance audit is now being undertaken and will be completed 5
Regional Industry Act | once every 24 months, provide within the prescribed time.
Licence Section the Authority with a performance N , - . .
condition 13(1) audit conducted by an Audit sighted the RIA’s Electricity Compliance Spreadsheet with
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Licence
Condition

23.1

Obligation
Under
Condition

Description

independent expert acceptable
to the Authority.

[}
=
=
X
10
o

Audit Priority

highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

audit dates included as part of the schedule of events to ensure
regulatory timeframes are met.

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

82 Integrated Electricity A licensee must provide for an NR 1 The Asset Management Plan — Key Report & Summary and Asset 5
Regional Industry Act | asset management system Management Plan — Power prepared by Tungsten, in accordance
Licence Section (AMS). with the Facilities Operations and Utilities Agreement, have been
condition 14(1)(a) finalised and issued in October 2008 and March 2009
24.1 respectively.
The RIA advised that the final version of the AMP has been
submitted to the Authority.
83 Integrated Electricity A licensee must notify details of 2 5 Under the FOU Agreement between the RIA and Tungsten, the 4
Regional Industry Act | the asset management system Facility Manager shall fulfil the reporting requirements of the RIA’s
Licence Section and any substantial changes to Electricity Supply Licence.
condition 14(1)(b) it to the Authority. Sighted the Tungsten’s ‘License and Permit Register — Rottnest
24.1 and o \ )
24.2 Island — Facilities Management Contract’ and confirmed that the

requirement to notify the Authority of any expansions or changes
to supply and distribution is included. However, Audit noted that
the required timeframe under this clause for such notification is
not specified in the register.

Recommendation:

e Tungsten's ‘License and Permit Register — Rottnest Island —
Facilities Management Contract’ should be updated with the
required timeframe under this clause for notification to the
Authority of any substantial changes to generating works or
distribution system. (Post Audit Implementation Plan item 1.1)

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc

90



Licence
Condition

Obligation
Under
Condition

Description

[}
=
=
X
10
o

Audit Priority
highest, 5

lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

84 Integrated Electricity A licensee must provide the | NR 5 An Asset Management System Review is now being undertaken 5
Regional Industry Act | Authority with a report by an and will be completed within the prescribed time.
I;,Cﬁ(;;gn fj(cf)(()g) g}?:gﬁ;;?g;ts engert iztiss toasgheet Audit sighted the RIA’s Electricity (_:ompliance_ Spreadsheet with
243 management system every 24 the asset management system review date_s included as part of
months, or such longer period the schedule of events to ensure regulatory timeframes are met.
as determined by the Authority.
85 Integrated Electricity A licensee must pay to the | NR 5 The licence was granted on 21 June 2006 and the licence fee is to 5
Regional Industry Act | Authority the prescribed licence be paid by 22 July of each year.
I;)cr:e(;g(e)n %e(cltl)on Beaey Vglfth;agp %rn:gggl,\,;ﬁi; :ng In accor,dance wit_h“the FOU _Agreement, it is the Facilit!es
a1 licence and within one month Manager's responsibility to proylde to the RIA a comprehensive
after each anniversary of that report on _the status of all the !_lcenses apphcaple to the RIA and
day during the term of the the Facilities Manager e.g. expiry, renewal requirements, etc.
licence. The RIA is responsible for paying the annual licence to the
Authority. The last payment of $11,500 was due within one month
of the issue and was paid by direct credit on 9 July 2008. Audit
sighted a copy of the invoice and remittance advice.
Tungsten maintains a “License and Permit Register — Rottnest
Island — Facilities Management Contract” which includes fee
payment dates. This register is reviewed each week at the regular
FOU meeting, and upcoming payments are captured here. In
addition the Authority send out an invoice.
86 Integrated Electricity A licensee must take reasonable | NR 2 The FOU Agreement requires Tungsten to report monthly on 5
Regional Industry Act | steps to minimise the extent or breakdown repairs and reasons for any delays, as well as
Licence Section duration of any interruption, performance indicators on an annual basis.
condition | 31(3) suspension or restriction of the Sighted the Network Quality Reliability of Supply Annual Report
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Licence
Condition

Obligation
Under
Condition

Description

[}
=
=
X
10
o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

51 supply of electricity due to an 2007/08 on RIA’s website.
accident, emergency, potential
danger or other unavoidable
cause.
87 Integrated Electricity A licensee must pay the costs of 2 N/A RIA is the authority and administrator of the Island. N/A
Regional Industry Act | taking an interest in land or an
Licence Section easement over land.
condition 41(6)
5.1
88 Integrated Electricity A retail or integrated regional 2 5 The Standard Form Contract was published as draft (17 February 5
Regional Industry Act | licensee must not  supply 2006) and approved by the Authority on 21 June 2006. RIA has
Licence Section electricity to a small use been using the final version.
condition 54(1) customer otherwise than under a
13.1 standard form contract or a non-
standard form contract.
89 Integrated Electricity A licensee must comply with any 2 5 Confirmed with the FOU Contract Manager that during the audit 5
Regional Industry Act | direction by the Authority to period the RIA has not received any direction from the Authority to
Licence Section amend the standard form amend the Standard Form Contract.
condition 54(2) contract and do so within the
14.4 period specified.
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> & “rating
© = ©
.. S = '-If" System established to comply with licence obligation (including (1,2 = non-
. . Description v o . e .
Licence Obligation % = 9 any potential improvements) compliant
Condition Under @ S5 3.4.5=
Condition <= compliant
o) refer 2.5)
90 Integrated Electricity Electricity Networks Corporation | NR N/A RIA is limited to Rottnest Island under the RIA Act. N/A
Regional Industry Act | and Regional Power Corporation
Licence Section must comply with a direction
condition 62(1)(b) given by the Coordinator in
5.1 relation to a draft extension and
expansion policy.
91 Integrated Electricity Electricity Networks Corporation | NR N/A RIA is limited to Rottnest Island under the RIA Act. N/A
Regional Industry Act | and Regional Power Corporation
Licence Section must comply with a direction
condition 64(2) given by the Coordinator in
51 relation to an amendment to an
extension and expansion policy.
92 Integrated Electricity Electricity Networks Corporation | NR N/A RIA is limited to Rottnest Island under the RIA Act. N/A
Regional Industry Act | and Regional Power Corporation
Licence Section must implement arrangements
condition 65(d) set out in an approved extension
5.1 and expansion policy.
93 Integrated Electricity If a designation under Section 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry Act | 71(1) of the Electricity Industry other supplier on the Island.
Licence Section 76 Act is in force a licensee must
17.1 perform the functions of a retailer

of last resort and must carry out
the supplier of last resort plan if it
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Licence
Condition

Obligation
Under
Condition

Description

comes into operation under
Section 70 of the Electricity
Industry Act.

[}
=
=
X
10
o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

94 Integrated Electricity A retail, distribution or integrated 2 5 RIA is a code participant in the WEM, therefore is a member of an 5
Regional Industry Act | regional licensee must not approved scheme.
Licence Section 101 | supply electricity to small use
19.1 customers unless the licensee is
a member of an approved
scheme and is bound by and
compliant with any decision or
direction of the electricity
ombudsman under the approved
scheme.
95 Integrated Electricity A licensee that is a network 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry Act | service provider or an associate other supplier on the Island.
Licence Section of a network service provider, in
condition 115(1) relation to network infrastructure
5.1 covered by the Code, must not

engage in conduct for the
purpose  of  hindering or
prohibiting access by any person
to services in accordance with
the Code, the making of access
agreements or any particular
agreement in respect of those
facilities, or the access to which
a person is entitled under an
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Licence
Condition

Obligation
Under
Condition

Description

access agreement or a
determination made by way of
arbitration.

[}
=
=
X
10
o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

96 Integrated Electricity A licensee that has, or is an 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry Act | associate of a person that has, other supplier on the Island.
Licence Section access to services under an
condition 115(2) access agreement must not
5.1 engage in conduct for the
purpose  of  hindering or
prohibiting access.
ELECTRICITY LICENCES - LICENCE CONDITIONS AND OBLIGATIONS
97 Electricity Integrated A licensee must ensure that an 2 N/A RIA does not employ any electricity marketing agents. N/A
Industry Regional electricity marketing agent of the
Act Section | Licence licensee complies with the
11 condition 6.1 | applicable codes.
98 Electricity Integrated The licensee must report a | 2 N/A RIA does not employ any electricity marketing agents. N/A
Industry Regional breach of the applicable code
Act Section | Licence conditions by an electricity
11 condition 6.2 | marketing agent to the Authority
within the prescribed timeframe.
99 Electricity Integrated A licensee must, if directed by | NR 5 Confirmed with the FOU Contract Manager that during the audit 5
Industry Regional the  Authority, review the period the RIA has not received any direction from the Authority to
Act Section | Licence standard form contract and review the Standard Form Contract.
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Licence
Condition

Obligation
Under
Condition

Description

Risk Type
Audit Priority
highest, 5

lowest)

(=

System established to comply with licence obligation (including

any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

condition submit to the Authority the
13.2 results of that review within the
time specified by the Authority.
100 | Electricity Integrated A licensee must comply with any | NR 5 Ditto 99. 5
Industry Regional direction given by the Authority in
Act Section | Licence relation to the scope, process
11 condition and methodology of the standard
13.3 form contract review.
101 | Electricity Integrated A licensee may only amend the 2 5 Confirmed with RIA’s staff that the Standard Form Contract was 5
Industry Regional standard form contract with the not amended during the audit period.
Act Section | Licence Authority’s approval.
11 condition
14.1
102 | Electricity Integrated A licensee  must, unless 2 5 The revised Operation of Electricity Customer Service Charter 5
Industry Regional otherwise notified in writing by 2009 was approved by the Authority on 17 June 2009 (outside of
Act Section | Licence the  Authority, review the the current audit period).
11 cl:gnzd ftion f# stomer service cha_r?er within Audit sighted the RIA’s Electricity Compliance Spreadsheet with
. e timeframe specified, and . ) .
submit to the Authority the the due dates for review of the Customer Service Charte_r included
results of that review within 5 as part of the schedule of events to ensure regulatory timeframes
days after it is completed. are met.
103 | Electricity Integrated A licensee must amend the asset 2 4 Any proposed expansion/reduction goes through a rigorous 5
Industry Regional management system before an process. There are documents covering Low Load Generating
Act Section | Licence expansion or reduction in Plant procurement [RI Taskforce Recommendation Business
11 condition generating works, distribution Case Summary and ERC Approval Request (Low Load Diesel
20.2 systems and transmission Generators)].
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Licence
Condition

Obligation
Under
Condition

Description

systems and notify the Authority
in the manner prescribed, if the
expansion or reduction is not
provided for in the asset
management system.

[}
=
=
X
10
o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Responsibility for advising the Authority is with the FOU
Contractor and is documented in the FOU Agreement between
RIA and Tungsten.

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

104 | Electricity Integrated A licensee must not expand the 2 5 Confirmed with RIA staff that services are limited to the 5
Industry Regional generating works, distribution designated areas as set out in Plan No. ERA-EL-076.
Act Section | Licence systems or transmission systems
11 condition outside the licence area.
20.3
105 | Electricity Integrated A licensee and any related body 2 4 RIA is subject to the Financial Management Act 2006 and to the 5
Industry Regional corporate must maintain Auditor General Act 2006 [RIA Act 1987, sec. 40].
ﬁ:t Section Iggfé}ggn \?V?t%outugngALifr(;rI?asn tﬁcgsmﬂy Certified Financial Statements were included in the Annual Report
g ; -
21.1 Standards Board Standards or 2007/08 and audited by the Auditor General.
equivalent International
Accounting Standards.
106 | Electricity Integrated A licensee must comply with any 2 N/A No individual performance standards have been prescribed by the N/A
Industry Regional individual performance standards Authority.
Act Section | Licence prescribed by the Authority.
11 condition
224
107 | Electricity Integrated A licensee must comply, and 2 4 Request for quotation [RIA 005/09 Request for Quotation: 5
Industry Regional require its auditor to comply, with Provision of Electricity Licence Performance Audit and Asset
Act Section | Licence the Authority’'s standard audit Management Systems Review, closing 25/2/09] stipulates
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Licence
Condition

Obligation
Under
Condition

Description

[}
=
=
X
10
o

Audit Priority
highest, 5

lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

condition guidelines dealing with the compliance requirements on auditors.
23.2 performance audit.
108 | Electricity Integrated A licensee must comply, and 2 4 Tungsten has developed a process of internal review of the 4
Industry Regional must require the licensee’s individual requirements of the electricity licence as listed in the
Act Section | Licence expert to comply, with the Tungsten Electricity Reporting Compliance Audit Document.
1 ;an ftion fﬁi\]’ggt, aspects Of- 'the The ‘License and Permit Register - Rottnest Island — Facilities
. ty's standard guidelines , .
dealing with the asset Management (.:ont.ract 'has been developed and a review of all
management system. compliance obligations is scheduled for January each year.
109 | Electricity Integrated A licensee must report to the 2 4 Confirmed with the RIA staff that there has been no significant 4
Industry Regional Authority, in  the  manner change to the circumstances upon which the licence was granted
Act Section | Licence prescribed, if a licensee is under which may affect the licensee’s ability to meet its obligations under
11 condition external administration or there the licence during the audit period.
251 grcims';?:r:zzzmu change_ in-the Tungsten has developed a process of internal review of the
pon which the LS . TR . -
licence was granted which may individual requirements of_the eIectrllcny Ilcenge as listed in the
affect a licensee’s ability to meet Tungsten Electricity Reporting Compliance Audit Document.
its obligations. The ‘License and Permit Register - Rottnest Island — Facilities
Management Contract’ has been developed and a review of all
compliance obligations is scheduled for January each year.
110 | Electricity Integrated A licensee must provide the 2 5 In accordance with the Electricity Compliance Reporting Manual 5
Industry Regional Authority, in  the  manner 2008, RIA must submit compliance reports to the Authority
Act Section | Licence prescribed, any information the covering all of its type 2 licence obligations for each financial year
11 condition Authority requires in connection (1 July to 30 June inclusive) by 31 August immediately following
26.1 with its functions under the the financial year that is the subject of the report
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Compliance
rating

lowest)

System established to comply with licence obligation (including (1,2 = non-

Description e .
I any potential improvements) compliant

34,5=
compliant
refer 2.5)

Licence Obligation
Condition Under
Condition

Risk Type
Audit Priority
highest, 5

(=

Electricity Industry Act. Audit sighted the Compliance Report for the period 1 July 2007 to
30 June 2008 submitted to the Authority on 31 August 2008 and
confirmed that it was submitted to the Authority in a manner, time
and format specified by the Authority.

Under the FOU Agreement, Tungsten is responsible for ensuring
the RIA is compliant in all its electricity licence and reporting
requirements. Ultimately however any failure to comply is a failure
of a licence holder regardless of contractual obligations with the
facilities manager.

Audit sighted the RIA’s Electricity Compliance Spreadsheet with
the due dates for Annual Compliance Report included as part of
the schedule of events to ensure regulatory timeframes are met.

111 | Electricity Integrated A licensee must publish any 2 5 RIA and Tungsten have confirmed that no directions for 5
Industry Regional information it is directed by the publication have been received from the Authority. Therefore
Act Section | Licence Authority to publish, within the deemed compliant. If directed, any such information would be
11 condition timeframes specified. published on the RIA’s website.
27.2
112 | Electricity Integrated Unless otherwise specified, all 2 5 The requirement for notices be in writing is specified in the FOU 5
Industry Regional notices must be in writing. Agreement between RIA and Tungsten as well as in Section 19 of
Act Section | Licence the Standard Form Contract for the Supply of Electricity on
11 condition Rottnest Island. Confirmed with the RIA and Tungsten staff that all
28.1 communication is in writing.

CODE OF CONDUCT — LICENCE CONDITIONS AND OBLIGATIONS

113 | Electricity Code of A marketer must ensure that its 2 | N/A | RIA does not use any electricity marketing agents. N/A
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System established to comply with licence obligation (including

any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

Industry Conduct marketing representatives
Act Section | clause 2.1 comply with Part 2 of the Code of
82 Conduct.
Integrated
Regional
Licence
condition 6.1
114 | Electricity Code of A marketer must ensure that 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct standard and  non-standard
Act Section | clause 2.2 contracts are entered into in the
82 Inte d manner and satisfying the
grate conditions specified.
Regional
Licence
condition 6.1
115 | Electricity Code of A marketing representative must 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct ensure that the information
Act Section | clause 2.3(1) | specified is provided to the
82 customer before arranging a
Integrated contract and that the customer is
Eiﬁglr?cneal provided with a written copy of
condition 6.1 the contract on request.
116 | Electricity Code of Where a standard form contract 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct is not entered into as a result of
Act Section | clause 2.3(2) | door to door marketing or for a
82 non-standard contract initiated
Integrated by telephone, a marketing
Regional
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System established to comply with licence obligation (including

any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

Licence representative must obtain and
condition 6.1 | make a record of the customer’s
verifiable consent that the
specified information has been
given.
117 | Electricity Code of Where a standard form contract 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct is entered into as a result of door
Act Section | clause 2.3(3) | to door marketing or for a non-
82 standard contract (other than
IFrgtegrateI-d that initiated by telephone), a
egiona marketing representative must
L|cenqe obtain the customer's written
condition 6.1 acknowledgement  that the
specified information has been
given.
118 | Electricity Code of Where the customer has entered 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct into a new contractual
Act Section | clause 2.4(1) | relationship with a retailer, a
82 retailer or marketing
Integrated representative must offer to
R_eglonal provide the customer with a copy
Llcen_c_e of the contract and, where this
condition 6.1 offer is accepted by the
customer, provide a copy of the
contract at that time or as soon
as possible thereafter.
119 | Electricity Code of Where the customer has entered 2 N/A RIA does not use any electricity marketing agents. N/A
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System established to comply with licence obligation (including

any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

Industry Conduct into a new contractual
Act Section | clause 2.4(2) | relationship with a retailer, a
82 retailer or marketing
Integrated representative must give the
R_eglonal information specified to the
Licence customer.
condition 6.1

120 | Electricity Code of In circumstances where a | 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct standard form contract is not
Act Section | clause 2.4(3) | entered into as a result of door to
82 door marketing, a retailer or

Integrated marketing representative must
Reglonal give the specified information no
Licence later than with or on the
condition 6.1 customer’s first bill.

121 | Electricity Code of In circumstances where a | 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct standard form contract is entered
Act Section | clause 2.4(4) | into as a result of door to door
82 marketing or a non-standard

Integrated contract, a retailer or marketing
Reglonal representative must give the
Licence specified information and a copy
condition 6.1

of the contract before the
customer has entered into the
contract and must obtain a
written acknowledgement that
the information has been given.
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System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

122 | Electricity Code of A marketing representative must 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct not, when marketing, engage in
Act Section | clause 2.5(1) | conduct that is misleading,
82 Intearated deceptive or likely to mislead or
9 deceive or that is
Reglonal unconscionable.
Licence
condition 6.1
123 | Electricity Code of A marketing representative must 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct not exert undue pressure on a
Act Section | clause 2.5(2) | customer, nor harass or coerce a
82 customer.
Integrated
Regional
Licence
condition 6.1
124 | Electricity Code of A marketing representative must 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct ensure that the inclusion of
Act Section | clause 2.5(3) | concessions is made clear to
82 customers and any prices that
Integrated exclude concessions are
R_eglonal disclosed.
Licence
condition 6.1
125 | Electricity Code of A marketing representative must 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct ensure that all standard form
Act Section | clause 2.5(4) | contracts that are entered into as
82 a result of door to door marketing
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and all non-standard contracts
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Audit Priority
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System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

Integrated ) !
Regional are in writing.
Licence
condition 6.1
126 | Electricity Code of A marketer must ensure that a | 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct customer is able to contact the
Act Section | clause 2.5(5) | marketer on the marketer's
82 Intearated telephone number during normal
grate business hours for the purposes
Eﬁgfgeal of enquiries, verifications and
condition 6.1 complaints.
127 | Electricity Code of A marketing representative must 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct provide the information specified
Act Section | clause 2.6(1) | to the customer when marketing
82 by means other than face to face
IFrgtegrateI‘d and after having identified the
egiona purpose of the contact, if the
L|cenqe contact is not by electronic
condition 6.1 means, the marketing
representative must ask the
customer whether they wish to
proceed further.
128 | Electricity Code of A marketing representative must, 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct on request, provide the customer
Act Section | clause 2.6(2) | with the information specified.
82
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(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

Integrated
Regional
Licence
condition 6.1
129 | Electricity Code of A marketing representative who 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct meets with a customer face to
Act Section | clause 2.6(3) | face must:
82 Integrated e as soon as practicable tell
Regional the customer the purpose of
Licence the visit;
condition 6.1 o
e wear a clearly visible and
legible identity card showing
the information specified;
and
e as soon as practicable
provide the information
specified in writing to the
customer.
130 | Electricity Code of If, when marketing to a 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct customer, the customer indicates
Act Section | clause 2.6(4) | that they wish to end the contact,
82 the marketing representative
Integrated must end the contact as soon as
Reglonal practicable and not attempt to
Licence

contact the customer for the next
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System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

condition 6.1 | 30 days unless the customer
agrees otherwise.
131 | Electricity Code of Unless requested by the 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct customer, a marketing
Act Section | clause 2.6(5) | representative must not make
82 contact with a customer outside
Integrated the permitted call times, unless
Reglonal the contact is by electronic
Llcen_qe means or the contact arises
condition 6.1 outside the customer’'s premises
in circumstances where the
customer initiates contact.
132 | Electricity Code of A marketing representative must 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct ensure that contact for the
Act Section | clause 2.6(6) | purposes of marketing does not
82 continue for more than 15
Integrated minutes past the end of the
Eig:?cneal permitted call times without the
o customer’s verifiable consent
condition 6.1 unless the contact is by
electronic means.
133 | Electricity Code of Except in response to a 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct customer request or query, a
Act Section | clause 2.6(7) | marketer must keep the specified
82 and 2.6(8) records each time it initiates
contact with a customer for the
Integrated

purposes of marketing.
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o = — o} System established to comply with licence obligation (including (1,2 =non-
. . Description v o . e Tere
Licence Obligation w = b4 any potential improvements) complian
Condition Under x ER=) 34,5 =
Condition <= compliant
o) refer 2.5)
Regional
Licence
condition 6.1
134 | Electricity Code of Where the customer requests 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct not to be contacted for the
Act Section | clause 2.7(1) | purposes of marketing a
82 Int ted marketer must ensure that a
lgegrael customer is not contacted on its
L_eglona behalf in relation to the supply of
'Ce(?.f.e 6.1 electricity for a period of two
conaition 6. years unless:
e the customer requests
contact; or
e the customer has moved
premises; or
e a marketer has a legal
obligation to contact the
customer.
135 | Electricity Code of A marketer must keep a record 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct of each customer who has
Act Section | clause 2.7(2) | requested not to be contacted,
82 that includes the specified

Integrated
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Licence Obligation % = 9 any potential improvements) compliant
Condition Under @ S5 3.4.5=
Condition <= compliant
o) refer 2.5)
Regional information.
Licence
condition 6.1
136 | Electricity Code of A marketer must give a copy of | 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct the record to the Electricity
Act Section | clause 2.7(3) | Ombudsman or the Authority on
82 Integrated request.
Regional
Licence
condition 6.1
137 | Electricity Code of A marketer must provide the 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct customer on request with written
Act Section | clause 2.7(4) | confirmation that the customer
82 will not be contacted for the next
Integrated two years.
Regional
Licence
condition 6.1
138 | Electricity Code of A marketing representative must 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct comply with a notice on or near
Act Section | clause 2.7(5) | premises indicating that the
82 customer does not wish to
Integrated receive unsolicited mail or other
Reglonal marketing information.
Licence
condition 6.1
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System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

139 | Electricity | Code of A retailer must comply with the | 2 N/A RIA does not use any electricity marketing agents. N/A
Industry Conduct National Privacy Principles as
Act Section | clause 2.8 set out in the Privacy Act 1998 in
82 relation to information collected
Integrated under Part 2 of the Code of
Regional Conduct.
Licence
condition 6.1
140 | Electricity Code of If a retailer agrees to sell 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Industry Conduct electricity to a customer or other supplier on the Island.
Act Section | clause 3.1(1) | arrange for the connection of the
82 customer’s supply address, the
retailer must forward the
customer’'s request for the
connection to the relevant
distributor.
141 | Electricity Code of A retailer must forward the 2 RIA has an Integrated Regional Licence on the Island. There is no N/A
Industry Conduct customer’'s request for the other supplier on the Island.
Act Section | clause 3.1(2) | connection to the relevant
82 distributor in the timeframe
specified unless the customer
agrees otherwise.
142 | Electricity Code of A retailer must issue a bill no 2 5 Section 8.1 of the Standard Form Contract provides for issuing of 5
Industry Conduct more than once a month and at bills on a monthly basis. Confirmed with the RIA and Tungsten
Act Section | clause 4.1 least once every three months staff that bills are being issued on a monthly basis.
82 unless the circumstances

specified exist.
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System established to comply with licence obligation (including
any potential improvements)
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(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

143 | Electricity Code of A retailer may only place a 2 5 The Standard Form Contract and CSC do not provide for any 5
Industry Conduct customer on a shortened billing shortened billing cycle. Confirmed with the RIA and Tungsten staff
Act Section | clause 4.2(2) | cycle, without the customer’s that a monthly billing cycle is used and that there was no
82 verifiable  consent, in the shortened billing cycle during the audit period.
circumstances specified.
144 | Electricity Code of A retailer must give the customer 2 5 Ditto 143. 5
Industry Conduct written notice of a decision to
Act Section | clause 4.2(3) | shorten the customer’'s billing
82 cycle within 10 business days of
making the decision.
145 | Electricity Code of A retailer must ensure that a 2 5 Ditto 143. 5
Industry Conduct shortened billing cycle is for a
Act Section | clause 4.2(4) | period of at least 10 business
82 days.
146 | Electricity Code of A retailer must return a 2 5 Ditto 143. 5
Industry Conduct customer, who is subject to a
Act Section | clause 4.2(5) | shortened billing cycle and has
82 paid three consecutive bills by
the due date, on request, to the
billing cycle that previously
applied to the customer.
147 | Electricity Code of A retailer must inform a 2 5 Ditto 143. 5
Industry Conduct customer, who is subject to a
Act Section | clause 4.2(6) | shortened billing cycle, at least
82 once every three months, of the

conditons  upon  which a
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System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

148 | Electricity Code of In respect of any 12 month 2 Confirmed with the FOU Contract Manager that there were no bill 5
Industry Conduct period, on receipt of a request by smoothing arrangements in place during the audit period.
Act Section | clause 4.3(1) | a customer, a retailer may Therefore deemed compliant.
82 provide a customer  with
estimated bills under a hill
smoothing arrangement.
149 | Electricity Code of If a retailer provides a customer 2 Ditto 149. 5
Industry Conduct with estimated bills under a bill
Act Section | clause 4.3(2) | smoothing arrangement the
82 retailer must ensure that the
conditions specified are met.
150 | Electricity Code of A retailer must issue a bill to a 2 5 Section 2.1 of the CSC provides for issuing bills to the address 5
Industry Conduct customer at the customer's notified to the RIA by the property holder.
Act Section | clause 4.4 supply address, unless the
82 customer has nominated another
address or an electronic
address.
151 | Electricity Code of A retailer must include minimum 2 5 Section 2.2 of the CSC complies with the minimum contents of bill 4
Industry Conduct prescribed information on the requirements.
Qgt Section | clause 4.5(1) gﬁztgmg: Sagretgglothgrr]lelleizz. the However, Audit noted that there is no formal confirmation of

compliance obtained from Sunco or McGees Property concerning
the need to include on invoices, advice about the availability of
multi-lingual services.
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System established to comply with licence obligation (including
any potential improvements)

Sighted Tax Invoice/Receipt provided to customers by Sunco
Management and confirmed that the content of the bill is
compliant with this clause.

Recommendation:

e Include in an annual confirmation certificate from Sunco and
McGees Property, the requirement for the bill to include
advice about the availability of multi-lingual services. (Post
Audit Implementation Plan item 1.2)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

152 | Electricity Code of A retailer must advise the 2 5 In March 2009, the RIA issued the Hardship Policy — Electricity. 5
Industr Conduct customer of the amount of . . . L . .
Act Seé/tion clause 4.5(3) | historical debt and its basis Section 7 (item 7.7) ‘Rights of Customers Experiencing Financial
82 before. with or on the customer's Hardship’ of the Hardship Policy refers to the right of each
bill. if ,the retailer wishes to bill customer experiencing financial hardship to be advised of the
thé customer for the historical amount of any historical debt and the basis of that debt, including
debt details such as the premises at which consumption was recorded,
' date of consumption and amount.
Audit confirmed with the FOU Contract Manager that there was no
bill for historical debt during the audit period.
153 | Electricity Code of A retailler must base the 2 Section 2.3 of the CSC and Section 8.3 of the Standard Form 5
Industry Conduct customer’s bill on the Contract provide for determination of customer’'s consumption
Act Section | clause 4.6(1) | distributor's or metering agent’s based on a reading of the meter placed at the supply address.
82 reading of the meter, or the

customer’s reading of the meter
in the circumstances specified.

Sighted Tax Invoice/Receipt provided to customers by Sunco
Management and confirmed that the content of the bill is
compliant with this clause.
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154 | Electricity Code of A retailer must give the customer 2 This clause is not applicable to RIA as it relates to a situation N/A
Industry Conduct information that explains to that where a customer’s bill is based on the customer’s reading of the
Act Section | clause 4.6(2) | customer how to read a meter meter. RIA provides for reading of the meter at the customer’s
82 correctly (if applicable) in clear, supply address.
simple and concise language- However, if requested by a customer, RIA will provide information
on how to read a meter to the customer within two working days of
the request. The request will be noted and copy of the letter and
information required will be filed as a matter of record.
155 | Electricity Code of A retailer must use its best | NR 5 In accordance with the Tungsten's “Meter Reading — Monthly’ 5
Industry Conduct endeavours to ensure that work procedure, the meters are being read on a monthly basis.
Act Section | clause 4.7 metering reading data is
82 obtained as frequently as is
required to prepare its bills and,
in any event, at least once every
twelve months in accordance
with clause 4.6(1)(a) of the Code
of Conduct.
156 | Electricity Code of A retailer must give the customer 2 Section 2.4 of the CSC has been modified and meets the 5
Industry Conduct an estimated bill in the manner requirements set out in this clause. If the meter is not able to be
Act Section | clause 4.8(1) | specified, if the retailer is unable read, an estimated bill will be provided.
82 to reasonably base a bill on a

reading of the meter.

Tungsten will provide the data for billing as per the guidelines set
out in the Tungsten Groups ‘Meter Reading Procedure’.

Letter dated 20 March 2009 from the RIA outlines each parties
(Tungsten, RIA, Sunco Property and McGees Property)
responsibilities in relation to estimated electricity meter reading.
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System established to comply with licence obligation (including
any potential improvements)

Audit confirmed with the FOU Contract Manager that there was no
estimated bill provided to any customer during the audit period.

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

157 | Electricity Code of A retailer must specify the stated 2 5 Letter dated 20 March 2009 from the RIA outlines each parties 5
Industry Conduct information in  circumstances (Tungsten, RIA, Sunco Property and McGees Property)
Act Section | clause 4.8(2) | where the customer’s bhill is responsibilities in relation to estimated electricity meter reading.
82 estimated. . .
I Letter requires that under these circumstances Sunco Property
and McGees Property (agent) will need to ensure that the invoice
is clearly noted as an estimate.
Tungsten is responsible for providing meter reading data,
including calculating estimates and providing reasons for any
estimated meter reading. All details including the basis of
estimation and reasons for estimation will be included in the
monthly data provided to the RIA, Sunco Property and McGees
Property by Tungsten.
Audit confirmed with the FOU Contract Manager that there was no
estimated bill provided to any customer during the audit period.
158 | Electricity Code of A retailer must tell a customer, 2 Letter dated 20 March 2009 from the RIA outlines each parties 5
Industry Conduct on request, the basis and reason (Tungsten, RIA, Sunco Property and McGees Property)
Act Section | clause 4.8(3) | for the estimation. responsibilities in relation to estimated electricity meter reading.
82

Letter requires that under these circumstances Sunco Property
and McGees Property (agent) will need to ensure that the invoice
is clearly noted as an estimate.

Tungsten is responsible for providing meter reading data,
including calculating estimates and providing reasons for any
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estimated meter reading. All details including the basis of
estimation and reasons for estimation will be included in the
monthly data provided to the RIA, Sunco Property and McGees
Property by Tungsten.
Audit confirmed with the FOU Contract Manager that there was no
estimated bill provided to any customer during the audit period.
159 | Electricity Code of Where the retailer gives a 2 5 Section 2.9 of the CSC has been modified and meets the 5
Industry Conduct customer an estimated bill and requirement set out in this clause. Section 2.9 of the CSC states
Act Section | clause 4.9 the meter is subsequently read that if the RIA gives the customer an estimated bill and the meter
82 the retailer must include an is subsequently read, the RIA will include an adjustment on the
adjustment on the next bill to next bill to take account of the actual meter reading.
:Zlgzira]\ccount of the actual meter Audit confirmed with the FOU Contract Manager that there was no
estimated bill provided to the customer during the audit period.
160 | Electricity Code of A retailer must use its best | NR 5 Tungsten will provide the data for billing as per the guidelines set 5
Industry Conduct endeavours to replace an out in the Tungsten Groups ‘Meter Reading Procedure that meets
Act Section | clause 4.10 estimated bill with a bill based on the requirement set out in this clause.
82 an actual reading if the customer
satisfies the requirements as
specified.
161 | Electricity Code of A retailer must request the 2 5 Section 4.5 of the CSC and Section 22 of the Standard Form 5
Industry Conduct distributor or metering agent to Contract provide for testing of meters on customer’s request for a
Act Section | clause test the meter if a customer fee.
82 4.11(1) ;ic(}juests the meter to be tested Confirmed with the FOU Contract Manager that the RIA has not
pays any reasonable charge h . ) .
of the retailer for testing the had any request for meter testing during the audit period.
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meter.
162 | Electricity Code of If the meter is tested and found 2 5 Section 4.5 of the CSC and Section 22 of the Standard Form 5
Industry Conduct to be defective, the retailer's Contract provide for refund of the fee if the test results fall outside
Act Section | clause reasonable charge for testing the an accuracy of plus or minus two percent, whereupon
82 4.11(2) meter (if any) is to be refunded to consumption charges will be adjusted.
the customer. . )
Confirmed with the FOU Contract Manager that the RIA has not
had any request for meter testing during the audit period.
163 | Electricity Code of A retailer must change the 2 N/A RIA does not cater for alternative tariffs. N/A
Industry Conduct customer to an alternate tariff
Act Section | clause within the period specified if the
82 4.12(2) customer applies to receive an
alternate tariff and demonstrates
to the retailer that they satisfy the
conditions of eligibility.
164 | Electricity Code of A retailer must give the customer 2 N/A RIA does not cater for alternative tariffs. N/A
Industry Conduct written notice prior to changing
Act Section | clause 4.13 the customer to an alternative
82 tariff if the customer’s electricity
use has changed and the
customer is no longer eligible to
continue to receive an existing,
more beneficial tariff.
165 | Electricity Code of A retailer may recover any | NR 5 Has not eventuated during the audit period, however the condition 5
Industry Conduct amounts undercharged to a is covered by clause 2.5 of the CSC and Section 8.6 of the
Act Section | clause customer as a result of a change Standard Form Contract.

in the customer’s electricity use

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc

116




Licence
Condition

Obligation
Under
Condition

Description

[}
=
=
X
10
o

Audit Priority
highest, 5

lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

82 4.14(1) for the period of up to 12 months
prior to the date on which the
retailer provided notice in the
specified manner.
166 | Electricity Code of A retailer must repay any 2 5 Not eventuated during the audit period, however condition is 5
Industry Conduct amounts overcharged to a covered by Section 2.5 of the CSC and Section 8.6 of the
Act Section | clause customer as a result of a change Standard Form Contract.
82 4.14(2) in the customer’s electricity use.
167 | Electricity Code of A retailer must use reasonable | NR 5 Section 2.9 of the CSC has been modified and meets the 5
Industry Conduct endeavours to arrange for a final requirement set out in this clause.
Act Section | clause bill if a customer requests the
82 4.15(1) retailer to issue a final bill at the
customer’s supply address.
168 | Electricity Code of A retailer must repay the 2 Section 2.9 of the CSC has been modified and meets the 5
Industry Conduct customer any amount in credit at requirement set out in this clause. Section 2.9 of the CSC states
Act Section | clause the time of account closure. that if a customer’'s account is in credit at the time a customer
82 4.15(2) requests a final bill, the RIA will repay the amount to the customer
within 12 working days.
Audit confirmed with the FOU Contract Manager that there were
no amounts in credit at the time of account closure during the
audit period.
169 | Electricity Code of A retailer must review the 2 5 Requirement of this clause is covered by Section 8.6 of the 5
Industry Conduct customer’s bill on request by the Standard Form Contract.
Act Section | clause 4.16 customer, subject to the . . . .
82 customer paying the lesser of the Ov(tjer the aud_lt perlfo?hthrtt?_?I customersltre(?uested re\_/le\(/jv ththe t:II"
portion of the bill agreed to not and one review of the bill was result of query raised internally
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be in dispute or an amount equal about a reading that appeared incorrect. The audit reviewed the
to the average of the customer’s four reviews of the bill raised during the audit period and
bill over the previous 12 months, confirmed RIA’s compliance with the Code of Conduct.
and paying any future bills that
are properly due.
170 | Electricity Code of A retailer must follow the 2 5 Section 2.5 of the CSC and Section 8.6 of the Standard Form 5
Industry Conduct procedures specified if a review Contract (SFC) cover the requirement to pay the unpaid amount
Act Section | clause of a bill has been conducted and by the customer. Section 4.5 of the CSC and Section 22 of the
82 4.17(1) the retailer is satisfied that the SFC cover the requirement to advise the customer that they may
bill is correct or incorrect. request the RIA to arrange for the meter to be tested. Section
3.4.2 of the CSC and Section 17 of the SFC cover the compliant
procedure.
The audit reviewed the four reviews of the bill raised during the
audit period and confirmed RIA’s compliance with the Code of
Conduct.
171 | Electricity Code of A retailer must inform the 2 5 Section 8.6 of the SFC states that a representative of the RIA will 5
Industry Conduct customer of the outcome of the acknowledge a complaint within 10 business days and shall
Act Section | clause review of a bill as soon as address the complaint within 20 business days.
82 4.17(2) %?ﬁﬁcgglﬁhs?nuégslr(;a?g);m?r\]/iﬂg The audit reviewed the four reviews of the bill raised during the
date of receipt of the request for gudl(tj p?rlod and confirmed RIA’s compliance with the Code of
review. onduct.
172 | Electricity Code of A retailer must recover an 2 5 Section 2.5 of the CSC and Section 8.6 of the SFC cover the 5
Industry Conduct amount undercharged as a result requirement that the RIA will only claim the amount undercharged
Act Section | clause of an act or omission by a retailer for the previous 12 month period. The SFC further states that
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82 4.18(2) or distributor in the manner customers will be given sufficient time by the RIA to repay any
specified. difference. The instalment payment plans are covered in the RIA’s
Hardship Policy — Electricity.
Audit confirmed with the FOU Contract Manager that no recovery
of undercharged amount has taken place during the audit period.

173 | Electricity Code of A retailer must use its best | NR 5 The requirement to inform a customer within 10 business days of 3
Industry Conduct endeavours to inform the the RIA becoming aware of the error resulting in overcharging the
Act Section | clause customer (including a customer customer and to ask the customer for instruction as to whether the
82 4.19(2) who has vacated the supply amount should be credited to the customer’s account or repaid to

address) and repay or credit any the customer is not covered in the SFC or specifically confirmed
amount overcharged as a result by Sunco and McGees Property.
of an act or omission by a retailer . ' .
or distributor, in the manner and Audit corrl]flrmeéj with tlle (I;O.U (iﬁntrac(:jtltMaqager that there were
period specified. no overcharged amounts during the audit period.
Recommendation:
e Include this requirement in an annual compliance certificate
from Sunco and McGees Property. (Post Audit
Implementation Plan item 1.3)

174 | Electricity Code of A retailer must pay the amount 2 5 Section 2.5 of the CSC states that if an error is made resulting in 3
Industry Conduct overcharged in accordance with customer paying more than the correct amount, the excess
Act Section | clause the customer’s instructions within amount will be refunded to the customer, or credited to the
82 4.19(3) 12 business days of receiving customer’s account within 12 working days.

the instructions.

However, audit noted that Section 8.6 of the Standard Form
Contract states that RIA will refund money overpaid on the
account to the customer, but no timeframe is specified within
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175 | Electricity Code of A retailer must use reasonable | NR 5 The requirement that if RIA does not receive any instructions from 3
Industry Conduct endeavours to credit the amount the customer on whether to repay or credit the overcharged
Act Section | clause overcharged within 20 business amount to the customer within 20 business days of making the
82 4.19(4) days of the customer making the request, RIA must credit the amount overcharged to the
request, in circumstances where customer’s account is not covered by the SFC or confirmation
instructions as to payment are from Sunco and McGees Property.
not received. . i .
Audit confirmed with the FOU Contract Manager that there were
no overcharged amounts during the audit period.
Recommendation:
e Include this requirement in an annual compliance
certificate from Sunco and McGees Property. (Post Audit
Implementation Plan item 1.5)
176 | Electricity Code of The due date on the bill must be 2 5 Section 2.6 of the CSC and Section 8.5 of the SFC provide for at 5
Industry Conduct at least 12 business days from least twelve business days to pay a bill.
Act Section | clause 5.1 the date of the bill, with the date
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82 of dispatch deemed to be the
date of the bill, unless the retailer
specifies a later date.
177 | Electricity Code of A retailer must offer the specified 2 5 Section 2.6 of the CSC has been modified and meets the 5
Industry Conduct minimum payment methods. requirement set out in this clause. Section 2.5 of the CSC now
Act Section | clause 5.2(1) offers all of the required payment methods. Also Section 8.5 of the
82 Standard Form Contract offers all required methods of payment.
Also the Sunco tax invoice offers the following payment methods:
o0 In person;
0 By post;
o Direct deposit via internet;
o Credit card by phone or visit the office; and
Reference is made to Centrepay as well.
178 | Electricity Code of A retailer must comply with the 2 5 The function has been contracted out to Sunco. Confirmed with 5
Industry Conduct Electronic Funds Transfer Code RIA that processes has not changed since previous audit.
Act Section | clause 5.2(2) | of Conduct in making an
82 electronic payment.
179 | Electricity Code of A retailer must, prior to 2 5 Sunco no longer offers a direct debit method of payment on the 4
Industry Conduct commencing a direct debit, tax invoice. However, Audit noted that the Section 8.5 of the
Act Section | clause 5.3 obtain the customer’s verifiable Standard Form Contract still offers direct debit as a method of
82 consent and agree to the payment.
specified conditions for the direct .
: Recommendation:
debit.
e If direct debit is not offered by the RIA as a method of
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a customer who is unable to pay
by a minimum payment method,
due to iliness or absence.

Plan item 1.6)
180 | Electricity Code of A retailer must accept payment 2 5 The requirement for RIA to accept payment in advance from a 3
Industry Conduct in advance from a customer on customer on request and the minimum amount is not stated in the
Act Section | clause 5.4 request, in the circumstances SFC and is not specifically confirmed by Sunco and McGees
82 specified. Property.
Recommendation:
e Include this requirement in an annual compliance
certificate from Sunco and McGees Property. (Post Audit
Implementation Plan item 1.7)
181 | Electricity Code of A retailer must, at no charge, 2 5 In March 2009, RIA issued Hardship Policy — Electricity. 4
Industry Conduct offer a residential customer a . . o L . .
Act Section | clause 5.5 redirection of the customer’s bill Sectlon. 7 (item 7.9) nghts of_Customers EXpe“eF‘C'“g FlnanC|gI
82 to a third person, if requested by Hardship” of the Hardship Policy covers the requirement of this

clause and states that each customer experiencing financial
hardship will have the right to nominate to have the bill redirected
at no charge to a third party or an alternative postal address.

However, no evidence was available to Audit confirming that
Sunco and McGees Property comply with this clause of the Code
of Conduct in respect of all customers (whether experiencing
hardship or not).

Recommendation:

Sunco and McGees Property to provide an annual certificate of
compliance with the requirement of this clause of the Code of
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of receipt of the previous late
payment fee notice.

182 | Electricity Code of A retailer must not charge a 2 5 Audit sighted a letter by which RIA instructed Sunco and McGees 3
Industry Conduct residential customer a late Property to be fully conversant with the requirements and
Act Section | clause 5.6(1) | payment fee in the obligations of the Code of Conduct. The letter further states that
82 circumstances specified. parts 3, 4, 5, 6, 7, 8, 9, 10, 11, 12, 13 and 14 of the Code are
particularly relevant to Sunco and McGees Property.
However, no evidence was available to Audit confirming that
Sunco and McGees Property comply with this clause of the Code
of Conduct.
Recommendation:
e Sunco and McGees Property to provide an annual
certificate of compliance with the requirement of this
clause of the Code of Conduct. (Post Audit
Implementation Plan item 1.8)
183 | Electricity Code of A retailer must not charge an 2 5 Audit sighted a letter by which RIA instructed Sunco and McGees 3
Industry Conduct additional late payment fee in Property to be fully conversant with the requirements and
Act Section | clause 5.6(2) | relation to the same bill within obligations of the Code of Conduct. The letter further states that
82 five business days from the date parts 3, 4, 5, 6, 7, 8, 9, 10, 11, 12, 13 and 14 of the Code are

particularly relevant to Sunco and McGees Property.

However, no evidence was available to Audit confirming how
Sunco complies with this clause of the Code of Conduct.

Recommendation:

e Sunco and McGees Property to provide evidence of
compliance with the requirement of this clause of the
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Code of Conduct. (Post Audit Implementation Plan item
1.8)
184 | Electricity Code of A retailer must not charge a 2 5 Audit sighted a letter by which RIA instructed Sunco and McGees 3
Industry Conduct residential customer more than Property to be fully conversant with the requirements and
Act Section | clause 5.6(3) | two late payment fees in relation obligations of the Code of Conduct. The letter further states that
82 to the same bill. parts 3, 4, 5, 6, 7, 8, 9, 10, 11, 12, 13 and 14 of the Code are
particularly relevant to Sunco and McGees Property.
However, no evidence was available to Audit confirming that
Sunco and McGees Property comply with this clause of the Code
of Conduct.
Recommendation:
e Sunco and McGees Property to provide evidence of
compliance with the requirement of this clause of the
Code of Conduct. (Post Audit Implementation Plan item
1.8)
185 | Electricity Code of A retailer must not require a 2 5 Section 11 and Section 10 of the SFC cover the requirements of 5
Industry Conduct customer who has vacated a this clause.
Act Section | clause 5.7(1) | supply address to pay for
82 electricity consumed at the
customer’s supply address in the
circumstances specified.
186 | Electricity Code of A retailer must not require a | 2 Section 11 and Section 10 of the SFC cover the requirements of 5
Industry Conduct customer who was evicted or this clause.
Act Section | clause 5.7(2) | otherwise required to vacate a
82 supply address to pay for
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187 | Electricity Code of A retailer must not require a | 2 5 Section 10 of the SFC covers the requirements of this clause. 5
Industry Conduct previous customer to pay for
Act Section | clause 5.7(4) | electricity consumed at the
82 supply address in the
circumstances specified.
188 | Electricity Code of A retailer must comply with the 2 5 The decision to pursue an outstanding debt is assessed on an 5
Industry Conduct Conduct Principles set out in the individual basis, depending on amount, cost to recover and
Act Section | clause 5.8(1) | guideline on debt collection circumstance. This decision is made by the RIA.
82 gzlr:?d - by~ the  Australian The RIA contracts out the management of properties and leases
petiton and  Consumer . . AR \
Commission. (including the electricity billing) to McGee's Property and Sunco

Property (commercial and residential respectively) who also utilize
debt collection agencies if required and instructed by the RIA. The
RIA utilizes Dunn and Bradstreet where required.

The RIA’s Finance Section also has been provided with extracts
from the ASIC’s Debt Collection Guidelines (in particular pages
29-34) covering conduct towards a debtor.

Whilst the ASIC guidelines have been specifically developed for
individual debtors, all electricity bills for RIA’s customers are paid
by the businesses on the island.

There are adequate procedures in place to comply with the ACCC
Guidelines..
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189 | Electricity Code of A retailer must not commence 2 5 The requirement of this clause is covered by Section 8.5 of the 5
Industry Conduct proceedings for recovery of a Financial Hardship policy that states that legal action,
Act Section | clause 5.8(2) | debt in the circumstances disconnection, additional debt recovery costs will not be instituted
82 specified. against customers who meet the criteria of financial hardship and
continue to make payments according to an agreed schedule.
190 | Electricity Code of A retailer must not recover or 2 5 However, no evidence was available to audit confirming that 3
Industry Conduct attempt to recover a debt relating Sunco and McGees Property comply with this clause of the Code
Act Section | clause 5.8(3) | to a supply address from a of Conduct.
82 person other than the customer .
with whom the retailer has or had Recommendation:
entered into a contract for the e Sunco and McGees Property to provide an annual
supply of electricity to that supply certificate of compliance with the requirement of this
address. clause of the Code of Conduct. (Post Audit
Implementation Plan item 1.9)
191 | Electricity Code of A retailer must assess whether a 2 5 Covered by Section 6 of the Financial Hardship policy that the RIA 5
Industry Conduct residential customer is will assess the difficulties of financial hardship within 3 business
Act Section | clause 6.1(1) | experiencing payment difficulties days of being advised by the customer.
82 or financial hardship, within three
business days from when the
residential customer informs a
retailer that they are
experiencing payment problems.
192 | Electricity Code of A retailer must give reasonable | NR 5 Covered by Section 6 of the Financial Hardship policy. 5
Industry Conduct consideration to the information
Act Section | clause 6.1(2) | and advice specified when
82 undertaking an  assessment
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193 | Electricity Code of A retailer must advise a 2 5 In March 2009, the RIA issued the Hardship Policy — Electricity. 5
Industry Conduct residential customer on request . . . . - .
Act Section | clause 6.1(3) | of the details of an assessment. Se(_:tlon 6 (item 6.9) F_actors for C(_)nS|derat|0n of the Hardship
82 Policy covers the requirement of this clause and states that the
RIA will provide details of an assessment to the customer on
request.
In addition, the RIA also developed and implemented a Hardships
Communication Register where all details of person experiencing
hardship and actions taken will be recorded.
194 | Electricity Code of A retailer may not unreasonably 2 5 In March 2009, the RIA issued the Hardship Policy — Electricity. 5
Industry Conduct deny a residential customer’s . . W . - .
Act Section | clause 6.2(1) | request for a temporary Se(_:tlon 6 (item 6.10) Factors for C_onS|derat|on of the Hardship
. . : Policy covers the requirement of this clause and states that the
82 suspension of actions in the ) ,
: o RIA will not unreasonably deny a customer’s request for a
circumstances specified. . S
temporary suspension of action if the customer has made an
appointment with a relevant consumer representative organisation
or financial counsellor.
195 | Electricity Code of A retailer must allow a temporary | 2 5 In March 2009, the RIA issued the Hardship Policy — Electricity. 5
Industry Conduct suspension of actions for a . . . . . .
Act Section | clause 6.2(2) | period of at least 10 days. Sec_:tlon 6 (item 6.10) Factors for C.on5|derat|on of the Hardship
82 Policy covers the requirement of this clause and states that the

temporary suspension of actions will be no less than 10 days and
the RIA will consider a further extension if required for the
customer to access a relevant consumer representative or
financial counsellor.
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196 | Electricity Code of A retailer must give reasonable | NR 5 Covered by Sections 6.10 and 8.3 of the Financial Hardship 5
Industry Conduct consideration to a request by a policy.
Act Section | clause 6.2(3) | relevant consumer
82 representative organisation to
allow additional time to assess a
residential customer’s capacity to
pay.
197 | Electricity Code of A retailer must offer the 2 5 Covered by Section 8.2 of the Financial Hardship policy. 5
Industry Conduct alternative payment
Act Section | clause 6.3 arrangements, and advise the
82 residential customers that
additional assistance may be
available, in  circumstances
where a residential customer is
assessed as experiencing
payment difficulties or financial
hardship.
198 | Electricity Code of A retailer must offer a residential 2 5 In March 2009, RIA issued Hardship Policy — Electricity. Section 7 5
Industry Conduct customer who is experiencing (item 7.4) ‘Rights of Customers Experiencing Financial Hardship’
Act Section | clause 6.4(1) | payment difficulties or financial of the Hardship Policy covers the requirement of this clause.
82 hardship at least the specified
payment arrangements.
199 | Electricity Code of A retailer must take into account 2 5 Item 7.4, 8.5 and Section 8 in general of the Hardship Policy — 3
Industry Conduct and specify the stated Electricity partially covers the requirement of this clause.
Qgt Section | clause 6.4(2) gg%iﬁor;ctioangd whéik%ﬁermg However, Audit noted that the Hardship Policy is silent on the

an instalment plan to a

need to:
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- specify that due to seasonal fluctuations in the residential
customer’'s usage, paying in instalments may result in the
residential customer being in credit or debit during the period of
the plan; and

- make provision for re-calculation of the amount of the
instalments where the difference between the residential
customer’s estimated consumption and actual consumption may
result in the residential customer being significantly in credit or
debit at the end of the period of the plan.

Recommendation:
e The Hardship Policy — Electricity to be updated for the

requirements of clause 6.4(2)(f) and 6.4(2)(h) of the
Code of Conduct. (Post Audit Implementation Plan item

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

1.10)
200 | Electricity Code of A retailer must give reasonable | NR 5 Covered by Section 8.9 of the Hardship Policy. 5
Industry Conduct consideration to a request by a
Act Section | clause 6.6(1) | customer, or a relevant
82 consumer representative
organisation, for a reduction of
the customer’s fees, charges, or
debt.
201 | Electricity Code of In giving reasonable 2 5 In March 2009, the RIA issued the Hardship Policy — Electricity. 5
Industry Conduct consideration  under  clause The Hardship Policy is compliant with the requirement of this
Act Section | clause 6.6(2) | 6.6(1), a retailer should refer to clause.
82 the guidelines in its hardship

referred to in clause

policy
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6.10(2)(c) and 6.10(2)(d).
202 | Electricity Code of A retailer must give reasonable | NR 5 Covered by Section 8.6 of the Hardship Policy. 5
Industry Conduct consideration to offering a
Act Section | clause 6.7 customer an instalment plan or
82 offering to revise an existing
instalment plan, in circumstances
where it is reasonably
demonstrated to the retailer that
the customer is unable to meet
its previously elected payment
arrangement.
203 | Electricity Code of A retailer must advise the 2 5 Covered by SFC, CSC and the Financial Hardship Policy. 5
Industry Conduct customer of the specified
Act Section | clause 6.8 assistance information.
82
204 | Electricity Code of A retailer must determine the 2 5 The requirement to determine the minimum payment in advance 3
Industry Conduct minimum payment in advance amount for residential customers experiencing payment difficulties
Act Section | clause 6.9(1) | amount for residential customers or financial hardship in consultation with relevant consumer
82 experiencing payment difficulties representative organisations is not included in the Financial
or financial hardship in Hardship policy.
consultation with relevant N
consumer representative Recommendation:
organisations. e Financial Hardship policy should be updated for the
requirement of this clause. (Post Audit Implementation Plan
item 1.11)
205 | Electricity Code of A retailer may apply different | NR 5 Ditto 204. 3
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Industry Conduct minimum  payment in advance (Post Audit Implementation Plan item 1.11)
Act Section | clause 6.9(2) | amounts for residential
82 customers experiencing payment
difficulties or financial hardship
and other customers.
206 | Electricity Code of A retailer must develop a| 2 5 In March 2009, the RIA issued the Hardship Policy — Electricity. 5
Industry Conduct hardship  policy to  assist
Act Section | clause customers in  meeting their
82 6.10(1) financial obligations and
responsibilities to the retailer.
207 | Electricity Code of A retailer must ensure that the 2 5 The Hardship Policy — Electricity covers the requirement of this 5
Industry Conduct hardship policy complies with the clause.
ggt Section gli%?% specified criteria. The policy has been forwarded to the RIBC (Rottnest Island

Business Committee) for consideration. The RIBC represents
business on the Island and has also incorporated the consultative
process previously undertaken by the now disbanded Community
Consultative Committee.

The RIBC represents all businesses that operate, or have an
interest in activities on Rottnest Island. Moreover, residents on
Rottnest are directly employed by representative business
comprising the RIBC and the regular RIBC meetings provide a
forum for consulting on the Hardship Policy.

Contact has been made with Ms Lee Collis, training and
development officer, from WACOSS in regard to appropriate
training. Ms Collis is currently investigating what training options
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are available that would apply to RIA and will advise accordingly.
208 | Electricity Code of A retailer must give a customer, 2 5 Covered by Section 16 of the SFC and Section 2.8 of the CSC. 5
Industry Conduct financial counsellor or relevant
Act Section | clause consumer representative
82 6.10(3) organisation, on request, details
of the financial hardship policy,
at no charge.
209 | Electricity Code of A retailer must keep a record of | 2 5 RIA developed and implemented the ‘Hardship Communication 5
Industry Conduct the specified information related Register’ where details of person experiencing hardship and
Act Section | clause to the hardship policy. actions taken will be recorded.
82 6.10(4)
210 | Electricity Code of A retailer must consider any | 2 5 The Hardship — Electricity Policy has been developed in relation to 5
Industry Conduct reasonable request for dealing with residential customers. However, Section 16 of the
Act Section | clause 6.11 alternative payment SFC and Section 2.8 of the CSC does not exclude business
82 arrangements from a business customers from special financial arrangements to assist
customer who is experiencing customers experiencing financial hardship.
payment difficulties.
211 | Electricity Code of A retailer must give the customer 2 4 Section 4.6 of the CSC states that the customer will be given at 5
Industry Conduct a reminder notice, use its best least 5 business days warning before the disconnection occurs.
Act Section | clause 7.1 endeavours to contact the
82 customer and give the customer
a disconnection warning, in the
manner and timeframes
specified, prior to arranging for
disconnection of a customer’s
supply address for failure to pay
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212

Electricity
Industry
Act Section
82

Code of
Conduct
clause 7.2

A retailer must not arrange for
disconnection of a customer’s
supply address for failure to pay
a bill in the circumstances
specified.

This clause relates to the limitations on disconnection for failure to
pay bill, for reasons not limited to financial hardship.

Section 6.1 item 1 “Non-payment of a bill” of the Standard Form
Contract partially covers the requirements of this clause in relation
when the customer has entered into an approved payment
arrangement for financial hardship or where the customer has
agreed to a payment plan due to payment difficulties. This is also
covered by the Hardship Policy — Electricity.

However, Audit noted that there is no confirmation from Sunco
and McGees Property re the requirement for no disconnection of a
customer’s supply address for failure to pay bill:

- within 1 business day after the expiry of the period referred to in
the disconnection warning;

- if the customer has made an application for concession;

- if a customer has failed to pay an amount which does not relate
to supply of electricity; or

- if the supply address does not relate to the bill.

Recommendation:
e Include this requirement in an annual compliance certificate

from Sunco and McGees Property. (Post Audit
Implementation Plan item 1.12)

213

Electricity
Industry
Act Section

Code of
Conduct
clause 7.3

In relation to dual fuel contracts,
a retailer must not arrange for
disconnection of the customer’s

There are no dual fuel contracts (electricity and gas).
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82 supply address for failure to pay
a bill within 15 business days
from arranging for disconnection
of the customer’s gas supply.
214 | Electricity Code of A retailer must not arrange for 2 4 Covered by Section 4.6 of the CSC and Section 6.1 of the SFC. 5
Industry Conduct the disconnection of a
Act Section | clause 7.4 customer’s supply address for
82 denying access to the meter
unless the conditions specified
are satisfied.
215 | Electricity Code of A distributor who disconnects a 2 3 Tungsten's Utilities Emergency Shutdown Customer Contact 5
Industry Conduct customer’s supply address for Procedure/Guidelines require Tungsten when they become aware
Act Section | clause 7.5 emergency reasons must of the requirement for an emergency shutdown to contact the
82 provide a 24 hour emergency Visitor Centre, RIBC and Rottnest Island residents as per the

line and use its best endeavours
to restore supply as soon as
possible.

contact list.

Also, a 24 hour emergency number has been established and
responsibility assigned for emergencies to the Facilities Manager.
Provision of a 24 hour emergency telephone line ensures the
customer can obtain information on the nature of the emergency
and the estimated time of restoration of power. The emergency
number is provided in the CSC and fridge magnets displaying
emergency number were distributed to all customers, including all
accommodation units and residential houses.

Also, Section 6.3 of the Standard Form Contract provides for the
RIA’'s commitment to reconnect supply as soon as practicable
once the emergency situation has been resolved.
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216 | Electricity Code of A retailer or a distributor must 1 1 Section 4.6 of the CSC covers the requirements of this clause 5
Industry Conduct not arrange for disconnection or Audit also sighted a letter with directions from RIA to the Tungsten
Act Section | clause 7.6 disconnect a customer’s supply not to disconnect a customer’s supply without approval from the
82 address in the circumstances RIA, excepting circumstances where immediate emergency action
specified. is required to prevent damage to infrastructure or risk of injury.
The letter also outlines the circumstances specified under this
clause, when disconnection must not occur.
217 | Electricity Code of A retailer must undertake the 1 1 Section 4.6 of the CSC and Section 6.2 of the Standard Form 5
Industry Conduct actions specified in Contract cover the requirements of this clause.
g;t Section | clause 7.7(1) gggtjoTnset?ngfsvideswrlﬁ;e reta?lheer Audit als:o sighted a letter with directions from RIA to the Tungsten
with confirmation that a person not to disconnect a customer’s supply W|thput approval from the
residing at the customer’s supply RIA’s QEO, ex_ceptlng circumstances where_z immediate emergency
address requires life support action is requwgd to prevent damage to |nfrasf[ructure or rlsI§ Qf
equipment. injury. The RIA is aware of the requirement re life support as it is
covered in the CSC and SFC. Any disconnection requires
approval of the RIA. There have been no disconnections in the
audit period.
218 | Electricity Code of A distributor must undertake the 1 Audit also sighted a letter with directions from RIA to the Tungsten 5
Industry Conduct actions specified in not to disconnect a customer’s supply without approval from the
Act Section | clause 7.7(2) | circumstances where the RIA, excepting circumstances where immediate emergency action
82 distributor has been informed by is required to prevent damage to infrastructure or risk of injury.

a retailer or a relevant
government agency that a
person residing at a customer’'s
supply address requires life
support equipment.

However, the letter did not specifically mention circumstances
where the customer is on life support.

In addition, Audit sighted Tungsten File Note acknowledging
requirements of this clause and noting that customers currently
living on the Island work directly for the RIA or the Rottnest Island

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc

135




Licence
Condition

Obligation
Under
Condition

Description

[}
=
=
X
10
o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

Business Community (RIBC). The RIA has not received any
advice from a medical practitioner, relevant government agency of
a customer that requires life support equipment. Currently no staff
or immediate staff family members living on the Island require life
support.
219 | Electricity Code of A retailer must arrange for 2 4 Covered by Section 6.3 of the SFC. 5
Industry Conduct reconnection of the customer’'s
Act Section | clause 8.1(1) | supply address if the customer
82 has remedied its breach, makes
a request for reconnection, pays
the retailer’'s reasonable charges
(if any) or accepts an offer of an
instalment plan for the retailer's
reasonable charges.
220 | Electricity Code of A retailer must forward the 2 N/A RIA has an Integrated Regional Licence on Island. There is no N/A
Industry Conduct request for reconnection to the other supplier on Island.
Act Section | clause 8.1(2) | relevant distributor within the
82 timeframe specified.
221 | Electricity Code of A distributor must reconnect the 2 N/A RIA has an Integrated Regional Licence on Island. There is no N/A
Industry Conduct customer’s supply address upon other supplier on Island.
Act Section | clause 8.2 the request of a retailer, within
82 the timeframes specified.
222 | Electricity Code of A distributor must create and 1 RIA/Tungsten have a Priority Restoration Register in place. In the 5
Industry Conduct maintain a Priority Restoration event of a catastrophic electrical failure the power will be supplied
Act Section | clause 8.3(1) | Register. in accordance with the register. There are seven distribution
82 feeders that provide power to various areas and can be isolated
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223 | Electricity Code of The Priority Restoration Register 1 Ditto 222 5
Industry Conduct must comply with any criteria
Act Section | clause 8.3(2) | determined by the Minister.
82
224 | Electricity Code of A retailer must not operate a pre- 2 N/A Only applies to a pre-payment meter customer located in a remote N/A
Industry Conduct payment meter at a residential or town reserve community in which the Aboriginal and Remote
Act Section | clause 9.3(1) | customer's  supply address Communities Power Supply Project or Town Reserve Regulation
82 without the verifiable consent of Program is being implemented.
the customer or its nominated
representative.
225 | Electricity Code of A retailer must establish an 2 N/A Not applicable as per item 224. N/A
Industry Conduct account for each pre-payment
Act Section | clause 9.3(2) | meter operating at a residential
82 customer’s supply address.
226 | Electricity Code of A retailer must provide the 2 N/A Not applicable as per item 224. N/A
Industry Conduct prescribed information to a pre-
Act Section | clause 9.4 payment meter customer in the
82 manner stated at no charge.
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227 | Electricity Code of A retailer must not operate a pre- 1 N/A Not applicable as per item 224. N/A
Industry Conduct payment meter at the supply
Act Section | clause 9.5(1) | address of a residential customer
82 if the residential customer, or a
person residing at the residential
customer’'s  supply address,
requires life support equipment.
228 | Electricity Code of If a prepayment meter customer 1 N/A Not applicable as per item 224. N/A
Industry Conduct notifies a retailer that a person
Act Section | clause 9.5(2) | residing at the supply address
82 depends on life  support
equipment, the retailer must
undertake the actions specified.
229 | Electricity Code of A retailer must ensure that 2 N/A Not applicable as per item 224. N/A
Industry Conduct recharge facilities are located
Act Section | clause 9.6 and capable of being accessed
82 in the manner specified.
230 | Electricity Code of A retailer must ensure that the 2 N/A Not applicable as per item 224. N/A
Industry Conduct pre-payment meter customer
Act Section | clause 9.7 receives a benefit of a
82 concession if the pre-payment
meter customer demonstrates to
the retailer that the customer is
entitled to receive a concession.
231 | Electricity Code of A retailer must ensure that a pre- 2 N/A Not applicable as per item 224. N/A
Industry Conduct payment meter provides an
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Act Section | clause 9.8 emergency credit amount to the
82 value of at least ten dollars.
232 | Electricity Code of A retailer must ensure that a pre- 2 N/A Not applicable as per item 224. N/A
Industry Conduct payment meter customer
Act Section | clause 9.9(1) | (including a pre-payment meter
82 customer who has vacated the
supply address) can retrieve all
remaining credit at the time the
customer vacates the supply
address, in circumstances where
notification of the proposed
vacation date has been provided.
233 | Electricity Code of If a pre-payment meter customer | NR N/A Not applicable as per item 224. N/A
Industry Conduct has been overcharged as a
Act Section | clause 9.9(2) | result of an act or omission of a
82 retailer or distributor, the retailer
must use its best endeavours to
inform the pre-payment meter
customer accordingly within 10
business days of the retailer
becoming aware of the error and
seek reimbursement instructions
from the customer.
234 | Electricity Code of The retailer must pay the amount 2 N/A Not applicable as per item 224. N/A
Industry Conduct in accordance with the pre-
Act Section | clause 9.9(3) | payment  meter  customer’s
82 instructions within 12 business

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc

139




Licence
Condition

Obligation
Under
Condition

Description

[}
=
=
X
10
o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

days of receiving the
instructions.
235 | Electricity Code of If a retailer does not receive | NR N/A Not applicable as per item 224. N/A
Industry Conduct reimbursement instructions
Act Section | clause 9.9(4) | within 20 business days of
82 making the request, the retailer
must use reasonable
endeavours to credit the amount
overcharged to the customer’s
account.
236 | Electricity Code of If a retailer proposes to recover 2 N/A Not applicable as per item 224. N/A
Industry Conduct an amount undercharged as a
Act Section | clause 9.9(6) | result of an act or omission by
82 the retailer or distributor, the
retailer must comply with the
conditions specified.
237 | Electricity Code of A retailer must ensure that 2 N/A Not applicable as per item 224. N/A
Industry Conduct supply is recommenced through
Act Section | clause 9.10 a pre-payment meter after self-
82 disconnection as soon as
information is communicated to
the pre-payment meter that a
payment causing a positive
financial balance of the account
has been made.
238 | Electricity Code of A retailer must give notice of any 2 4 Covered by Section 13 of the SFC that provides for advice of 5
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Industry Conduct variations in its tariffs to each of variations to fees and charges by written notice including the date
Act Section | clause its customers affected by a they are to take effect before the amendments occur.
82 10.1(1 variation, in the timeframes . L
@) specified Moreover, tariffs and variations are handled through RIBC
' committee meetings and through the CCC (Community
Consultative Committee). RIBC includes all customers of RIA.
Confirmed by sighting the letter to the customer that customers
were advised of a change in the Electricity Supply and Tariff
charges on 22 May 2008 preceding the new charges taking effect
on 1/7/08.
239 | Electricity Code of A retailer must give a customer 2 4 Covered by Section 15 of the SFC. 5
Industry Conduct on request, at no charge,
Act Section | clause reasonable information on the
82 10.1(2) retailer’'s tariffs, including
alternative tariffs.
240 | Electricity Code of A retailer must give a customer 2 5 Section 15 of the SFC does not provide any timeframe for 3
Industry Conduct the information requested on provision of the information on tariffs that was requested by a
Act Section | clause tariffs in the manner and within customer. There is also no confirmation from Sunco and McGees
82 10.1(3) the timeframes specified. Property that this requirement is being met.
Recommendation:
e Include this requirement in an annual compliance certificate
from Sunco and McGees Property. (Post Audit
Implementation Plan item 1.13)
241 | Electricity Code of A retailer must, on request, give 2 5 All customers on the Island are non-contestable. 5
Industry Conduct a non-contestable customer its

Covered by Section 15 of the SFC.
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Act Section | clause billing data.
82 10.2(1)
242 | Electricity Code of A retailer must give the 2 5 Section 2.1 ‘Billing cycles’ of the CSC has been updated and is 5
Industry Conduct requested billing data at no now compliant with the requirements of this clause.
Act Section | clause charge in the circumstances
82 10.2(2) specified.
243 | Electricity Code of A retailer must give the 2 5 Bills are issued on a monthly basis. Section 8.1 of the SFC and 3
Industry Conduct requested billing data within 10 Section 2.1 of the CSC provide for supply of additional statements
Act Section | clause business days of the receipt of of account on request for a fee. However, Audit noted that the
82 10.2(3) the request or payment of the required timeframe for provision of additional statements of
retailer's reasonable charge for account is not stated in the SFC or confirmed by Sunco and
providing the billing data. McGees Property.
Recommendation:
e Include this requirement in an annual compliance certificate
from Sunco and McGees Property. (Post Audit
Implementation Plan item 1.14)
244 | Electricity Code of A retailer must keep a non- 2 5 Confirmed with the RIA & Tungsten staff that records are kept for 5
Industry Conduct contestable customer’'s billing 7 years.
Act Section | clause data for seven years.
82 10.2(4)
245 | Electricity Code of A retailer must give a customer 2 5 The CSC provides for concession information to be provided to 3
Industry Conduct on request, at no charge, the customers. Section 15 ‘Customer Information’ of the SFC does
Act Section | clause 10.3 concession information specified. not include provision of concession information to a customer on
82 request. There is also no confirmation from Sunco and McGees
Property that this requirement is being met.
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from Sunco and McGees Property. (Post Audit
Implementation Plan item 1.15)
246 | Electricity Code of A retailer must give a customer 2 5 Covered by Section 15 of the SFC. 5
Industry Conduct on request, at no charge, the
Act Section | clause 10.4 general energy efficiency
82 information specified.
247 | Electricity Code of A retailer must give information 2 5 Section 15 “Customer Information” of the SFC does not include 3
Industry Conduct to the customer, or refer the provision of information relating to the distribution of electricity to a
Act Section | clause 10.5 customer to the relevant customer on request. There is also no confirmation from Sunco
82 distributor for a response, if and McGees Property that this requirement is being met.
asked by a customer for —
information relating to the Recommendation:
distribution of electricity. e Include this requirement in an annual compliance certificate
from Sunco and McGees Property. (Post Audit
Implementation Plan item 1.16)
248 | Electricity Code of A distributor must give a 2 Sighted Tungsten’s File Note acknowledging that on request by a 3
Industry Conduct customer on request, at no customer, Tungsten will provide general information on safe use
Act Section | clause 10.6 charge, the specified information of electricity, on quality and reliability of supply.
82 that is particular to a distributor.

The general information on Quality and reliability of electricity
supply 2007-2008 is published on the RIA’s website.

However, Section 15 “Customer Information” of the Standard
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Form Contract does not include the requirements of this clause.
There is also no confirmation from Sunco and McGees Property
that this requirement is being met.

Recommendation:

e Include this requirement in an annual compliance certificate
from Sunco and McGees Property.. (Post Audit
Implementation Plan item 1.17)
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the request or payment of the
distributor's reasonable charge
for providing the consumption
data.

249 | Electricity Code of A distributor must, on request, 2 5 Covered by Section 2.1 of the CSC. 5
Industry Conduct give a customer its consumption
Act Section | clause data.
82 10.7(1)

250 | Electricity Code of A distributor must give a 2 5 Section 2.1 of the CSC has been updated and is now compliant 5
Industry Conduct customer the requested with the requirements of this clause.
Act Section | clause consumption data at no charge
82 10.7(2) in the circumstances specified.

251 | Electricity Code of A distributor must give a 2 Section 2.1 of the CSC does not provide any timeframe for 3
Industry Conduct customer the requested provision of requested consumption data. There is also no
Act Section | clause consumption data within 10 confirmation from Sunco and McGees Property that this
82 10.7(3) business days of the receipt of requirement is being met.

Recommendation:

e Include this requirement in an annual compliance certificate
from Sunco and McGees Property. (Post Audit
Implementation Plan item 1.18)
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252 | Electricity Code of A distributor must keep a 2 5 Confirmed with the RIA & Tungsten staff that records are kept for 5
Industry Conduct customer’s consumption data for 7 years.
Act Section | clause seven years.
82 10.7(4)
253 | Electricity Code of A distributor must, on request, 2 5 Covered by SFC and CSC. 5
Industry Conduct tell a customer how the customer
Act Section | clause can obtain information on
82 10.8(1) distribution standards and
metering arrangements that are
relevant to the customer.
254 | Electricity Code of A distributor must tell a customer 2 3 The RIA’s website provides information on the contact details to 5
Industry Conduct on request how the customer obtain this information, including the registered metering
Act Section | clause can obtain information on installation provider.
82 10.8(2) distribution standards and
metering arrangements.  This
information (ie how to request
the information) must be
published on its website.
255 | Electricity Code of A retailer, distributor and | NR 5 Documentation viewed by the audit appears to be expressed in 5
Industry Conduct marketer must, to the extent clear, simple, and concise language and is in a format that makes
Act Section | clause 10.9 practicable, ensure that any it easy to understand.
82 written information that must be

given to a customer under the
Code of Conduct is expressed in
clear, simple, and concise
language and is in a format that
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256 | Electricity Code of A retailer and distributor must tell 2 5 Covered by Section 15 of the SFC. 5
Industry Conduct a customer on request how the
Act Section | clause customer can obtain a copy of
82 10.10(1) the Code of Conduct.
257 | Electricity Code of A retailer and distributor must 2 5 An electronic copy of the Code of Conduct is now available on the 5
Industry Conduct make electronic copies of the RIA website.
Act Section | clause Code of Conduct available, at no
82 10.10(2) charge, on their web sites.
258 | Electricity Code of A retailer and distributor must 2 5 Confirmed with the RIA’s and Tungsten’s staff that a copy of the 5
Industry Conduct make a copy of the Code of Code of Conduct is available for inspection, at no charge, at their
Act Section | clause Conduct available for inspection, office. Covered by the CSC.
82 10.10(3) at no charge, at their offices.
259 | Electricity Code of A retailer and distributor must 2 5 Covered by Section 1.7 of the CSC. 5
Industry Conduct make available to the customer
Act Section | clause on request, at no charge,
82 10.11(1) services that assist the customer
in interpreting information
provided by the retailer or
distributor.
260 | Electricity Code of A retailer and, where appropriate 2 5 The RIA has outsourced billing to Sunco and McGees. Confirmed 5
Industry Conduct a distributor, must include the by sighting information on the telephone number for special
Act Section | clause telephone number for their information services and for independent multi-lingual services
82 10.11(2) special information services and included in the CSC and on bills and on reminder notices for

for independent multi-lingual
services, on the documents

overdue payments.
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specified. Handling of disconnections is a little different than other providers.
No power can be disconnected unless approved by the CEO. All
customers are business (the business pay for the electricity of its
residential workers). Given the important contribution business
make to the visitor experience and the small community setup on
the island, it is very unlikely a disconnection would occur. The
FOU Contract Manager wasn't aware of any previous
disconnection occurring in the past. As a result there is not a
template for a disconnection notice. This would be addressed on a
case by case basis with direct intervention from the CEO.
261 | Electricity Code of A distributor must advise a 2 5 Audit sighted the Tungsten’s Meter Installation and Calibration 5
Industry Conduct customer, at no charge, of the Work Procedure and confirmed that the procedure includes the
Act Section | clause availability of different types of requirement to advise the customer of the availability of different
82 10.12(1) meters. types of meters and that this can be assessed on a case by case
basis. This decision will be based on the customer’'s specific
requirements otherwise the standard type of meter currently used
will be installed.
262 | Electricity Code of A retailer must, if requested by a | 2 5 Audit sighted the Tungsten’s Meter Installation and Calibration 5
Industry Conduct customer, advise the customer of Work Procedure and confirmed that the procedure includes the
Act Section | clause the availability of different types requirement to advise the customer of the availability of different
82 10.12(2) of meters or refer the customer types of meters and that this can be assessed on a case by case
to the relevant distributor for a basis. This decision will be based on the customer’'s specific
response. requirements otherwise the standard type of meter currently used
will be installed.
263 | Electricity Code of A retailer and distributor must 2 3 The Authority approved Customer Service Charter 2005 is 5
Industry Conduct produce and publish a Customer available on the RIA website.
Act Section | clause
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82 11.1(1) Service Charter. The revised Charter approved on 17 June 2009 will be loaded on
Integrated the RIA website.
Regional
Licence
condition
15.1
264 | Electricity Code of A retailer and distributor must 2 3 The CSC has been amended and all matters required under this 5
Industry Conduct address the specified information clause are now included in the charter.
Act Section | clause in their Customer Service
82 11.1(2) Charters.
265 | Electricity Code of A retailer and distributor must 2 5 Covered by Section 15 of the SFC. 5
Industry Conduct give a customer on request, at
Act Section | clause no charge, a copy of the
82 11.2(1) Customer Service Charter.
266 Electricity Code of A retailer and distributor must 2 5 Ditto 265. 5
Industry Conduct dispatch a copy of the Customer
Act Section | clause Service Charter to a customer
82 11.2(2) who requests a copy, within two
business days of the request.
267 Electricity Code of A retailer and distributor must 2 3 Audit sighted Tungsten’s Electrical Customer Complaints 5
Industry Conduct develop, maintain and implement Procedure and confirmed compliance with this clause of the Code
Act Section | clause an internal process for handling of Conduct.
82 12.1(1) complaints and resolving
disputes.
268 Electricity Code of A retailer and distributor must 2 3 Audit sighted Tungsten's Electrical Customer Complaints 5
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Industry Conduct develop, maintain and implement Procedure and confirmed compliance with this clause of the Code
Act Section | clause a complaints handling process of Conduct.
82 12.12) :Zat. meets  the  specified The Customer Feedback Form can be accessed on the RIA
quirements. .
website.
269 Electricity Code of A retailer or distributor must at 2 4 Audit sighted Tungsten’s Electrical Customer Complaints 5
Industry Conduct least provide the specified advice Procedure and confirmed compliance with this clause of the Code
Act Section | clause to a customer when handling a of Conduct.
82 12103 complaint. Covered by Section 3.4.2 of the CSC and Section 17 of the SFC.
270 Electricity | Code of A retailer must comply with any | > 3 Audit sighted Tungsten's Electrical Customer Complaints 5
Industry Conduct guideline  developed by the Procedure and confirmed compliance with this clause of the Code
Act Section | clause 12.2 | Authority relating to of Conduct.
82 distinguishing customer queries
from customer complaints. Covered by Section 3.4.2 of the CSC and Section 17 of the SFC.
271 Electricity Code of A retailer, distributor and 2 5 Covered by Section 3.4.2 of the CSC and Section 17 of the SFC. 5
Industry Conduct marketer must give a customer
Act Section | clause 12.3 on request, at no charge,
82 information that will assist the
customer in  utilising the
respective complaints handling
processes.
272 Electricity Code of A retailer, distributor or marketer 2 N/A Not relevant to RIA. RIA holds an Integrated Regional Licence N/A
Industry Conduct who receives a complaint that therefore would receive and respond to all complaints & feedback
Act Section | clause 12.4 does not relate to its functions, and not deal with other entities.
82 must refer the complaint to the
appropriate entity and inform the
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273 Electricity Code of A retailer, distributor or marketer 2 5 Confirmed with the RIA’s and Tungsten’s staff that all non financial 5
Industry Conduct must keep a record or other records are kept for a period of three years; financial records are
Act Section | clause 13.1 information as required to be kept for seven years.
82 kept by the Code of Conduct for
at least two years from the last
date on which the information
was recorded, unless expressly
provided otherwise.
274 | Electricity Code of A retailer must keep a record of | 2 5 Confirmed with the RIA’s staff that all records are kept of customer 5
Industry Conduct the total number of customers accounts and charges.
g;t Section | clause 13.2 ;ggsgs igziato?gzggg;:gj. and Sighted the RIA’s Code of Conduct Report for the period of 1 July
2007 to 30 June 2008.
275 | Electricity Code of A retailer must keep a record of 2 5 A system for registering complaints is in place. No complaints 5
Industry Conduct the customer complaint were received as per the RIA’'s Code of Conduct Report for the
Act Section | clause indicators specified. period of 1 July 2007 to 30 June 2008.
82 13.3(1)
276 | Electricity Code of A retailer must keep a copy of 2 5 Ditto 275. 5
Industry Conduct each complaint referred to in
Act Section | clause clause 13.3(2) (including
82 13.3(2) complaints made directly to a
marketer).
277 | Electricity Code of A retailer must keep a record of 2 5 The FOU Meeting Agenda has been amended to include any 5
Industry Conduct the total number of payments compensation payments made to customers. To date no
Act Section | clause 13.4 and data on the average amount compensation payments have been made.
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82 of payments made under the Sighted the RIA’'s Code of Conduct Report for the period of 1 July
compensation indicators 2007 to 30 June 2008.
specified.
278 | Electricity Code of A retailer must keep a record of | 2 5 This obligation only applies in circumstances where the licensee N/A
Industry Conduct the call centre performance operates a call centre. As RIA does not operate a call centre for its
Act Section | clause 13.5 indicators specified. retail or distribution business, this obligation does not apply.
82
279 | Electricity Code of A retailer must keep a record of | 2 5 Confirmed that records of the total number of residential and 5
Industry Conduct the total number of residential business accounts are being kept.
A i | 13. i ified. . .
8§t Section | clause 13.6 and business accounts specified Sighted the RIA’s Code of Conduct Report for the period of 1 July
2007 to 30 June 2008.
280 | Electricity Code of A retailer must keep a record of | 2 N/A Only applies to a pre-payment meter customer located in a remote N/A
Industry Conduct the number of pre-payment or town reserve community in which the Aboriginal and Remote
Act Section | clause 13.7 meter customers and complaints Communities Power Supply Project or Town Reserve Regulation
82 information specified. Program is being implemented.
281 | Electricity Code of A distributor must keep a record 2 5 Confirmed that records of the total number of connections 5
Industry Conduct of the total number of provided and connections not provided on or before the agreed
Act Section | clause 13.8 connections provided and date are being kept.
82 Eg?;rzctt;%nzg:lé)édp(;g;/éded on or Sighted the RIA’s Code of Conduct Report for the period of 1 July
' 2007 to 30 June 2008.
282 | Electricity Code of A distributor must keep a record 2 2 Confirmed with Tungsten that a record of street light faults and 5
Industry Conduct of the street light faults and repairs is kept.
g\gt Section | clause 13.9 repair indicators specified. Sighted the RIA’'s Code of Conduct Report for the period of 1 July

2007 to 30 June 2008.
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283 | Electricity Code of A distributor must keep a record 2 5 Ditto 275. 5
Industry Conduct of the customer complaint
Act Section | clause indicators specified.
82 13.10(1)
284 | Electricity Code of A distributor must keep a copy of 2 5 Ditto 275. 5
Industry Conduct each customer complaint
Act Section | clause referred to in clause 13.10(1).
82 13.10(2)
285 | Electricity Code of A distributor must keep a record 2 5 The FOU Meeting Agenda has been amended to include any 5
Industry Conduct of the total number of compensation payments made to customers. To date no
Act Section | clause 13.11 | compensation payments made compensation payments have been made.
2 I 14.4. . .
8 under clause Sighted the RIA’s Code of Conduct Report for the period of 1 July
2007 to 30 June 2008.
286 | Electricity Code of A distributor must keep a record 2 5 This obligation only applies in circumstances where the licensee N/A
Industry Conduct of the call centre performance operates a call centre. As RIA does not operate a call centre for
Act Section | clause 13.12 | indicators specified. it's retail or distribution business, this obligation does not apply.
82
287 | Electricity Code of A distributor must keep a record 2 N/A Only applies to a pre-payment meter customer located in a remote N/A
Industry Conduct of the number of complaints or town reserve community in which the Aboriginal and Remote
Act Section | clause 13.13 | relating to the installation and Communities Power Supply Project or Town Reserve Regulation
82 operation of a pre-payment Program is being implemented.

meter at a pre-payment meter
customer’s supply address and
the complaints information
specified.
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288 | Electricity Code of A distributor must keep a record Confirmed that records of the total number of customers who are 5
Industry Conduct of the total number of customers connected to the RIA’s network are being kept.
ggt Section | clause 13.14 \rI1V:t(\)NorI? fe connected to its Sighted the RIA’s Code of Conduct Report for the period of 1 July
’ 2007 to 30 June 2008.
289 | Electricity Code of A retailer and a distributor must The audit noted that the RIA has prepared a Code of Conduct 3
Industry Conduct prepare a report setting out the Report for the period 1 July 2007 to 30 June 2008.
Act Section | clause information required by Part 13 . .
82 13.15(1) of the Code of Conduct in However, the audit noted that the report was published on the RIA

respect of each year ending on
30 June. The report must be
published no later than the
following 1 October.

website on 2/10/2008, therefore 1 day later than required by the
Code. This was due to the technical difficulties uploading the
document, however these problems were resolved and the report
was published on 2 October 2008.

Audit sighted the RIA’s Electricity Compliance Spreadsheet with
the Code of Conduct Report due dates included as part of the
schedule of events to ensure regulatory timeframes are met.

Under the FOU Agreement, Tungsten is responsible for ensuring
the RIA is compliant with all its electricity licence and reporting
requirements. The License and Permit Register has been
amended to include all reporting requirements and is reviewed
weekly at the FOU meeting. However, the requirement that the
reports must be published not later than the following 1 October
on the RIA website is not included in the register.

Recommendations:

e RIA to ensure that all future Code of Conduct Reports are
published on the RIA website within the regulatory timeframes
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e Tungsten’s License and Permit Register should be updated
for the requirement that the report must be published not later
than the following 1 October on the RIA website. (Post Audit
Implementation Plan item 1.19)
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290 | Electricity Code of A copy of each report must be 2 5 A copy of the report was provided to the Authority on 23 5
Industry Conduct given to the Minister and the September 2008 and to the Minister on 24 September 2008.
Act Section | clause Authority not less than 7 days
82 13.15(2) before it is published.
291 | Electricity Code of A retailer must pay the stated 2 5 Section 4.6 Disconnection’ of the CSC now provides for a 5
Industry Conduct compensation to a customer payment of $50 per day for the period that the customer remains
Act Section | clause where the customer is not disconnected up to maximum of $250.
82 14.1(1) ;ecor)pected in_the manner Audit confirmed with the FOU Contract Manager that no
pecified and an exception to - . . :
payment does not apply. compensation payment was made during the audit period.
292 | Electricity Code of A distributor must compensate a 2 N/A RIA has an Integrated Regional Licence on Island. There is no | N/A
Industry Conduct retailer for the payment if a other supplier on the island.
Act Section | clause retailer is liable to and makes a
82 14.1(2) payment due to an act or
omission of the distributor.
293 | Electricity Code of A retailer must pay the stated 2 5 Section 4.6 Disconnection’ of the CSC now states that if RIA do 5
Industry Conduct compensation to a customer not follow required procedures prior to disconnecting the
Act Section | clause 14.2 where the retailer has failed to customer for failure to pay a bill, the customer may be eligible to
82 follow any of the specified apply for a service standard payment. Section 4.6 of the CSC

procedures prior to
disconnection for a failure to pay

further provides for a payment of $50 per day for the period that
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and an exception to payment the customer remains disconnected up to maximum of $250.
does not apply. . ) ,
Audit confirmed with the FOU Contract Manager that no
compensation payment was made during the audit period.
294 | Electricity Code of A retailer must acknowledge and 2 5 Audit sighted Tungsten’s Electrical Customer Complaints 5
Industry Conduct respond to a written query or Procedure and confirmed compliance with the timeframes
Act Section | clause complaint by a customer within prescribed by this clause of the Code of Conduct.
82 143(1) the timeframes prescribed. Section 3.4.2 “Complaints Procedure” of the CSC also complies
with the prescribed timeframes.
295 | Electricity Code of A retailer must pay the stated 2 5 Section 3.4.2 “Complaints Procedure” of the CSC provides for 5
Industry Conduct compensation to a customer payment of $20, on request, if RIA fails to acknowledge or
Act Section | clause where the retailer has failed to respond to complaint or query within the timeframes prescribed by
82 14.3(2) acknowledge or respond to a the Code of Conduct.
query or complaint within the
timeframes prescribed and an
exception to payment does not
apply.
296 | Electricity Code of A distributor must acknowledge 2 5 Audit sighted Tungsten’s Electrical Customer Complaints 5
Industry Conduct and respond to a written query or Procedure and confirmed compliance with the timeframes
Act Section | clause complaint by a customer within prescribed by this clause of the Code of Conduct.
82 1441) the timeframes prescribed. Section 3.4.2 “Complaints Procedure” of the CSC also complies
with the prescribed timeframes.
297 | Electricity Code of A distributor must pay the stated 2 5 Section 3.4.2 “Complaints Procedure” of the CSC also complies 5
Industry Conduct compensation to a customer with the prescribed timeframes.
Act Section | clause where the distributor has failed to Audit confirmed with the FOU Contract Manager that no
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82 14.4(2) acknowledge or respond to a compensation payment was made during the audit period.
query or complaint within the
timeframes prescribed and an
exception to payment does not
apply.
298 | Electricity Code of A retailer who is required to 2 5 Sections 3.4.2 of the CSC covers the requirement to make a 5
Industry Conduct make a compensation payment compensation payment if service standards are not met and
Act Section | clause for failing to satisfy a service Section 4.6 covers payments re disconnection of service.
82 14.6(1) standard, must do so in the . ) .
o Audit confirmed with the FOU Contract Manager that no
manner specified. . 8 : .
compensation payment was made during the audit period.
299 | Electricity Code of A distributor who is required to 2 5 Sections 3.4.2 of the CSC covers the requirement to make a 5
Industry Conduct make a compensation payment compensation payment if service standards are not met and
Act Section | clause for failing to satisfy a service Section 4.6 covers payments re disconnection of service.
2 14.6(2 in th . ) .
8 6() standard, mus t do so in the Audit confirmed with the FOU Contract Manager that no
manner specified. . . . )
compensation payment was made during the audit period.
ELECTRICITY INDUSTRY METERING CODE — LICENCE CONDITIONS AND OBLIGATIONS
300 | Integrated Electricity A network operator must treat all | NR N/A RIA has an Integrated Regional Licence on Island. There is no N/A
Regional Industry Code participants that are its other supplier on the island.
Licence Metering associates on an arms-length
condition Code clause | basis.
5.1 2.2(1)(a)
301 | Integrated Electricity A network operator must ensure 2 N/A RIA has an Integrated Regional Licence on Island. There is no N/A
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Regional Industry that no Code participant that is other supplier on the island.
Licence Metering its associate receives a benefit in
condition Code clause | respect of the Code unless the
5.1 2.2(1)(b) benefit is attributable to an arm’s
length application of the Code or
is also made available to all
other Code participants on the
same terms and conditions.
302 | Integrated Electricity A network operator must ensure 2 5 The RIA Meter Data Base was established and verification of all 5
Regional Industry that its meters meet the meters completed.
Ig(ljcr?(;}ggn g:ﬂgé?am::?ause ;%%Lllilcr:zrt])]:nt;et?glizge?)ro?edLl:g Tungsten’s Meter Installation and Calibration Work Procedure is
51 3.1 and also comply with any in place.
applicable  specifications  or The procedure requires all new kWh meters to be installed in
guidelines (including any accordance with the Electricity Industry Metering Code 2005 and
transitional arrangements) must comply with the metrology procedure and national
specified by the National measurement act.

Measurement Institute under the
National Measurement Act.

In accordance with the procedure, a percentage of electricity
meters are removed each year for testing as per the Electricity
Industry Metering Code 2005. The meter is sent to Western
Power for calibration in accordance with the Code. The meter
results are updated in the KWH meter calibration data base and
copies of the certificates are kept on the Tungsten public drive.

Audit sighted the ‘Rottnest Island Energy Meter Testing — Interim
Report to September 2008’ from Western Power detailing the
results on testing of energy meters removed from various
premises on Rottnest Island. The report covers the period of
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testing from August 2008 to September 2008. Report indicates
that the meters tested complied with the requirement of Western
Power’'s Metering Management Plan and AS 1283.13 in terms of
accuracy and performance characteristics.

Audit also sighted the ‘the Authority AUDIT kWh Meter Calibration
History 2008’ providing record of all 39 meters selected for testing
during 2008.
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303 | Integrated Electricity An accumulation meter must at 2 5 RIA Meter Data Base was established and verification of all 5
Regional Industry least conform to the meters completed.
Licence Metering requirements specified in the , . L
condition Code clause | applicable metrology procedure Tungsten's Meter Readings — Monthly Work Procedure is in
5.1 3.2(1) and display, or permit access to place.
a display of, the accumulated In accordance with the Tungsten’s Meter Installation and
electricity production or Calibration Work Procedure meters are tested regularly, taken off
consumption at the metering and physically tested.
point in the manner prescribed. ] o
As mentioned in item 302, all meters tested by Western Power
complied with the requirement of Western Power’'s Metering
Management Plan and AS 1283.13 in terms of accuracy and
performance characteristics.
304 | Integrated Electricity An interval meter must at least 2 N/A Downloadable meters are not in use. Meters that are in use are N/A
Regional Industry have an interface to allow the physically read, data is not downloaded.
Licence Metering interval energy data to be
condition Code clause | downloaded in the manner
5.1 3.3(1) prescribed using an interface

compatible with the requirements
specified in the applicable
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305 | Integrated Electricity If a metering installation is 2 N/A RIA customers’ meters do not require a communication link. N/A
Regional Industry required to include a
Licence Metering communications link, the link
condition Code clause | must (where necessary), include
5.1 3.3(3) a modem and isolation device
approved under the relevant
telecommunications regulations,
to allow the interval energy data
to be downloaded in the manner
prescribed.
306 | Integrated Electricity A network operator must ensure 2 5 The RIA Meter Data Base was established and verification of all 5
Regional Industry that there is a metering meters completed.
Licence Metering installation at every connection RIA h . .
condition Code clause | point on its network which is not as meters at every connection point.
5.1 3.5(1) and a Type 7 connection point.
2 Unless it is a Type 7 metering
installation, the metering
installation must meet the
functionality requirements
prescribed.
307 | Integrated Electricity A network operator must, for 2 3 The RIA Meter Data Base was established and verification of all 5
Regional Industry each metering installation on its meters completed.
Iggcrfé}ggn I(\:/Iséeerlr::glgause E:tvi%rra(ﬁggi;? dtgoméhigt\n/:f)rg Tungsten's Meter Installation and Calibration Work Procedure is
5.1 3.5(3) provide, install, operate and in place.

maintain the metering installation

In_accordance with the procedure, a percentage of electricity
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in the manner prescribed (unless meters are removed each year for testing as per the Electricity
otherwise agreed). Industry Metering Code 2005. The meter is sent to Western
Power for calibration in accordance with the Code. The meter
results are updated in the KWH meter calibration data base and
copies of the certificates are kept on the Tungsten system.
308 | Integrated Electricity A network operator must ensure 2 5 Tungsten’s Meter Installation and Calibration Work Procedure 5
Regional Industry that, except for a Type 7 requires all new kWh meters to be installed in accordance with
Licence Metering metering installation, the the Electricity Industry Metering Code 2005 and must comply with
condition Code clause | metering point for a revenue the metrology procedure and national measurement act.
51 3.5(4) (r;s;zrlngslnstr;arlélacttlic::r;tl)slelocz;[edtﬁ: The location of meters is recorded in the RIA Meter Database.
connection point in accordance
with good electricity industry
practice.
309 | Integrated Electricity A network operator may only 2 N/A RIA has an Integrated Regional Licence on Island. There is no N/A
Regional Industry impose a charge for providing, other supplier on the island.
Licence Metering installing, operating or
condition Code clause | maintaining a metering
5.1 3.5(6) installation in accordance with
the applicable service level
agreement between it and the
user.
310 | Integrated Electricity If a network operator becomes 2 5 The RIA Meter Data Base was established and verification of all 5
Regional Industry aware that a metering installation meters completed.
Iggcr?(;;cem gs;zr”::gl’ause ;jhoees r;zmg:p plyo\gg:]attgre Crzﬂi"c Tungsten’s Meter Installation and Calibration Work Procedure is
5.1 3.5(9) advise affected parties of the in place.
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Licence
Condition

Obligation
Under
Condition

Description

non-compliance and arrange for
the non-compliance to be
corrected as soon as practicable.

[}
=
=
X
10
o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

In accordance with the procedure, a percentage of electricity
meters are removed each year for testing as per the Electricity
Industry Metering Code 2005. The meter is sent to Western
Power for calibration in accordance with the Code. The meter
results are updated in the KWH meter calibration data base and
copies of the certificates are kept on the Tungsten public drive.

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

311 | Integrated Electricity All  devices that may be 2 N/A RIA customers’ meters do not require a communication link. N/A
Regional Industry connected to a
Licence Metering telecommunications network
condition Code clause | must be compatible with the
51 3.7 telecommunications network and
comply with all applicable State
and Commonwealth enactments.
312 | Integrated Electricity A network operator must, for 2 5 Electronic data is not downloaded remotely at Rottnest Island. All 5
Regional Industry each metering installation on its readings are done manually and data is stored on the Tungsten
Licence Metering network, ensure that the Network.
condition Code clause | metering installation is secured
5.1 3.8 by means of devices or methods
which, to the standard of good
electricity  industry  practice,
hinder unauthorized access and
enable unauthorized access to
be detected.
313 | Integrated Electricity Each metering installation must 2 5 In accordance with the Tungsten's Meter Installation and 5
Regional Industry meet at least the requirements Calibration Work Procedure, a percentage of electrical meters are
Licence Metering for that type of metering removed each year for testing as per the Electricity Industry
condition Code clause | installation specified in Table 3 in
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Condition

Obligation
Under
Condition

Description

[}
=
=
X
10
o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

51 3.9(3) Appendix 1 of the Code. Metering Code 2005 and sent to Western Power for calibration.
Audit sighted the “Rottnest Island Energy Meter Testing — Interim
Report to September 2008” from Western Power detailing the
results on testing of energy meters removed from various
premises on Rottnest Island. The report covers the period of
testing from August 2008 to September 2008. The report
indicates that the meters tested complied with the requirement of
Western Power’'s Metering Management Plan and AS 1283.13 in
terms of accuracy and performance characteristics.

Audit also sighted the ‘the Authority AUDIT kWh Meter Calibration
History 2008’ providing a record of all 39 meters selected for
testing during 2008.

314 | Integrated Electricity For a metering installation used 2 N/A There are no customers in this category. N/A
Regional Industry to supply a customer with
Licence Metering requirements above 1000 volts
condition Code clause | that require a VT and whose
51 3.9(7) annual consumption is below

750MWh, the metering
installation must meet the
relevant accuracy requirements
of Type 3 metering installation
for active energy only.

315 | Integrated Electricity If compensation is carried out 2 5 As per item 361, all meters tested by Western Power complied 5
Regional Industry within the meter then the with the requirement of Western Power's Metering Management
Licence Metering resultant metering system error Plan and AS 1283.13 in terms of accuracy and performance
condition Code clause | must be as close as practicable characteristics.
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.. S = '-If" System established to comply with licence obligation (including (1,2 = non-
. . Description v o . e .
Licence Obligation % = 9 any potential improvements) compliant
Condition Under @ S5 3.4.5=
Condition <= compliant
o) refer 2.5)
5.1 3.99) to zero. As advised by the FOU Contract Manager, the RIA would replace
the meter entirely with a new one and in accordance with the CSC
refund the fee applicable for meter testing to the customer and
adjust customer’s consumption charges.
316 | Integrated Electricity A network operator must ensure 2 N/A RIA’s metering installations do not have programmable settings. N/A
Regional Industry that any programmable settings
Licence Metering within any of its metering
condition Code clause | installations, data loggers or
5.1 3.10 peripheral devices, that may
affect the resolution of displayed
or stored data, meet the relevant
requirements specified in the
applicable metrology procedure
and comply with any applicable
specifications  or  guidelines
specified by the National
Measurement Institute under the
National Measurement Act.
317 | Integrated Electricity A network operator must ensure 2 5 Tungsten confirmed that metering installations provide 100% level 5
Regional Industry that a metering installation on its of availability.
Licence Metering network permits collection of
condition Code clause | data within the timeframes and to
51 3.11(1) the level of availability specified.
318 | Integrated Electricity A network operator must make 2 5 The FOU Agreement is in place to install and maintain metering 5
Regional Industry repairs to the metering installations to the requirements of the Licence.
Licence Metering installation in accordance with
condition Code clause | the applicable service level
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> & “rating
© = ©
.. S = '-If" System established to comply with licence obligation (including (1,2 = non-
. . Description v o . e .
Licence Obligation % = 9 any potential improvements) compliant
Condition Under @ S5 3.4.5=
Condition <= compliant
o) refer 2.5)
51 3.11(2) agreement if an outage or
malfunction occurs to a metering
installation.
319 | Integrated Electricity A Code participant who becomes 2 N/A RIA has an Integrated Regional Licence on Island. There is no N/A
Regional Industry aware of an outage or other supplier on the island.
Licence Metering malfunction of a metering
condition Code clause | installation must advise the
5.1 3.11(3) network operator as soon as
practicable.
320 | Integrated Electricity A network operator must ensure 2 5 The FOU Agreement is in place to install and maintain metering 5
Regional Industry that each metering installation installations to the requirements of the Licence.
Licence Metering complies with, at least, the . . . . )
condition Code clause | prescribed design requirements. Tungsten co_nﬁrmed thgt each metering installation comphe“s with
5.1 3.12(1) the pr_escrlbed d_eS|g_n ) requirements. Tungsten’s “Meter
Installation and Calibration” work procedure states that all new
installations must be in accordance with the Electricity Industry
Metering Code 2005.
321 | Integrated Electricity A network operator must ensure 2 5 Ditto 320. 5
Regional Industry that instrument transformers in
Licence Metering its metering installations comply
condition Code clause | with the relevant requirements of
51 3.12(2) any applicable specifications or

guidelines (including any
transitional arrangements)
specified by the National
Measurement Institute under the
National Measurement Act and
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Under
Condition

Description
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X
10
o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

any requirements specified in the
applicable metrology procedure.
322 | Integrated Electricity A network operator must provide 2 5 Ditto 320. 5
Regional Industry isolation facilities, to the standard
Licence Metering of good electricity industry
condition Code clause | practice, to facilitate testing and
5.1 3.12(3) calibration of the metering
installation.
323 | Integrated Electricity A network operator must 2 5 Tungsten maintains the CAD drawings in the “Cable Layout: 5
Regional Industry maintain drawings and Master File” and a register of all power assets is contained in the
Licence Metering supporting information, to the Tungsten asset register and the asset management system
condition Code clause | standard of good electricity (Navision).
51 3.12(4) L:dust_ry practice, detailing  the In addition, Tungsten has developed a process of review of all
etering installation for ’ -
maintenance and auditing CAD dra_lv_v_lngs of cable layouts concerning the ‘Rottrjest Island
purposes. power utilities and documented the process in the ‘Review of CAD
Drawings’ procedure.
324 | Integrated Electricity A network operator must procure 2 N/A RIA has an Integrated Regional Licence on Island. There is no N/A
Regional Industry the user or the user's customer other supplier on the island.
Licence Metering to install (or arrange for the
condition Code clause | installation of) a full check
51 3.13(1) metering installation or partial
check metering installation in
accordance with the prescribed
requirements.
325 | Integrated | Electricity A partial check metering 2 N/A TG confirmed that no partial check metering installations are N/A

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc

165



Licence
Condition

Obligation
Under
Condition

Description

[}
=
=
X
10
o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

the network operator must either
(or both) install meters of higher
class accuracy or apply accuracy

Regional Industry installation must be physically present.
Licence Metering arranged in a manner
condition Code clause | determined by the network
5.1 3.13(c) operator, acting in accordance
with good electricity industry
practice.
326 | Integrated Electricity A check metering installation for 2 N/A Tungsten confirmed that no partial check metering installations N/A
Regional Industry a metering point must not are present.
Licence Metering exceed twice the error level
condition Code clause | permitted under clause 3.9 for
5.1 3.13(4) the revenue metering installation
for the metering point, and must
be connected in such a way that
it measures the same load
conditons as the revenue
metering installation for the
metering point, and must be
otherwise consistent with the
prescribed requirements.
327 | Integrated Electricity If, under clause 3.14(2) of the 2 5 The RIA Meter Data Base was established and verification of all 5
Regional Industry Code, a metering installation meters completed.
tgcﬁé}ggn gc?(tjim::?ause {fressthrgf tdec:u:]%t ((::Iglrsnsplf J-v?th iﬂg Tungsten’s Meter Installation and Calibration Work Procedure is
5.1 3.14(3) prescribed requirements, then in place.

Procedure requires all new kWh meters to be installed in
accordance with the Electricity Industry Metering Code 2005 and
must comply with the metrology procedure and National
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Under
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calibration factors within the
meter in order to achieve the
overall accuracy requirements
prescribed.

[}
=
=
X
10
o

Audit Priority
highest, 5

lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Measurement Act.

In accordance with the procedure, a percentage of electricity
meters are removed each year for testing as per the Electricity
Industry Metering Code 2005. The meter is sent to Western
Power for calibration in accordance with the Code. The meter
results are updated in the KWH meter calibration data base and
copies of the certificates are kept on the Tungsten public drive.

Audit also sighted the ‘the Authority AUDIT kWh Meter Calibration
History 2008’ providing a record of all 39 meters selected for
testing during 2008. All meters tested complied with the
requirements.

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

328 | Integrated Electricity A network operator must ensure 2 5 Ditto 327. 5
Regional Industry that a Type 1 metering
Licence Metering installation to Type 5 metering
condition Code clause | installation on the network has
5.1 3.16(2) the facilities and functionality
prescribed.
329 | Integrated Electricity A network operator must ensure 2 5 RIA customers’ meters do not require a communication link. N/A
Regional Industry that a Type 1 metering
Licence Metering installation to Type 4 metering
condition Code clause | installation on the network
51 3.16(2) includes a communications link.
330 | Integrated Electricity If a device is used as a data 2 5 RIA has an Integrated Regional Licence on Island. There is no N/A
Regional Industry logger, the energy data for a other supplier on the island.
Licence Metering metering point on the network
condition Code clause | must be collated in trading
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Audit Priority
highest, 5

lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

51 3.16(3) intervals within the metering
installation unless it has been
agreed between the network
operator  and the Code
participant that energy data may
be recorded in sub-multiples of a
trading interval.
331 | Integrated Electricity A network operator or a user 2 5 RIA has an Integrated Regional Licence on Island. There is no N/A
Regional Industry may require the other to other supplier on the island.
Licence Metering negotiate and enter into a written
condition Code clause | service level agreement in
5.1 3.16(5) respect of the matters in the
metrology procedure dealt with
under clause 3.16(4) of the
Code.
332 | Integrated Electricity A network operator may only | 2 5 RIA has an Integrated Regional Licence on Island. There is no N/A
Regional Industry impose a charge for the matters other supplier on the island.
Licence Metering dealt with in the metrology
condition Code clause | procedure in accordance with the
5.1 3.16(6) applicable service level
agreement between it and the
user.
333 | Integrated Electricity If the Electricity Retail 2 5 All customers on the Island are non-contestable. N/A
Regional Industry Corporation supplies electricity to
Licence Metering a contestable customer at a
condition Code clause | connection point under a non-
5.1 3.18(1) regulated contract, and in
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Obligation
Under
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Description

circumstances where
immediately before entering into
the contract, the electricity retail
corporation supplied electricity to
the contestable customer under
a regulated contract, then the
metering installation for the
connection point must comply
with the prescribed wholesale

[}
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X
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o

Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

market metering installation
requirements.
334 | Integrated Electricity A network operator must, if | 2 N/A RIA has an Integrated Regional Licence on Island. There is no N/A
Regional Industry reasonably requested by a Code other supplier on the island.
Licence Metering participant, provide enhanced
condition Code clause | technology features in a
5.1 3.20(2) metering installation.
335 | Integrated Electricity A network operator may only 2 N/A RIA has an Integrated Regional Licence on Island. There is no N/A
Regional Industry impose a charge for the other supplier on the island.
Licence Metering provision of metering
condition Code clause | installations  with  enhanced
51 3.20(3) technology features in
accordance with the applicable
service level agreement between
it and the user.
336 | Integrated Electricity Meters containing an internal 2 3 The RIA Meter Data Base was established and verification of all 5
Regional Industry real time clock must maintain meters completed.
Licence Metering time accuracy as prescribed.
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condition
51

Obligation
Under
Condition

Code clause
3.21(2)

Description

Time drift must be measured
over a period of 1 month.

[}
=
=
X
10
o

Audit Priority

highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Tungsten’'s Meter Installation and Calibration Work Procedure is
in place.

The procedure requires all new kWh meters to be installed in
accordance with the electricity industry metering code 2005 and
must comply with the metrology procedure and National
Measurement Act.

In accordance with the procedure, a percentage of electricity
meters are removed each year for testing as per the Electricity
Industry Metering Code 2005. The meter is sent to Western
Power for calibration in accordance with the Code. The meter
results are updated in the KWH meter calibration data base and
copies of the certificates are kept on the Tungsten public drive.

Audit also sighted the ‘the Authority AUDIT kWh Meter Calibration
History 2008’ providing a record of all 39 meters selected for
testing during 2008. All meters tested complied with the
requirements. Time drift has not been measured as the meter
internal real time clock function is not used.

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

337

Integrated
Regional
Licence
condition
5.1

Electricity
Industry
Metering
Code clause
3.21(2)

If a metering installation includes
measurement elements and an
internal data logger at the same
site, it must include facilities on
site for storing the interval
energy data for the periods
prescribed.

Customers’ meters do not require communication links. In
accordance with the Tungsten’s ‘Meter Readings — Monthly’ work
procedure, meter readings are entered on the spreadsheet on the
spreadsheet located in the Public Drive/Utilities/Power
Gen/Monthly Readings. Confirmed with Tungsten that interval
energy data is being stored for the periods prescribed.

338

Integrated

Electricity

A network operator providing one

The majority of meters on the island are older types with only a

N/A
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Audit Priority
highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(2,2 =non-
compliant
34,5=
compliant
refer 2.5)

sufficient details of the signal
specification to enable

Regional Industry or more metering installations few newer digital accumulation meters that have enhanced
Licence Metering with enhanced technology technology features. The advanced technology functions available
condition Code clause | features must be licensed to use on these meters are not used by Tungsten, essentially because
5.1 3.22 and access the metering this would require Tungsten to manually integrate two systems of
software applicable to all devices reading meters (by computer download for the new ones and
being installed and be able to manual readings for the old ones). Given that most are the older
program the devices and set type and that all meters are physically read each month, the
parameters. software for the advanced meters is neither available nor used by
the meter readers. Tungsten is aware that, should the advanced
technology functions be used in the future, a software licence
would be required.
RIA’s metering installations do not have programmable settings.
339 | Integrated Electricity Where signals are provided from 2 N/A Customers’ meters do not require communication links. N/A
Regional Industry the meter for the user or the
Licence Metering user's customer use, a network
condition Code clause | operator must ensure that
51 3.23(a) signals are isolated by relays or
electronic buffers to prevent
accidental or malicious damage
to the meter.
340 | Integrated Electricity Where signals are provided from 2 N/A Customers’ meters do not require communication links. N/A
Regional Industry the meter for the user or the
Licence Metering user's customer use, a network
condition Code clause | operator must provide the user
51 3.23(b) or the wusers customer with
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Audit Priority
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(=

System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

compliance with clause 3.23(c)
of the Code.
341 | Integrated Electricity A network operator that operates 2 N/A Not in use by RIA. N/A
Regional Industry and maintains a pre-payment
Licence Metering meter on its network must
condition Code clause | operate and maintain the pre-
5.1 3.25 payment meter in accordance
with good electricity industry
practice and, as far as
reasonably practicable, minimise
any departure from what the
requirements of the Code would
have been in respect of the pre-
payment meter if clause 3.24
were deleted.
342 | Integrated Electricity A person must not install a| 2 5 Tungsten is a registered metering installation provider - Tungsten 5
Regional Industry metering installation on a Group Pty Ltd Licence number EC 8521.
Licence Metering network unless the person is the
condition Code clause | network operator or a registered
5.1 3.27 metering installation provider for
the network operator doing the
type of work authorised by its
registration.
343 | Integrated Electricity A network operator must publish 2 5 Tungsten is the only registered metering installation provider that 5
Regional Industry a list of registered metering RIA uses.
I;c:;i;:ign gc?(tjim::?ause ;Eztalg)?gggribrérgvg;;siis,|nglnudd |n§ Audit sighted RIA’s website and confirmed that Tungsten’s name
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System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

5.1 3.29 least annually, update the list. and licence number is published on the website.
344 | Integrated Electricity A network operator must 2 3 The RIA Meter Data Base was improved to cater for different 5
Regional Industry establish, maintain and requirements of the Code.
Licence Metering administer a metering database
condition Code clause | containing standing data and
5.1 4.1(1) energy data for each metering
point on its network.
345 | Integrated Electricity A network operator must ensure 2 4 The Metering Database and Metering Installation is maintained 5
Regional Industry that its metering database and independently by Programmed Maintenance Group (PMG).
Licence Metering associated links, circuits, PMG’s Operations Support Manager confirmed that they meet
condition Code clause | information storage and industry standards in password length and complexity i.e.
5.1 4.1(2) processing systems are secured password must be a minimum of 8 characters in length, password
by means of devices or methods expires every 60 days and must be reset and password must be
which, to the standard of good alpha-numeric.
E:ﬁgg'rm:}:]aut;]nodriuzsggy accgrsasc'(;cn% A firewall is present at every single point of fentry into P_MG's
enable unauthorized access to netv\{ork to prevent unauthorised access which is monitored
be detected. continuously.
346 | Integrated Electricity A network operator must 2 3 PMG has a Disaster Recovery Framework in place to be used for 5
Regional Industry prepare, and if applicable, must all PMG Information Technology Disaster Recovery Plans. All
Licence Metering implement a disaster recovery energy data are stored on P drive in Perth. All data
condition Code clause | plan to ensure that it is able, repositories/information stores are backed up daily to one of two
51 4.1(3) within 2 business days after the data centres. Each data centre synchronises with the Disaster
day of any disaster, to rebuild the Recovery (DR) site. Each DR site is backed up nightly to tape and
metering database and provide then sent off-site using a 3™ party data storage provider. All
energy data to Code participants. energy data could be recreated within 2 business days after the
day of any disaster.
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347 | Integrated Electricity A network operator must ensure 2 5 RIA Meter Data Base was established and verification of all 5
Regional Industry that its registry complies with the meters completed.
Iggcr?(;;cem gs;zr”::gl’ause gfotctjwz ;r]atjrk'[erlterugl);fcrlbed clause Tungsten p_ut in place a Standing Da_ta Items_ Con_1p|iance Review
51 4.2(1) procegjure in order to ensure compliance with this claus? of the
Metering Code. According to the procedure, on the 1% March
each year the data base will be reviewed to ensure compliance
with the Electricity Metering Code clause. The table 2 in clause
4.3(1) of the Metering Code is used as a checklist to ensure
compliance.
348 | Integrated Electricity The standing data for a metering 2 5 Tungsten put in place a Standing Data Items Compliance Review 5
Regional Industry point must comprise at least the procedure in order to ensure compliance with this clause of the
Licence Metering items specified. Metering Code. According to the procedure, on the 1% March
condition Code clause each year the data base will be reviewed to ensure compliance
5.1 4.3(1) with the Electricity Metering Code clause. The table 2 in clause
4.3(1) of the Metering Code is used as a checklist to ensure
compliance.
349 | Integrated Electricity A network operator and affected | NR N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry Code participants must liaise other supplier on the island.
Licence Metering together to determine the most
condition Code clause | appropriate way to resolve a
5.1 4.4(1) discrepancy between energy
data held in a metering
installation and data held in the
metering database.
350 | Integrated Electricity A Code participant must not | NR 3 The RIA Meter Data Base was established and verification of all 5
Regional Industry knowingly permit the registry to meters completed.
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System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

standing data, or otherwise
becomes aware of a change to
or inaccuracy in an item of
standing data, then the network
operator must undertake
investigations to the standard of
good electricity industry practice

Licence Metering be materially inaccurate. Tungsten put in place a Standing Data ltems Compliance Review
condition Code clause procedure in order to ensure compliance with this clause of the
5.1 4.5(1) Metering Code. According to the procedure, on the 1% March
each year the data base will be reviewed to ensure compliance
with the Electricity Metering Code clause. The table 2 in clause
4.3(1) of the Metering Code is used as a checklist to ensure
compliance.
352 | Integrated Electricity If a network operator is notified 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry of a change to or inaccuracy in other supplier on the island.
Licence Metering an item of standing data by a
condition Code clause | Code participant which is the
5.1 4.6(1) designated source for the item of
standing data, then the network
operator must update the
registry.
353 | Integrated Electricity If a network operator is notified 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry of a change to or inaccuracy in other supplier on the island.
Licence Metering an item of standing data by a
condition Code clause | Code participant which is not the
5.1 4.6(2) designated source for the item of
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System established to comply with licence obligation (including
any potential improvements)
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(1,2 = non-
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34,5=
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refer 2.5)

to determine whether the registry
should be updated, and update
the registry as required.
354 | Integrated Electricity A network operator must notify | 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry any affected user for a metering other supplier on the island.
Licence Metering point of the updated standing
condition Code clause | data within the timeframes
51 4.7 prescribed, where that user
would otherwise be entitled to
the updated standing data.
355 | Integrated Electricity A network operator must allow a 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry user who supplies, purchases or other supplier on the island.
Licence Metering generates electricity to have
condition Code clause | local and (where a suitable
5.1 4.8(3) communications link is installed)
remote access to the energy
data for metering points at its
associated connection points,
using a ‘read only’ password
provided by the network
operator.
356 | Integrated Electricity A network operator must have 2 5 The Metering Database and Metering Installation is maintained 5
Regional Industry security devices and methods in independently by Programmed Maintenance Group (PMG).
Licence Metering place that ensure that energy PMG’s Operations Support Manager confirmed that they meet
condition Code clause | data held in its metering industry standards in password length and complexity i.e.
5.1 4.8(4) installation and data held in its password must be a minimum of 8 characters in length, password
metering database is secured expires every 60 days and must be reset and password must be
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from unauthorized local or
remote access, in the manner
prescribed, sufficient to the

[}
=
=
X
10
o

Audit Priority
highest, 5
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System established to comply with licence obligation (including
any potential improvements)

alpha-numeric.

A firewall is present at every single point of entry into PMG's
network to prevent unauthorised access which is monitored

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

standard of good electricity )
industry practice. continuously.

357 | Integrated Electricity A network operator must ensure 2 5 Confirmation was provided by the PMG’s Operations Support 3
Regional Industry that electronic passwords and Manager regarding password length and complexity.

Licence Metering other electronic security controls . . .
condition Code clause | are secured from unauthorized However, no ev!dence was prowdeq of access to the metering
5.1 4.8(5) access and are only issued to databa_tse being issued to the_authorlsed personr_1e_| only and thz,at
authorized personnel. there is a formal p_rocgdure in place for authorising ne:w user's
accounts and deactivating of user account once the user’s access
is no longer required e.g. staff resignation.

Recommendation:

e Tungsten to provide evidence of access to the metering
database being issued to the authorised personnel only and
that there is a formal procedure in place for authorising new
user’s accounts and deactivating of user account once the
user’'s access is no longer required e.g. staff resignation.
(Post Audit Implementation Plan item 1.20).

358 | Integrated Electricity A network operator must retain 2 5 Tungsten has been the facilities manager on Rottnest Island since 5
Regional Industry energy data in its metering September 2007. It has records that date back to 21 June 2006,
Licence Metering database for each metering point the start of the Integrated Regional Licence for the Island.
condition Code clause | on its network for at least the . , .

51 4.9 periods, and with the level of Energy records are accessible on Tungsten’s metering database.

accessibility, prescribed.
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359 | Integrated Electricity A network operator must use all | NR N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry reasonable endeavours  to other supplier on the island.
Licence Metering accommodate another Code
condition Code clause | participant’'s  requirement  to
5.1 5.1() obtain a metering service and
requirements in connection with
the negotiation of a service level
agreement.
360 | Integrated Electricity A network operator must | NR N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry expeditiously and  diligently other supplier on the island.
Licence Metering process all requests for a service
condition Code clause | level agreement and negotiate its
5.1 5.1(2) terms in good faith. A network
operator must, to the extent
reasonably practicable in
accordance with good electricity
industry practice, permit a Code
participant to acquire a metering
service containing only those
elements of the metering service
which the Code participant
wishes to acquire.
361 | Integrated Electricity A network operator must, for 2 3 The Meter Readings — Monthly work procedure requires that all 3
Regional Industry each metering point on its meters are read monthly. The meter reading is marked down on
Licence Metering network, obtain energy data from the manual data entry sheet first and then entered into the
condition Code clause | the metering installation and metering database. The Tungsten Contract Manager advised that
5.1 5.3 transfer the energy data into its the energy data is transferred into the metering database
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Under
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metering database within the
timeframes prescribed.
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o

Audit Priority

highest, 5=lowest)

(=

System established to comply with licence obligation (including
any potential improvements)

promptly the same day of the meter reading.

However, Audit noted that the work procedure does not specify
the prescribed timeframe for transfer of the energy data into its
metering database i.e. no later than 2 business days after the
date for a scheduled meter reading for the metering point within or
such other time as is specified in applicable service level
agreement.

Recommendations:

e Update the ‘Meter Readings — Monthly’ work procedure for
the prescribed timeframe for transfer of the energy data into
its metering database. (Post Audit Implementation Plan item
1.21)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

it and the user and must not
impose a charge for the

362 | Integrated Electricity A network operator must, for | NR 5 All meters are read monthly as per the Meter Readings — Monthly 5
Regional Industry each accumulation meter on its work procedure.
Licence Metering network, use reasonable
condition Code clause | endeavours to undertake a meter
5.1 5.4(1) reading that provides an actual
value at least once in any 12
month period.
364 | Integrated Electricity A network operator may only 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry impose a charge for the other supplier on the island.
Licence Metering provision of data under this Code
condition Code clause | in accordance with the applicable
5.1 5.5(2) service level agreement between
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System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

provision of data if another
enactment prohibits it from doing
SO.
366 | Integrated Electricity A network operator must provide 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry validated, and where necessary, other supplier on the island.
Licence Metering substituted or estimated energy
condition Code clause | data for a metering point to the
5.1 5.6(1) user for the metering point and
the IMO within the timeframes
prescribed.
367 | Integrated Electricity A network operator must provide 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry replacement energy data to the other supplier on the island.
Licence Metering user for the metering point and
condition Code clause | the IMO within the timeframes
5.1 5.7 prescribed.
368 | Integrated Electricity A network operator must provide 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry a user with whatever information other supplier on the island.
Licence Metering the network operator has that is
condition Code clause | necessary to enable the user to
5.1 5.8 comply with its obligations under
the Code of Conduct, within the
time necessary for the user to
comply with the obligations.
369 | Integrated Electricity A network operator must provide 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry standing data, provided to or other supplier on the island.
Licence Metering obtained by it under this Code, to
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users where required to do so
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System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

user was the current user at the
metering point, a network
operator must provide a user
with a complete set of energy
data for a metering point within
the timeframes prescribed.

5.1 5.9 under any enactment.
370 | Integrated Electricity A network operator must provide 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry a subset of the standing data to other supplier on the island.
Licence Metering a retailer in accordance with the
condition Code clause | provisions of Annex 4 of the
5.1 5.10 Customer Transfer Code.
371 | Integrated Electricity If a transfer occurs at a| 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry connection point, a network other supplier on the island.
Licence Metering operator must provide an
condition Code clause | incoming retailer with a copy of
5.1 5.11 the standing data for each
metering point associated with
the connection point within the
timeframes prescribed.
372 | Integrated Electricity If a network operator is given a | 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry request in accordance with the other supplier on the island.
Licence Metering communication rules and the
condition Code clause | energy data request relates only
5.1 5.12(1) to a time or times for which the
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373 | Integrated Electricity A network operator must provide 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry a current user with a complete other supplier on the island.
Licence Metering current set of standing data for a
condition Code clause | metering point and advise
5.1 5.13 whether there is a
communications link for the
metering  point, within  the
timeframes prescribed, if it is
given a request in accordance
with the communication rules.
374 | Integrated Electricity A network operator must 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry acknowledge receipt of a bulk other supplier on the island.
Licence Metering standing data request from a
condition Code clause | user and provide the requested
51 5.14(3) standing data  within  the
timeframes prescribed in
accordance with the
communication rules.
375 | Integrated Electricity A network operator that provides 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry energy data to a user or the IMO other supplier on the island.
Licence Metering must also provide the date of the
condition Code clause | meter reading.
5.1 5.15
383 | Integrated Electricity A network operator must give 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry notice to a user, or (if there is a other supplier on the island.
Licence Metering different current user) the current
condition Code clause | user, acknowledging receipt of
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System established to comply with licence obligation (including
any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

5.1 5.19(5) any customer, site or address
attributes from the user within
the timeframes prescribed.
385 | Integrated Electricity A network operator must, within 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry 6 months from the date this other supplier on the island.
Licence Metering Code applies to the network
condition Code clause | operator, develop, in accordance
5.1 5.20(2) with the communication rules, an
energy data verification request
form.
386 | Integrated Electricity An Energy Data Verification 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry Request Form must require a other supplier on the island.
Licence Metering Code participant to provide the
condition Code clause | information prescribed.
5.1 5.20(2)
387 | Integrated Electricity If a Code participant requests 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry verification of energy data, a other supplier on the island.
Licence Metering network operator must, in
condition Code clause | accordance with the metrology
5.1 5.20(4) procedure, use reasonable

endeavours to verify energy data
and inform the requesting Code
participant of the result of the
verification and provide the
verified energy data within the
timeframes prescribed.
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388 | Integrated Electricity A network operator must comply 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry with any reasonable request by a other supplier on the island.
Licence Metering Code participant to undertake
condition Code clause | either a test or an audit of the
5.1 5.21(2) accuracy of the metering
installation or the energy or
standing data of the metering
installation.
389 | Integrated Electricity A test or audit is to be conducted 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry in accordance with the metrology other supplier on the island.
Licence Metering procedure and the applicable
condition Code clause | service level agreement.
5.1 5.21(4)
392 | Integrated Electricity A network operator may only | 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry impose a charge for the testing other supplier on the island.
Licence Metering of the metering installations, or
condition Code clause | auditing of information from the
5.1 5.21(8) meters associated with the
metering installations, or both, in
accordance with the applicable
service level agreement between
it and the user.
393 | Integrated Electricity Any written  service level 2 N/A This clause applies where a Code Participant requires the service N/A
Regional Industry agreement in respect of the from the Network Operator. Since RIA has an Integrated Regional
Licence Metering testing of  the metering Licence, this clause does not apply to RIA.
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installations, or the auditing of
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System established to comply with licence obligation (including
any potential improvements)

However, where the clause is applicable to RIA’'s customers on

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

5.1 5.21(9) information  from the meters the Island it is adequately covered by 2.4 & 2.5 in the Customer
associated with the metering Service Charter and 8.4 in the Standard Form Contract.
installations, must include a
provision that no charge is to be
imposed if the test or audit
reveals a non-compliance with
this Code which results in energy
data errors in the network
operator’s favour.
394 | Integrated Electricity A network operator must advise 2 N/A Not applicable as per 393. N/A
Regional Industry the affected parties as soon as
Licence Metering practicable of errors detected
condition Code clause | under a test or audit, the
5.1 5.21(11) possible duration of the errors,
and must restore the accuracy of
the metering installation in
accordance with the applicable
service level agreement.
395 | Integrated Electricity The original stored error 2 N/A Not applicable as per 393. N/A
Regional Industry correction data in a meter must
Licence Metering not be altered except during
condition Code clause | accuracy testing and calibration
5.1 5.21(12) of a metering installation.
396 | Integrated Electricity A network operator must validate 2 3 The Meter Installation and Calibration work procedure requires 5
Regional Industry energy data in accordance with that all new kWh meters must be installed in accordance with the
Licence Metering this Code applying, as a Electricity Industry Metering Code 2005.
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System established to comply with licence obligation (including
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The Meter Readings — Monthly work procedure is in place that

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

loss or error within 24 hours after

5.1 5.22(1) and procedures and must, where deals with data validation and provision of estimated bill.
necessary, substitute and
estimate energy data under this
Code applying, as a minimum,
the  prescribed rules and
procedures.
397 | Integrated Electricity The network operator must use 2 N/A No check metering in place at Rottnest Island. N/A
Regional Industry check metering data, where
Licence Metering available, to validate energy data
condition Code clause | provided that the check metering
5.1 5.22(2) data has been appropriately
adjusted for differences in
metering installation accuracy.
398 | Integrated Electricity A network operator must prepare 2 N/A This clause applies where a Code Participant requires the service N/A
Regional Industry substitute values using the from the Network Operator. Since RIA has an Integrated Regional
Licence Metering prescribed method if a check Licence, this clause does not apply to RIA.
condition Code clause | meter is not available or energy . . ,
51 5.22(3) data cannot be recovered from However, \(vhere the clause is applicable to RIA_s customers on
the metering installation within the |§Iand it is adequatelly covered by 2.4 & 2.5 in the Customer
the time required. Service Charter and 8.4 in the Standard Form Contract.
399 | Integrated Electricity A network operator that detects a 2 N/A RIA has an Integrated Regional Licence on Island. There is no N/A
Regional Industry loss of energy data or incorrect other supplier on the island.
Licence Metering energy data from a metering
condition Code clause | installation must notify each
5.1 5.22(4) affected Code participant of the
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detection.
400 | Integrated Electricity Substitution or estimation of 2 5 The Meter Readings — Monthly work procedure is in place that 4
Regional Industry energy data is to be required deals with the provision of estimated data.
Licence Metering when energy data is missing, . i
condition Code clause | unavailable or corrupted, However, Audit notec_i that the p.roc.edure states: “Should any data
5.1 5.22(5) including in the circumstances be corrupted, unavailable or missing, the average usage of the
’ ’ described past year will be used to provide data validation”. It is not clear
' whether the average usage of the past years is meant to be the
basis for substitution or estimation of energy data rather than to
provide data validation. Moreover, this estimation basis is not in
line with the estimation basis provided in Section 2.4 of the CSC
and Section 8.4 of the Standard Form Contract.
Recommendation:
e Clarify the basis of substitution or estimation of energy data
in the Meter Readings — Monthly work procedure. The basis
of substitution or estimation of energy data should be aligned
with the estimation basis provided in Section 2.4 of the CSC
and Section 8.4 of the Standard Form Contract. (Post Audit
Implementation Plan item 1.22)
401 | Integrated Electricity A network operator must review | 2 5 The Meter Readings — Monthly work procedure covers the 5
Regional Industry all validation failures before requirement of this clause.
Licence Metering undertaking any substitution.
condition Code clause
5.1 5.22(6)
402 | Integrated Electricity A network operator that 2 5 The Meter Readings — Monthly work procedure covers the 5
Regional Industry determines that there is no requirement of this clause.
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(1,2 = non-
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34,5=
compliant
refer 2.5)

Licence Metering possibility of determining an
condition Code clause | actual value for a metering point
5.1 5.23(1) must designate an estimated or
substituted  value for the
metering point to be a deemed
actual value for the metering
point.
403 | Integrated Electricity A network operator that has 2 5 The Tungsten's Contract Manager advised that faulty meters 3
Regional Industry designated a deemed actual would be replaced. However, the ‘Meter Reading — Monthly’ work
Licence Metering value for a metering point must procedure does not cover the requirement of this clause.
condition Code clause | repair or replace the meter or .
5.1 5.23(3) one or more of components of Recommendation:
metering equipment (as e The Meter Readings — Monthly work procedure should be
approprlate) at the metering updated to cover the requirement of this clause. (Post Audit
point. Implementation Plan item 1.23)
404 | Integrated Electricity A network operator that uses an 2 5 The Meter Readings — Monthly work procedure covers the 5
Regional Industry actual value (first value) for requirement of this clause.
Licence Metering energy data for a metering point,
condition Code clause | and a better quality actual or
5.1 5.24(1) deemed actual value is available
(second value), must replace the
first value with the second value
if doing so would be consistent
with good electricity industry
practice.
405 | Integrated Electricity A network operator that uses a | 2 5 The Meter Readings — Monthly work procedure covers the 3
Regional Industry deemed actual value (first value) requirement re actual data for energy data (see item 452) but the
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Licence Metering for energy data for a metering requirement re deemed actual data as per this clause is not
condition Code clause | point, and a better quality included in the work procedure.
5.1 5.24(2) deemed actual value is available .
(second value), must replace the Recommendation:
first value with the second value e The Meter Readings — Monthly work procedure to be updated
if doing so would be consistent to include reference to the deemed actual data to comply with
with ~good electricity industry the requirements of this clause. (Post Audit Implementation
practice. Plan item 1.24)

406 | Integrated Electricity A network operator that uses an 2 5 The Meter Readings — Monthly work procedure covers the 3
Regional Industry estimated or substituted value requirement re actual data for energy data (see item 452) but the
Licence Metering (first value) for energy data for a requirement re estimated or substituted value as per this clause is
condition Code clause | metering point, and a better not included in the work procedure.

5.1 5.24(3) quality actual, deemed, o
estimated or substituted value is Recommendation:
available (second value), must e The Meter Readings — Monthly work procedure to be updated
replace the first value with the to include reference to the re estimated or substituted value
second value if doing so would to comply with the requirements of this clause.
be consistent with  good
electricity industry practice or the e The basis of substitution or estimation of energy data should
user and its customer jointly be aligned with the estimation basis provided in Section 2.4
request it to do so. of the CSC and Section 8.4 of the Standard Form Contract.

(Post Audit Implementation Plan item 1.25)

407 | Integrated Electricity A network operator (acting in 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry accordance with good electricity other supplier on the island.

Licence Metering industry practice) must consider
condition Code clause | any reasonable request from a
51 5.24(4) Code participant for an estimated
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or substituted value to be
replaced.
408 | Integrated Electricity A network operator must ensure 2 5 The Meter Reading — Monthly work procedure is in place that 5
Regional Industry the accuracy of estimated energy deals with provision of estimated data. However, in item 448 Audit
Licence Metering data in accordance with the recommended improvements into the procedure in order to clarify
condition Code clause | methods in its metrology the basis of substitution or estimation of energy data and to align
51 5.25 procedure and ensure that any the procedure with Section 2.4 of the CSC and Section 8.4 of the
transformation or processing of Standard Form Contract in terms of estimation basis.
ggf:?)ré)ar\ﬁiiwvevﬁhlt?h; C(rﬁlé?rz{og;; The ‘Volt:_;\g_e and Harm(_)nic Fluctuation Mon_itoring‘ v_vork
procedure. procedure is in p_Iace to monitor voltage and_harmonl_c fluctuations
on a regular basis and to respond to complaints relating to voltage
and harmonic fluctuations.
410 | Integrated Electricity If a network operator makes an 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry election for the electricity other supplier on the island.
Licence Metering networks corporation to be its
condition Code clause | metering data agent in relation to
5.1 5.29 a network, then, except to the
extent that the metering data
agency agreement provides
otherwise, the parties must
undertake the activities
prescribed.
411 | Integrated Electricity If a network operator makes an 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry election for the electricity other supplier on the island.
Licence Metering networks corporation to be its
condition Code clause | metering data agent in relation to
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412

Integrated
Regional
Licence
condition
5.1

Electricity
Industry
Metering
Code clause
5.31(2)

If a network operator makes an
election for the electricity
networks corporation to be its
metering data agent in relation to
a network, the electricity
networks  corporation must
assess the compliance of each
metering installation in the
network with this Code and notify
the electing network operator of
each non-compliant metering
installation.

N/A

RIA has an Integrated Regional Licence on the Island. There is no
other supplier on the island.

N/A

413

Integrated
Regional
Licence
condition
5.1

Electricity
Industry
Metering
Code clause
5.31(2)

An electing network operator
may, by notice to the electricity
networks corporation, require the
electricity networks corporation
to upgrade a non-compliant
metering installation, in which
case the electricity networks

N/A

RIA has an Integrated Regional Licence on the Island. There is no
other supplier on the island.

N/A
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compliant
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corporation must undertake the
upgrade in accordance with the
metering data agency agreement
and good electricity industry
practice.
414 | Integrated Electricity Except to the extent that the 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry metering data agency agreement other supplier on the island.
Licence Metering provides otherwise, the costs
condition Code clause | which may be recovered by the
5.1 5.34(2) electricity networks corporation
for acting as the network
operator's metering data agent
must not exceed the amounts
prescribed.
415 | Integrated Electricity A network operator must, in 2 N/A RIA is not subject to any access arrangements. N/A
Regional Industry relation to its network, comply
Licence Metering with the agreements, rules,
condition Code clause | procedures, criteria and
5.1 6.1(1) processes prescribed.
417 | Integrated Electricity A network operator must amend 2 N/A RIA is not subject to any access arrangements. N/A
Regional Industry any document in accordance
Licence Metering with the Authority’s final findings.
condition Code clause
5.1 6.20(4)
418 | Integrated Electricity Code participants must use 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry reasonable endeavours to other supplier on the island.
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34,5=
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the change takes effect.

Licence Metering ensure that they can send and
condition Code clause | receive a notice by post,
5.1 7.2(1) facsimile and electronic
communication and must notify
the network operator of a
telephone number for voice
communication in  connection
with the Code.
419 | Integrated Electricity A network operator must notify 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry each Code participant of its initial other supplier on the island.
Licence Metering contact details and of any
condition Code clause | change to its contact details at
51 7.2(2) least 3 business days before the
change takes effect.
420 | Integrated Electricity A Code participant must notify its 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry contact details to a network other supplier on the island.
Licence Metering operator with whom it has
condition Code clause | entered into an access contract
5.1 7.2(4) within 3 business days after the
network operator’s request.
421 | Integrated Electricity A Code participant must notify 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry any affected network operator of other supplier on the island.
Licence Metering any change to the contact details
condition Code clause | it notified to the network operator
51 7.2(5) at least 3 business days before
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(1,2 = non-
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34,5=
compliant
refer 2.5)

422 | Integrated Electricity A Code participant must not 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry disclose, or permit the disclosure other supplier on the island.
Licence Metering of, confidential information
condition Code clause | provided to it under or in
5.1 7.5 connection with the Code and
may only use or reproduce
confidential information for the
purpose for which it was
disclosed or another purpose
contemplated by the Code.
423 | Integrated Electricity A Code participant must disclose 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry or permit the disclosure of other supplier on the island.
Licence Metering confidential information that is
condition Code clause | required to be disclosed by the
5.1 7.6(1) Code.
424 | Integrated Electricity Representatives of disputing | NR N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry parties must meet within 5 other supplier on the island.
Licence Metering business days after a notice
condition Code clause | given by a disputing party to the
5.1 8.1(1) other disputing parties and
attempt to resolve the dispute
under or in connection with the
Electricity  Industry  Metering
Code by negotiations in good
faith.
425 | Integrated Electricity If a dispute is not resolved within | NR N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry 10 business days after the
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Licence Metering dispute is referred to other supplier on the island.
condition Code clause | representative negotiations, the
5.1 8.1(2) disputing parties must refer the
dispute to a senior management
officer of each disputing party
who must meet and attempt to
resolve the dispute by
negotiations in good faith.
426 | Integrated Electricity If the dispute is not resolved | NR N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry within 10 business days after the other supplier on the island.
Licence Metering dispute is referred to senior
condition Code clause | management negotiations, the
51 8.1(3) disputing parties must refer the
dispute to the senior executive
officer of each disputing party
who must meet and attempt to
resolve the dispute by
negotiations in good faith.
427 | Integrated Electricity If the dispute is resolved by 2 N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
Regional Industry representative negotiations, other supplier on the island.
Licence Metering senior management negotiations
condition Code clause | or CEO negotiations, the
5.1 8.1(4) disputing parties must prepare a
written and signed record of the
resolution and adhere to the
resolution.
428 | Integrated Electricity The disputing parties must at all | NR N/A RIA has an Integrated Regional Licence on the Island. There is no N/A
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times conduct themselves in a
manner  which is directed
towards achieving the objective
of dispute resolution with as little
formality and technicality and
with as much expedition as the
requirements of Part 8 of the
Code and a proper hearing and
determination of the dispute,
permit.
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highest, 5
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(=

System established to comply with licence obligation (including
any potential improvements)

other supplier on the island.

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

ELECTRICITY INDUSTRY (NETWORK QUALITY AND RELIABILITY OF SUPPLY) CODE — LICENCE CONDITIONS AND OBLIGATIONS

429 | Integrated Electricity A distributor or transmitter must, | NR 3 Audit sighted Tungsten’s “Voltage and Harmonics Fluctuation 5
Regional Industry as far as reasonably practicable, Monitoring Work Procedure” to monitor voltage and harmonic
Licence (Network ensure that electricity supply to a fluctuations on a regular basis and to respond to complaints
condition Quality and customer’s electrical installations relating to voltage and harmonics fluctuations by using the Meter
5.1 Reliability of | complies with prescribed Power Q Plus power quality analyser. Data from the analyser is
Supply) standards. being compared to the Electricity Industry (Network Quality and
Code 2005 Reliability of Supply) Code 2005 to ensure compliance. Readings
clause 5(1) are taken each month. All data is stored on Tungsten's P drive

and controlled by the Utilities and Operations Manager.

430 | Integrated Electricity A distributor or transmitter must, | NR 5 The CSC and the SFC provide for disconnection of supply of 5
Regional Industry so far as reasonably practicable, electricity to customers in case of emergency, or because of
Licence (Network disconnect the  supply of health and safety risk. A 24 hour emergency telephone line is
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System established to comply with licence obligation (including

any potential improvements)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)

condition Quality and electricity to installations or provided on which information will be given regarding the nature
5.1 Reliability of | property in specified of the emergency and an estimate of when the supply will be
Supply) circumstances, unless it is in the restored.
Code 2005 interest of the customer to
clause 8 maintain the supply.
431 | Integrated Electricity A distributor or transmitter must, | NR 4 Under the FOU Agreement, the responsibility to maintain 5
Regional Industry as far as reasonably practicable, uninterrupted electricity services to Rottnest Island users is
Licence (Network ensure that the supply of placed on Tungsten.
goln dition ggﬁggn?; gf §Iceccl;r:lr<':3|;r1);és n;ﬁgtalgﬁgat?g: thoef The availability of supply and service interruptions are covered by
Supply) interruptions  is kept to a the CSC.
Code 2005 minimum. Performance reporting with KPIs is included in the FOU
clause 9 Agreement.  Sighted the Network Quality Reliability Annual
Report 2007/08 on RIA’s website.
432 | Integrated Electricity A distributor or transmitter must, | NR 4 Ditto 431. 5
Regional Industry so far as reasonably practicable,
Licence (Network reduce the effect of any
condition Quality and interruption on a customer.
51 Reliability of
Supply)
Code 2005
clause 10(1)
433 | Integrated Electricity A distributor or transmitter must | NR 5 A process is in place to use emergency generators to supply 5
Regional Industry consider whether, in specified customers where required.
Licence (Network circumstances, it should supply
condition Quality and electricity by alternative means
Reliability of | to a customer who will be
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(1,2 = non-
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34,5=
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refer 2.5)

51 Supply) affected by a  proposed
Code 2005 interruption.
clause 10(2)
434 | Integrated Electricity A distributor must  take 2 4 Ditto 433. 5
Regional Industry prescribed action in the event of
Licence (Network a significant interruption to a
condition Quality and small use customer.
5.1 Reliability of
Supply)
Code 2005
clause 12(3)
435 | Integrated Electricity A distributor or transmitter must, | NR 5 Performance reporting with KPIs is included in the FOU 5
Regional Industry so far as reasonably practicable, Agreement. Audit sighted the Network Quality Reliability Annual
Licence (Network ensure that customers in Report 2007/08 and confirmed that the average total length of
condition Quality and specified areas do not have interruptions of supply was not greater than specified durations.
5.1 Reliability of | average total lengths  of
Supply) interruptions of supply greater
Code 2005 than specified durations.
clause 13(2)
436 | Integrated Electricity The average total length of | 2 5 It appears that the average total length of interruptions of supply 5
Regional Industry interruptions of supply is to be was calculated using the specified method.
Licence (Network calculated using the specified
condition Quality and method.
5.1 Reliability of
Supply)
Code 2005
clause 13(3)
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437 | Integrated Electricity A distributor or transmitter must, 2 5 Confirmed with RIA’s and Tungsten’s staff that no application has 5
Regional Industry on request, provide to an been made to the Minister for variation of obligations under this
Licence (Network affected customer a free copy of Part of the Code.
ndition lity an n instrument i h . . .
gf)ldto ggﬁagli?y gf &inistes;[ :mde otf aﬁiur?gticgygi\}eﬁ How_ever, Section 3 of the CSC has the capacity to meet this
Supply) under Section 14(7) of the requirement.
Code 2005 Electricity Industry  (Network
clause 14(8) | Quality and Reliability of Supply)
Code 2005.
438 | Integrated Electricity A distributor or transmitter that 2 5 Ditto 437. 5
Regional Industry agrees with a customer to
Licence (Network exclude or modify certain
condition Quality and provisions must set out the
5.1 Reliability of | advantages and disadvantages
Supply) to the customer of doing so in
Code 2005 their agreement.
clause 15(2)
439 | Integrated Electricity A distributor operating a relevant 2 5 Section 4.3 Service Interruptions of the CSC does provide for at 5
Regional Industry distribution system must, in least 5 days notice to the customer prior to the interruption and
Licence (Network specified circumstances, make a the CSC provides for a payment of $20 if service standards are
condition Quality and payment to a customer within a not met.
5.1 Reliability of | specific timeframe for a failure to
Supply) give required notice of planned
Code 2005 interruption.
clause 18
440 | Integrated Electricity A distributor operating a relevant 2 5 Section 4.3 ‘Service Interruptions’ of the CSC does inform that the 5
Regional Industry distribution system must, in customer may be eligible for a compensation payment if the
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Licence (Network specified circumstances, make a interruption lasts for 12 hours or more. The customers are
condition Quality and payment to a customer within a encouraged to call contact number for more information on
5.1 Reliability of | specific timeframe if a supply eligibility and how to make a claim.
Supply) interruption exceeds 12 hours.
Code 2005
clause 19
441 | Integrated Electricity A distributor operating a relevant 2 5 Section 4.3 ‘Service Interruptions’ of the CSC does inform that the 5
Regional Industry distribution system must provide customer may be eligible for a compensation payment if the
Licence (Network eligible customers with interruption lasts for 12 hours or more.
20{1 dition Sgﬁggli?; gf g;%rqr;anttlgr}of ?eglul}reat%pmggt ILO(; _Customgrs are t_aqc_o_uraged to call a contact number for more
Supply) requirements in Sections 18 and information on eligibility and how to make a claim.
Code 2005 19 of the Electricity Industry
clause 21(1) | (Network Quality and Reliability
of Supply) Code 2005.
442 | Integrated Electricity A distributor operating a relevant 2 5 Ditto 441. 5
Regional Industry distribution system must provide
Licence (Network written notice to customers about
condition Quality and payments for failure to meet the
5.1 Reliability of | requirements in Sections 18 and
Supply) 19 of the Electricity Industry
Code 2005 (Network Quality and Reliability
clause 21(2) | of Supply) Code 2005.
443 | Integrated Electricity A distributor operating a relevant 2 3 Audit was not provided with evidence of annual written notice 2
Regional Industry distribution system must provide being provided to eligible customers.
Licence (Network written  notice to  eligible o
condition Quality and customers about payments for Recommendation:
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5.1 Reliability of | failure to meet the requirements e A written notice should be provided to eligible customers
Supply) in Sections 18 and 19 of the about payments for failure to meet the requirements in
Code 2005 | Electricity  Industry ~ (Network Sections 18 and 19 of the Electricity Industry (Network
clause 21(3) | Quality and Reliability of Supply) Quality and Reliability of Supply) Code 2005 not less than
Code 2005 not less than once in once in each financial year. (Post Audit Implementation Plan
each financial year. item 1.26)

444 | Integrated Electricity A distributor or transmitter must | NR 5 Performance reporting is in place. 5
Eig:?cneal I(rllldeﬁltgk :?;zon?i”t)lysrl:(e:geszgarssto ?r?onﬁz)er The FOU Agreement sets the responsibility for performance
condition Quality and the operation of its network to monitoring and reporting. Audit reviewed the N_etwork Quality
51 Reliability of | ensure compliance with specified Rella_blllty of Supply Annual Report 2007/08 published on RIA’s

Supply) requirements. website.
Code 2005
clause 23(1)

445 | Integrated Electricity A distributor or transmitter must 2 5 The Network Quality Reliability of Supply Annual Reports for 5
Regional Industry keep records of information 2005/06, 2006/07 and 2007/08 are published on the RIA’s
Licence (Network regarding its compliance with website.

iti li ifi i fi h . . . o .
20{1 dition Sgﬁallll;)}illi?; gf ;2ﬁgl(;ip£#ilgéemems or the Records of information supporting the report are maintained in
' Supply) ' line with the period specified.
Code 2005
clause 23(2)

446 | Integrated Electricity A distributor or transmitter must 2 5 Section 3.1 of the CSC provides for quality investigation. Section 5
Regional Industry complete a quality investigation 3.4.2 “Complaints” states that written complaints will be resolved
Licence (Network requested by a customer in within 20 days. There were no instances of customer complaints
condition Quality and accordance with specified during the audit period.
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51 Reliability of | requirements.
Supply)
Code 2005
clause 24(3)
447 | Integrated Electricity A distributor or transmitter must | 2 5 Covered by Section 3.1 of the CSC. 5
Regional Industry report the results of an
Licence (Network investigation to the customer
condition Quality and concerned.
51 Reliability of
Supply)
Code 2005
clause 24(4)
448 | Integrated Electricity A distributor or transmitter must | 2 5 The Complaint procedure is outlined in Section 17 of the SFC and 5
Regional Industry make available, at no cost, a Section 3.4.2 of the CSC.
Licence (Network copy of a document setting out There were no instances of customer complaints during th di
condition Quality and its complaint handling processes - plaints during the audit
5.1 Reliability of | to a small customer who makes period.
Supply) a complaint to the distributor or
Code 2005 transmitter or who asks to be
clause 25(2) | given such information.
449 | Integrated Electricity A document setting out a 2 5 Ditto 448. 5
Regional Industry distributor’'s  or  transmitter’s
Licence (Network complaint handling process must
condition Quality and contain the specified information.
51 Reliability of
Supply)
Code 2005
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clause 25(3)

450 | Integrated Electricity A distributor or transmitter must Audit noted that the RIA did not engage an independent expert to 2
Regional Industry arrange for an independent audit audit, and report on, the operation of the systems that are in place
Licence (Network and report on its systems for for monitoring the RIA’s compliance with Part 2 or an instrument
condition Quality and monitoring, and its compliance made under Section 14(3) for the period ending on 30 June 2008.
51 Reliability of wlth speCIflc_ requirements. This Confirmed with the FOU Contract Manager that Norman Disney

Supply) is to be carried out in respect of . .

Code 2005 the operation of such systems Young (NDY) was since engaged to undertake an independent

clause 26 during each year ending on 30 aUFiIt fgr the period ending 30 June 2009. The report is currently
June being finalised by NDY.

Audit noted that requirement for performance audit and relevant

due dates are included in the RIA’s Electricity Compliance

Spreadsheet and in the Tungsten’s License and Permit Register.

Recommendation:

e RIA to arrange for an independent audit and report on its
systems for monitoring, and its compliance with specific
requirements on an annual basis. This is to be carried out in
respect of the operation of such systems during each year
ending on 30 June. (Post Audit Implementation Plan item
1.27)

451 | Integrated Electricity A distributor or transmitter must The Network Quality Reliability of Supply Annual Report 2007/08 2
Regional Industry prepare and publish a report was not published on the RIA's website by the due date
Licence (Network about its performance in (1/10/2008). The RIA attempted to upload these documents by
condition Quality and accordance with specified the due date however experienced technical difficulties which
5.1 Reliability of | requirements. were resolved with uploading taking place on 2/10/2008.

Supply)
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System established to comply with licence obligation (including
any potential improvements)

Also, audit noted that a copy of an auditor report that ought to be
prepared by an independent expert in accordance with Section
26(1) of the NQ&R Code was not published on the RIA’s website.

Audit sighted the RIA’s Electricity Compliance Spreadsheet with
the Network Quality Reliability of Supply Annual Report as well as
independent audit report publication due dates included as part of
the schedule of events to ensure regulatory timeframes are met.

Under the FOU Agreement, Tungsten is responsible for ensuring
the RIA is compliant with all its electricity licence and reporting
requirements. The License and Permit Register has been
amended to include all reporting requirements and is reviewed
weekly at the FOU meeting. However, the requirement that the
reports must be published not later than the following 1 October
on the RIA website and available free of charge in the RIA office
is not included in the register.

Recommendation:

e RIA should ensure that all future Network Quality Reliability
of Supply Annual Reports as well as a copy of an audit report
prepared by an independent expert to be published on the
RIA’s website within the regulatory timeframes required.

e Tungsten's License and Permit Register should be updated
for the requirement that the report must be published not
later than the following 1 October on the RIA website and
available free of charge in the RIA office. (Post Audit
Implementation Plan item 1.28)

Compliance
rating

(1,2 = non-
compliant
34,5=
compliant
refer 2.5)
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452 | Integrated Electricity A distributor or transmitter must 2 5 Audit confirmed that the Network Quality Reliability of Supply 2
Regional Industry give a copy of its report about its Annual Report 2007/08 was submitted to the Authority and to the
Licence (Network performance to the Minister and Minister on 23 September 2008.
condition Quality and the Authority within the specified

However, audit noted that a copy of an audit report that ought to

51 gSggE};'ty of | period. be prepared by an independent expert was not provided to the
Code 2005 Authority and to the Minister within the timeframes required.
clause 27(3) Audit confirmed the due date for submitting the Network Quality

Reliability of Supply Annual Report to the Authority and to the
Minister are included in the RIA’'s Electricity Compliance
Spreadsheet and in the Tungsten’s License and Permit Register.

Recommendation:

e RIA should ensure that all future Network Quality Reliability
of Supply Annual Reports as well as a copy of an audit report
prepared by an independent expert are provided to the
Authority and the Minister within the regulatory timeframes.
(Post Audit Implementation Plan item 1.29)
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Integrity of Performance Reporting

In accordance with the Electricity Compliance Reporting Manual 2008, RIA must
submit compliance reports to the Authority covering all of its type 2 licence
obligations for each financial year (1 July to 30 June inclusive) by 31 August
immediately following the financial year that is the subject of the report.

The audit confirmed that RIA has complied with its compliance reporting obligation
for the period of 1 July 2007 to 30 June 2008. The RIA’s Electricity Compliance
Spreadsheet is in place with the due dates for Annual Compliance Report included
as part of the schedule of events to ensure regulatory timeframes are met.

The audit also confirmed that RIA has complied with Section 27(3) of the Network
Quality and Reliability of Supply Code 2007 (NQ&R Code) by providing a copy of the
Network Quality and Reliability of Supply Code Report to the Authority by the due
date (23 September 2008). In accordance with Sections 27(1) and 27(3) of the
NQ&R Code, RIA is required to publish the report no later than 1 October 2008.
However, the RIA did not publish the report on its website on 1 October as required.
This was due to technical difficulties uploading the document. These problems were
resolved and the document was published on 2 October 2008.

The audit also noted that RIA did not engage an independent expert to audit, and
report on, the operation of the systems in accordance with Section 26(1) of the
NQ&R Code. Subsequently the RIA did not comply with Section 27(3) of the NQ&R
Code that requires RIA to provide a copy of the audit report to the Authority and to
the Minister not less than 7 days before it is published, which under Section 27(1) is
to be on or before 1 October.

The audit confirmed that the RIA has complied with part 13.15(3) Code of Conduct
for the Supply of Electricity to Small Use Customer (Code of Conduct) by providing a
copy of the Code of Conduct Report to the Authority by due date ( 24 September
2008). In accordance with parts 13.15(1) and 13.15(3) of the Code of Conduct, RIA
is required to publish the report no later than 1 October. However, the RIA did not
publish the report on its website on 1 October as required. This was due to technical
difficulties uploading the document. These problems were resolved and the
document was published on 2 October 2008.

All the RIA’s reporting requirements are included in the RIA’s Electricity Compliance
Spreadsheet as part of the schedule of events to ensure regulatory timeframes are
met. Under the FOU Agreement, Tungsten is responsible for ensuring the RIA is
compliant with all its electricity licence and reporting requirements. The License and
Permit Register has been amended to include all reporting requirements and is
reviewed weekly at the FOU meeting. However, Audit noted that the register does
not specify the required timeframes for submitting the Compliance Report to the
Authority as well as the requirement that the reports must be published not later than
the following 1 October on the RIA website.

The audit made a recommendation to RIA to improve the strength of its internal
controls to maintain compliance with its compliance reporting obligations (see Post
Audit Implementation Plan).

Recommended Changes to the Licence
No changes to the licence are considered necessary.
Conclusion

The audit reviewed the action taken on previous audit recommendations and
confirmed that of the 83 previous audit recommendations, all except 10 have been
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completed (7 are partially completed and 3 are outstanding). This demonstrates that
there has been a major improvement in compliance with the licence conditions. The
outstanding issues concerned:

e Not providing an annual written notice to eligible customers under the clause
21(3) of the Electricity Industry Network Quality and Reliability of Supply
Code; and

e Updating the Meter Readings — Work Procedures with more specific details
of the use of estimated or deemed data in place of actual data.

Through the execution of the Audit Plan and assessment and testing of the control
environment, the information system, control procedures and compliance attitude, the
audit team members have gained reasonable assurance that the Rottnest Island
Authority has complied with its Retail Licence performance and quality standards
during the audit period 1 February 2008 to 31 March 2009 apart from 4 exceptions
out of 372 individual compliance obligations, as noted below:

¢ Not engaging an independent auditor for the period ending 30 June 2008 in
accordance with clause 26 of the Electricity Industry Network Quality and
Reliability of Supply Code; and subsequently not providing the audit report to
the Authority in accordance with clause 27(1) and 27(3) of the Electricity
Industry Network Quality and Reliability of Supply Code (an audit is currently
in progress);

e Not providing an annual written notice to eligible customers under the clause
21(3) of the Electricity Industry Network Quality and Reliability of Supply
Code;

e Not publishing required information (independent auditor report per Section
26(1) of the Network Quality and Reliability Supply Code as it was not
completed for the year ended 30 June 2008); and

e Not publishing required information within the required timeframe under
Section 26(1) of the Network Quality and Reliability Supply Code and
13.15(1) of the Code of Conduct (annual report).

These are largely historical issues that should be rectified in future by the new
compliance framework that has been put in place.

Other improvements identified concerned the following:

e Obtain an annual compliance certificate from Sunco and McGees Property to
confirm their compliance with various requirements of the Code of Conduct;

e The Hardship — Electricity Policy needs to be reviewed and updated to
include other specific requirements of the Code of Conduct; and

e Review and update the Tungsten Meter Readings — Monthly work procedure
to include the requirements of Section 5.24(2), 5.24(3) of the Electricity
Industry Metering Code.

The audit confirmed the RIA has complied with its compliance reporting obligations
for the period 1 July 2008 to 30 June 2008, except for the Network Quality and
Reliability of Supply Code Report and the Code of Conduct Report being published
on the RIA’s website one day later than required and except for RIA not engaging an
independent expert to audit, and report, on the on its systems for monitoring, and its
compliance with specific requirements.
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4. Asset Management Review

The effectiveness of the licensee’s asset management system was assessed using the Asset
Management System (AMS) Effectiveness Matrix provided by the Authority in the Audit
Guidelines.

The matrix provides criteria to assess the effectiveness of the following key processes:
= Asset planning;
=  Asset creation/acquisition;
= Asset disposal;
=  Environmental analysis;
= Risk management;
= Contingency planning;
= Asset management information system;
=  Asset operations;
= Asset maintenance;
® Financial planning;
= Capital expenditure planning; and
= Review of the asset management system.

The review has assessed the above key processes of the asset management system and a
compliance rating using the scale in section 2.6 was assigned to each process, as shown in
Section 4.1.

Section 4.2 provides details of the current status of key recommendations from the previous
review.

Section 4.3 provides further details of the systems and the effectiveness rating for each key
process in the asset management system.

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 -
Final Report.doc 209



Quantum

4.1 Summary of Effectiveness Ratings

The audit assessment of the effectiveness ratings for each key process in the Shire’'s
asset management system is shown in the table below.

ASSET MANAGEMENT SYSTEM

Not Performed
Performed Informally
Planned and tracked
Well defined
Quantitatively Controlled

SN Continuously Improving

Process

Effectiveness Rating

E
-
E
E
B

. Asset planning

. Asset creation/ acquisition

. Asset disposal

. Environmental analysis

. Risk management

. Contingency planning

. Asset management information system

. Asset operations

© [0 (N[O [0~ (W ([N (-

. Asset maintenance

10. Financial planning

11. Capital expenditure planning

12. Review of the asset management system

Section 4.3 provides further details of the systems and the effectiveness rating for
each key process in the asset management system.
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4.2

Previous Review Recommendations

The status of the key recommendations in the previous audit report issued in September 2008 is summarised below.

ASSEL Previous Review Prev. Fegehlicu Post Audit Action
Management o Effect. Corrective Action Taken Status
Findings . . Plan
Element Rating Actions
1 Asset Planning Asset  strategies 3 Finalise AMP. A draft of the asset | The Asset Management Plan (AMP) | Completed
are evaluated in management plan and | Power was finalised and issued in
Draft Asset system prepared by | March 2009.
Management Plan Tun n in
M:rj]ge ent 20%8: agcc?rsdt:nt,:e with  the The AMP also refers to other key
(AMP), which Facilities  Operations documents.
includes and Utilities
maintenance, Agreement, is being
restoration and finalised by the RIA’'s
replacement administration.
strategies. Tungsten Contract
Manager/Director
Finance and Business
Services
30 November 2008
1.7 Asset Planning | At the time of the 2 Complete  Risk | A draft of the asset | The AMP outlines the Risk | Completed
Likelihood and | audit a Risk Matrices, risk | management plan and | Management framework and the Risk
consequences  of | Management Plan profiling, risk | system prepared by | Register is located in Appendix 1 to
asset failure are | (RMP) by TG was management Tungsten, in | the AMP.
predicted in draft (includes workshop and | accordance with the . .
Risk Profile dated Risk Facilities Operations A high level risk work and assessment
May 2007) and Management and Utilities | Wa&S undertaken b_y the Tungsten
activities such as Plan. Agreement, is being Group and the RIA n late Aprll 2008.
risk management finalised by the RIA’'s The Wo_rkshop provided a high level
workshop and risk administration. The ”Sflf profile of the_ asset_s and has been
profiling were not draft includes the Risk utiised to compile a risk assessment
complete. Management of the power assets on the Islanq. The
outcomes of the workshop provided a
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Asset
Management
Element

Previous Review

Findings

Recommended
Corrective
Actions

Post Audit Action
Plan

documentation.

Contract
Manager/Director
Finance and Business
Services

30 November 2008

Action Taken

focus on the potential consequences
relating to the risks associated with
the power assets. This was then
developed into the risk assessment
register that have been used for
assessing the power assets.

Sighted RIA/Tungsten Risk Workshop
documentation, Risk Management
Plan, Risk Management Framework
and Risk Register.

2.2 Asset Creation and | Records exist for Whole of life | A draft of the asset | Whole of life costing including 5 Year | Completed
Acquisition: life-cycle costs for costing including | management plan and | Expenditure Forecast Summary up to
Evaluations include | plant and forward operating, system prepared by | 2012/13is included in the AMP. The 5
all life-cycle costs estimates are consumables, Tungsten, in | Year Expenditure Forecast Summary
available up to maintenance cost | accordance with the | is supported by the 5 Year Operational
2012, however should be made | Facilities Operations | Budget Forecast, 5 Year Restoration
business case available in | and Utilities | Maintenance Budget Forecast and 5
evaluations did not evaluations. Agreement, is being | Year Replacement/Renewal Budget
include all finalised by the RIA’s | Forecast. Audit sighted all supporting
information administration. documentations.
required. Tungsten Contract
Manager/ Director
Finance and Business
Services
30 November 2008
2.4 Commissioning There was no Commissioning The RIA will seek | Audit sighted Commissioning Reports | Completed

tests are
documented and
completed

evidence of
commissioning test
records for plant
installed in  the
recent past, like
the Low Load

test should be
documented.

verification of
commission testing of
the Low Load

Generators from the
installer.

for the E-40 Wind Turbine Generator
performed during 2004.

Audit also sighted the “Changeover
Strategy for the RIA for the
Automation of the Existing Main
Distribution Board as part of the

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc

212



Asset

Management
Element

Previous Review
Findings

Generators.

Recommended
Corrective
Actions

Post Audit Action
Plan

FOU Contract Manager
30 October 2008

Action Taken

Rottnest Island Wind Diesel System”
dated March 2006  confirming
scheduled completion of
commissioning and testing at the
completion of the installation works for
the new MDB and automation of the
existing diesel generators.

3.3 Asset Disposal A Disposal Plan is Complete AMP | A draft of the asset | The ‘Disposal Plan’ section of the | Completed
noted in the Draft and Disposal | management plan and | AMP refers to the Department of
. Asset Management Plan. system prepared by | Treasury & Finance “Asset Disposal
Dlspose}l Plan, March 2008, Tungsten, in | Policy — August 2005” that provide
alternatives are | however no details accordance with the | guidance to the RIA to undertake the
evaluated are included in the Facilities  Operations | tasks necessary to identify and
AMP at this point. and Utilities | dispose of surplus assets.
Agreement, is being
finalised by the RIA’s
administration.
Tungsten Contract
Manager/ Director
Finance and Business
Services
30 November 2008
4 Environmental Activities such as Activities such as | The risk management | The AMP outlines the Risk | Completed

Analysis

risk management
workshop and risk
profiling were not
complete at the
time of the audit.

risk management

workshop

and

risk profiling to be

completed.

workshop was
concluded. A draft of
the asset management
plan and system
prepared by Tungsten,
in accordance with the
Facilities  Operations
and Utilities
Agreement, is being
finalised by the RIA’'s

Management framework and the Risk
Register is located in Appendix 1 to
the AMP.

A high level risk work and assessment
was undertaken by the Tungsten
Group and the RIA in late April 2008.
The workshop provided a high level
risk profile of the assets and has been
utilised to compile a risk assessment

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc

213



Asset
Management
Element

Previous Review

Findings

Recommended
Corrective
Actions

Prev.
Effect.
Rating

Post Audit Action
Plan

administration.

Tungsten Contract
Manager/ Director
Finance and Business
Services

30 November 2008

Action Taken

of the power assets on the Island. The
outcomes of the workshop provided a
focus on the potential consequences
relating to the risks associated with
the power assets. This was then
developed into the risk assessment
register that have been used for
assessing the power assets.

Sighted RIA/Tungsten Risk Workshop
documentation, Risk Management
Plan, Risk Management Framework,
Risk Register, Environmental Policy
and Integrated Management System
Plan.

4.1

Opportunities and
threats in the
system environment
are assessed.

Long and short
range opportunities
and threats have
been and are
addressed in
various
documents.
Activities such as
risk management
workshop and risk
profiling were not
complete at the
time of the audit.

3 A risk workshop
between RIA and
TG should be
completed.

The risk management
workshop was
concluded. A draft of
the asset management
plan and system
prepared by Tungsten,
in accordance with the
Facilities Operations
and Utilities
Agreement, is being
finalised by the RIA’'s
administration.

Tungsten Contract
Manager/ Director
Finance and Business
Services

30 November 2008

The AMP outlines the Risk
Management framework and the Risk
Register is located in Appendix 1 to
the AMP.

A high level risk work and assessment
was undertaken by the Tungsten
Group and the RIA in late April 2008.
The workshop provided a high level
risk profile of the assets and has been
utilised to compile a risk assessment
of the power assets on the Island. The
outcomes of the workshop provided a
focus on the potential consequences
relating to the risks associated with
the power assets. This was then
developed into the risk assessment
register that have been used for
assessing the power assets.

Sighted RIA/Tungsten Risk Workshop

Completed
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Asset

Management
Element

Previous Review
Findings

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

documentation, Risk Management
Plan, Risk Management Framework,
Risk Register, Environmental Policy
and Integrated Management System
Plan.

In addition, in completing a risk
assessment on the power related
assets for the Island, the need to
develop and publish an observation
report was identified. The audit
sighted the ‘Rottnest Site
Observations’ report that
predominantly relates to operational,
management and health & safety and
environmental issues.

4.3 Compliance with | No process was in Establish a formal | The RIA’'s facility | Tungsten has developed a process of | Completed
statutory and | place yet for process for | manager, Tungsten, is | internal review of the individual
regulatory monitoring assessing and | creating an internal | requirements of the electricity licence
requirements compliance  with monitoring process to review and | as listed in the Tungsten Electricity
electricity  licence compliance with | an Electricity Licence | Reporting Compliance Audit
compliance the Electricity | compliance database. Document.
manual. I(_:Ig?nnpflﬁamce Tungsten Contract | The ‘License and Permit Regis_t_e_r -
Manual. Manager Rottnest Island - Facilities
Management Contract’ states that
30 October 2008 Tungsten and RIA will review all
obligations  per the  Electricity
Compliance Reporting Manual in
January each year.
5 Asset  Operations: | List of staff List of staff | Tungsten to provide a | A list of electrical personnel | Completed

Operations plan

competencies was

competencies

list of staff

competencies and training records

adequately requested but not should be | competencies was sighted in the audit.
document the | received. provided. T t Contract
processes and ungsten ontrac
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Asset

Management
Element

Previous Review
Findings

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

knowledge of staff
in the operation of
assets so that
service levels can

Manager

30 September 2008

age as ‘“old” or

be consistently
achieved.

5.2 Risk management | RMP by TG in draft Work is still in | A draft of asset | The AMP outlines the Risk | Completed
is applied to | has an incomplete progress: risk | management plan | Management framework and the Risk
prioritise operations | risk  profile  for profile for power | (which includes the risk | Register is located in Appendix 1 to
tasks power generation generation and | management plan) | the AMP.

and distribution, distribution needs | prepared by Tungsten, . .
needs evaluation evaluation of risk | in accordance with the dSlghted I?I/?/Tungségnk R'i/lf Workshopz
of risk and and identification | Facilities Operations P?Cumsns'lc\’ﬂn' IS t ;nagemerll
identification of controls. RMP | and Utilities R'aE’ RIS' ¢ a”gge!“e” rtarlneI;N(IJ_r !
controls. to be completed. Agreement, is being IS egister, - environmental Folicy
_ finalised by the RIA's and Integrated Management System
:\ggln;ﬁr;:\nce administration. Plan.
meghanism is Tungsten Contract In addition, the ‘Work Order Priorities
escalated  based Manager/ Director Procedure & Definitions’ is in place to
on the job risks, no Finance and Business guide the Power Sgrwce Coo.rc.ilnatgr
documentation Services or delegated qualified Electrician in
provided assessing the Work Order and assign
' 30 November 2008 a priority under the criteria specified in
the policy and this would suggest
action required.

53 Assets are | A collection of Asset registers | A draft of the asset | Audit sighted RIA’'s Asset Register for | Completed
documented in an | asset registers is need to be | management plan and | Reticulation and Power Generation
Asset Register | available, however completed and to | system prepared by | and confirmed that the Asset Register
including asset | not all registers reflect a format | Tungsten, in | contains:
type, location, | include the that satisfies the | accordance with the | _ areq Description,
material, plans of | information requirements of | Facilites ~ Operations | _ agset ID:
component?, ar:c required: the licence. an - Utti)lit_ies - Asset Description;
assessmen of | greement, is being | _ serial Number:
assets’  physical/ transformers show finalised by the RIA's | _ condition: GPS Details:
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Asset
Management
Element

structural condition
and accounting
data.

Previous Review

Findings

accounting data.

-cooling towers are
included in the
validation register,
the asset condition
column is blank, no
accounting data.

Recommended
Corrective
Actions

Post Audit Action
Plan

administration.

Tungsten Contract
Manager/ Director
Finance and Business
Services

30 November 2008

Action Taken

- Electrical CAD Drawing Reference;
- Work Request Details/Comments;
- Asset Valuation.

All asset expenditure is also captured
in the RIA's Financial Management
Information System (FMIS).

5.4 Operational Costs | No Cost Reports Reporting of | Tungsten provides | Audit sighted detailed monthly cost | Completed
are measured and | found from TG to operational costs | detailed monthly cost | reports that are provided to RIA by
monitored. RIA since should be | reports to the RIA for | Tungsten for the purpose of invoicing.
Transfield Services clarified. the purpose of | Actual operational costs against the
reports. invoicing. A copy of a | budget are also reported and
monthly  report has | monitored.
Current FMA been provided to
Weekly report says Qualeng
that budgets are '
available but costs Tungsten Contract
to date are not Manager
available (11 Jan
08). Completed
55 Staff receive | Staff qualifications Records of | Tungsten is required to | A list of electrical personnel | Completed
training reviewed by RIA at competency maintain lists of | competencies and training records

commensurate  to
their responsibility.

start of FOU
Contract.

Reviewed TG's
“Competency
management &
training”

Procedure.

Except for safety
induction no record
of training, training

should be made
available.

competencies. A list
has been provided to
Qualeng.

Tungsten Contract

Manager

Completed

were sighted in the audit.
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Asset Previ . Prev. Recommended . .
revious Review : Post Audit Action .
Management o Effect. Corrective Action Taken
Findings . . Plan

Element Rating Actions

attendance or

competency

viewed.

6.3 Asset Maintenance | Low level 2 There should be | Tungsten to prepare a | As advised by the Tungsten Contract | Completed

Maintenance plans maintenance tasks a plan and a | plan. Manager, approx 79% of maintenance
are not being timetable to is reactive and only 21% is planned.
((:%rrr;gg%ire]cy, and | completed and are address E;T%Stgr contract | the aim is for 30% to be planned
preventative)  are | P€ing dealt with on incomplete  low 9 maintenance.
documented  and | @ reactive basis. level 30 September 2008 Jobs are being logged each day,
completed on | (AMP Sect. 2.4) maintenance some are ol d tive. Job
tasks. e planned, some reactive. Jo
schedule. completion is monitored through Job
Logging Reports on a weekly basis at
the FOU meetings. Jobs are also
statistically analysed, whether
completed on time, breakdown to
reactive or planned jobs. The
Tungsten Contract Manager meets
with Team Leaders 1-2 times per
month to confirm that jobs that have
been raised were completed and to
review outstanding work orders.
A Restoration Maintenance Forecast
for the next 5 years is included in the
AMP.

6.5 Risk management | There is no 1 Prioritisation Tungsten to prepare a | The “Work Order Priorities Procedure | Completed
is applied to | documented process for | plan. & Definitions” is in place to guide the
prioritise process for maintenance Power Service Coordinator or
maintenance tasks. | prioritisation of tasks should be Tungsten Contract delegated qualified Electrician in

lower level documented. Manager assessing the Work Order and to
maintenance tasks, 30 September 2008 assign a priority under the criteria
prioritisation is specified in the policy and this would
based on suggest action required.

personnel
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ASSEL Previous Review Recomme'nded Post Audit Action .
Management o Corrective Action Taken
Findings . Plan
Element Actions
expertise.

7.7 Asset Management | Management Management The RIA’s facility | Tungsten has developed a process of | Completed
Information reports would reports should be | manager, Tungsten, is | internal review of the individual
Systems: benefit in reviewed to | creating an internal | requirements of the electricity licence
Management completeness by ensure full | process to review and | including the management reports, as
reports appear | checking compliance with | an electricity licence | listed in the Tungsten Electricity
adequate for the | compliance to requirements of | compliance database. Reporting Compliance Audit
licensee to monitor | Compliance Electricity Document.
licence obligations. | Manual. Licence. Tungsten Contract

Manager

30 September 2008

8 Risk Management RMP prepared by TG's RMP | A draft of the asset | Audit sighted Tungsten’'s Risk | Completed

RIA  deal with requires to be | management plan and | Management Plan dated 1% March
policy, exec. And finalised. system prepared by | 2008.
senior Tungsten, in . .
management accordance with the The AMP ~ outlines the R!Sk
responsibilities and Facilittes ~ Operations Man_agement frameV\_/ork and the Risk
generic process for and Utilities | Redister is located in Appendix 1 to
dealing with Agreement, is being the AMP.
management of finalised by the RIA’s Sighted RIA/Tungsten Risk Workshop
risk. TG's RMP is administration. The documentation, Risk Management
still in draft form. draft AMP contains the | plan, Risk Management Framework

RMP. and Risk Register.

Tungsten Contract

Manager/ Director

Finance and Business

Services

30 November 2008

8.1 Risk management | A Risk TG’s RMP | A draft of the asset | Audit sighted Tungsten’s Risk | Completed
policies and | Management Plan requires to be | management plan and | Management Plan dated 1% March
procedures exist | (Issued May 2007) finalised. system prepared by | 2008.
and are being | by TG (Draft) Tungsten, in
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Asset
Management
Element

applied to minimise
internal and
external risks
associated with the
asset management
system.

Previous Review

Findings

(RMP  TG) exist
which appears to

pre-date current
FOU. FOU
Contract sets

responsibility  for
RMP on TG, due
March 2008.

Recommended
Corrective
Actions

Post Audit Action
Plan

accordance with the
Facilities  Operations
and Utilities
Agreement, is being
finalised by the RIA’s
administration.

Tungsten Contract
Manager/ Director
Finance and Business
Services

30 November 2008

Action Taken

The AMP outlines the Risk
Management framework and the Risk
Register is located in Appendix 1 to
the AMP.

Sighted RIA/Tungsten Risk Workshop
documentation, Risk Management
Plan, Risk Management Framework
and Risk Register.

8.2

Risk are
documented in a
risk register and

treatment plans are
actioned and
monitored

Risk registers are
available in draft
and are not
complete for
power.

Risk registers
and treatment
plans to  be
completed.

A draft of the asset
management plan and
system prepared by

Tungsten, in
accordance with the
Facilities  Operations
and Utilities

Agreement, is being
finalised by the RIA’s
administration. The
draft AMP contains the
RMP.

Tungsten Contract
Manager/ Director
Finance and Business
Services

30 November 2008

A high level risk work and assessment
was undertaken by the Tungsten
Group and the RIA in late April 2008.
The workshop provided a high level
risk profile of the assets and has been
utilised to compile a risk assessment
of the power assets on the Island. The
outcomes of the workshop provided a
focus on the potential consequences
relating to the risks associated with
the power assets. This was then
developed into the risk assessment
register that have been used for
assessing the power assets.

The risk register also outlines the
further action required, allocated the
responsibility for risk mitigation and
states required completion date.

Completed

8.3

The probability and
consequences  of
asset failure are

AMP is in draft
form, includes
reference to risk

Probability  and
consequences of
all asset failure

A draft of the asset
management plan and
system prepared by

The AMP outlines the Risk
Management framework and the Risk
Register is located in Appendix 1 to

Completed
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Asset
Management
Element

regularly assessed.

Previous Review

Findings

but does not
include this
information at
present.

Recommended
Corrective
Actions

needs to be fully
documented.

Post Audit Action
Plan

Tungsten, in
accordance with the
Facilities Operations
and Utilities

Agreement, is being
finalised by the RIA’'s
administration.

Tungsten Contract
Manager/ Director
Finance and Business
Services

30 November 2008

Action Taken

the AMP.

A high level risk work and assessment
was undertaken by the Tungsten
Group and the RIA in late April 2008.
The workshop provided a high level
risk profile of the assets and has been
utilised to compile a risk assessment
of the power assets on the Island. The
outcomes of the workshop provided a
focus on the potential consequences
relating to the risks associated with
the power assets. This was then
developed into the risk assessment
register that have been used for
assessing the power assets.

The risk register also outlines the
further action required, allocated the
responsibility for risk mitigation and
states required completion date.

Contingency plans
have been
developed and
tested to minimise
any significant
disruptions to
service standards.

Operators respond
to maintenance
calls according to a
hierarchy of
response, however
no written plan was
seen to define
responsibilities/
priorities/ actions.
No emergency
plan viewed to
address overall
response to
failures.

A  Contingency
Plan is required
including
emergency plan
and emergency
response
procedures:

-an  emergency
plan dealing with
hierarchy of
responses/
priorities/
responsibilities
and linking to

Contingency Plan will
be developed and
integrated into  the
RIA’s Asset
Management Plan and
will include testing.

FOU Contract
Manager/ Tungsten
Contract Manager

30 November 2008

The Tungsten “Rottnest Island
Electrical Service Recovery Plan”
dated January 2009 is in place
providing different scenarios and
action plans. The plan also includes a
schedule for Electrical Service
Recovery Plan drill.

In addition, the RIA also has the
“Local Emergency Management
Arrangements” and the “Rottnest
Island Evaluation Arrangements and
Planning Guidelines” in place.

Completed

221

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc



Asset

Management
Element

Previous Review
Findings

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

subordinate

procedures,
addressing
actions in the
case of

explosion, fire,
injury, pole or line
down, etc.,

-a first on site

response
procedure should
be available.

Testing of

Contingency Plan
is required to

their operability and
to cover higher
risks

deal with
emergencies (sec
2.5)

Plan will need to
be followed up
and monitored.

FOU Contract
Manager/ Tungsten
Contract Manager

30 November 2008

check its
performance and
maintain its
currency and
effectiveness.
9.1 Contingency plans | Draft AMP March As above. Tungsten and RIA will | A schedule for Electrical Service | Completed

are  documented, | 2008 notes that Acti ted i develop a process to | Recovery Plan drill is included at the

understood and | procedures need to D(rjalftns no iss:ent monitor actions in Draft | back of the plan.

tested to confirm | be put in place to AMP. .

! put-in p Management According the schedule, each month a

different scenario is to be tested. As
advised by the Tungsten Contract
Manager, one scenario has been
performed to date. This was based on
a simulated phone call and they went
through the process and documented
what was done. The process was
subsequently reviewed and refined.
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Asset

Management
Element

Previous Review
Findings

Recommended
Corrective
Actions

Post Audit Action
Plan

Action Taken

12.2

AMS

Independent
reviews (eg internal
audit) are
performed of the
asset management
system

AMP provides

intent for
application of
Performance

audits or
compliance audits
on assets,

procedures and
processes (sec
2.5) No schedule
included.

The AMP should
include or refer to
a schedule for
internal audits.

Monitor that
audits are carried
out across the
assets and critical
processes.

A draft of the asset
management plan and
system prepared by

Tungsten, in
accordance with the
Facilities Operations
and Utilities

Agreement, is being
finalised by the RIA’'s
administration.

Tungsten Contract
Manager/ Director
Finance and Business
Services

30 November 2008

The Asset Management System
Review section of the AMP provides a
framework for:

e Review of the performance of the
latest AMP;

e Implement a new strategy for
improvement for the revised AMP;
and

e Determine the strategy for
monitoring and reviewing the
revised AMP.

Independent reviews of the AMS are
being performed through the Asset
Management System Reviews in
accordance with the Electricity
Licence.

Completed
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4.3 Review Results and Recommendations

Item no.

Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

ASSET PLANNING

Observations and results

(including any potential improvements)

Effectiveness Rating

(0=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

Planning process and objectives reflect
the needs of all stakeholders and is
integrated with business planning.

The Draft Rottnest Island Management Plan 2009-2014 (RIMP) identifies high level
issues facing Rottnest Island development, including utilities.

Facility, Operation and Utility Management Agreement 2007 (FOU Contract) establishes
requirements for an Asset Management Plan.

Asset strategies are evaluated in the Asset Management Plan, March 2009 (AMP),
which includes maintenance, restoration and replacement strategies.

The level of services is constructed from visitor feedback and strategic planning of the
RIA. Needs of stakeholders are assessed from customer surveys. Objectives of the
Strategic Development Plan 2007/08-2011/12, Sep. 2007 (SDP) included a KPI of 700
public submissions for 2007-08. A series of surveys were carried out during 2007/08 and
results reported in the “RI Visitor Research, Final Report 2007/2008 Results” by
Synovate in July 2008.

1.2

Service levels are defined.

Levels of Service are defined in the AMP including current and desired levels of service.

Section 6 of the AMP also sets short term, medium term and long term asset specific
targets to provide a focus and strategy for the management of assets.

13

Non-asset options (e.g. demand

management) are considered.

Section 3 of the AMP considers future demand management issues. This Section shows
that there may be a shortfall in power supply in 2009-10 under a “business as usual”
scenario (graph in Section 3.1, based on the “Rottnest Island Taskforce” May 2004
report).

Tungsten noted that the reliable plant capacity power figure of 900 kW quoted in the
AMP may be too conservative, and that the actual figure should be in the order of 1100
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Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

Observations and results

(including any potential improvements)

kW. Demand forecasting will need to be updated based on the revised assessment of
power and future demand (eg. from "Visitors Capacity Survey" commissioned on Curtin
University).

Recommendation:

Review the AMP to update the power capacity figure and the demand curves as
applicable. Review capability to satisfy demand from 2010 onwards. (Post Audit
Implementation Plan item 2.1)

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

1.4

Lifecycle costs of owning and operating
assets are assessed.

FOU agreement sets responsibilities for costing. Details and service records for the
power assets are held within the Tungsten Group asset management system (Navision)
and managed by the Tungsten Group. All service records and asset management plans
prior to October 2007 were not completed by the Tungsten, although the records are
kept on file for the development of the existing plans and historical analysis.

Whole of life costing including 5 Year Expenditure Forecast Summary up to 2012/13 is
included in the AMP. The 5 Year Expenditure Forecast Summary is supported by the 5
Year Operational Budget Forecast, 5 Year Restoration Maintenance Budget Forecast
and 5 Year Replacement/Renewal Budget Forecast. Audit sighted all supporting
documentations.

15

Funding options are evaluated.

The draft Rottnest Island Strategic Development Plan 2009-2014 sets up the high level
sources of funding.

Section 5 of the plan further states that an “investment in utilities infrastructure is
required due its age and expected future demand. The RIA’s responsibility for providing
and maintaining its own utilities cannot be supported in the current funding framework. A
review is underway to determine the most cost-effective solution including outsourcing or
shifting the responsibility to relevant government agencies.”

1.6

Costs are justified and cost drivers
identified.

The FOU Agreement sets responsibilities for costing.

Key Performance Indicators (KPIs) have been developed under the FOU Agreement,
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Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

Observations and results

(including any potential improvements)

and are reviewed and agreed annually by the RIA and Tungsten to ensure they continue
to provide meaningful and appropriate measure to monitor the performance of the
service delivery. Budget to actual are provided by Tungsten to RIA on a monthly basis
including KPls.

The Business Case provides for cost justification (Business Case for Power Generation
and Supply January 2008).

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

1.7

Likelihood and consequences of asset
failure are predicted.

The AMP outlines the Risk Management framework and the Risk Register is located in
Appendix 1 to the AMP.

A high level risk work and assessment was undertaken by Tungsten and the RIA in late
April 2008. The workshop provided a high level risk profile of the assets and has been
utilised to compile a risk assessment of the power assets on the Island. The outcomes of
the workshop provided a focus on the potential consequences relating to the risks
associated with the power assets. This was then developed into the risk assessment
register that have been used for assessing the power assets.

Sighted RIA/Tungsten Risk Workshop documentation, Risk Management Plan, Risk
Management Framework and Risk Register.

There was only one action due within the review period relating to the powerhouse 3T
crane. The action has been completed and an inspection report by an independent
inspection company was viewed.

1.8

Plans are regularly reviewed and
updated.

Section 8 of the AMP provides for review of the AMP on an annual basis. The annual
review shall analyse and identify areas for improvements.

Short term, medium term and long term asset specific targets are reviewed as part of the
annual review.

ASSET CREATION/ ACQUISITION

Full project evaluations are undertaken

New projects are reviewed through Business Case preparation.
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Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

for new assets, including comparative
assessment of non-asset solutions.

Observations and results

(including any potential improvements)

Evidence of evaluation in:

e RIA Business Case for Power Generation and Supply Jan. 2008 submitted to
the ERC; and

e Business Case for funding Wind Turbine and Low Load Generators (approx.
2006).

There were no applicable business case evaluations during the review period.

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

2.2

Evaluations include all life-cycle costs.

Whole of life costing including 5 Year Expenditure Forecast Summary up to 2012/13 is
included in the AMP. The 5 Year Expenditure Forecast Summary is supported by the 5
Year Operational Budget Forecast, 5 Year Restoration Maintenance Budget Forecast
and 5 Year Replacement/Renewal Budget Forecast. Audit sighted all supporting
documentations.

As no business case evaluations were carried out during the review period, it was not
possible to verify that life cycle costs are included in business case evaluations.
Tungsten and RIA follow the Department of Treasury and Finance (DTF) policy and
procedures which include whole of life costing in business case evaluations.

2.3

Projects reflect sound engineering and
business decisions.

Process for expansion/ reduction goes through a rigorous process.
Viewed documents covering:
e Business Case for Low Load Generating Plant procurement, January 2008

e RIA Report for Master Plan Utility Services 2007, GHD.

2.4

Commissioning tests are documented
and completed.

Audit sighted Commissioning Reports for the E-40 Wind Turbine Generator performed
during 2004.

Audit also sighted the “Changeover Strategy for the RIA for the Automation of the
Existing Main Distribution Board as part of the Rottnest Island Wind Diesel System”
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Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

Observations and results

(including any potential improvements)

dated March 2006, providing evidence of commissioning and testing plans for the new
MDB and automation of the existing diesel generators. No commissioning records were
available for these works however procedures and statement from Tungsten indicate
that this was a historical once off occurrence that took place under the earlier system
operation.

Other Commissioning Reports were available for sighting.

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

poor performance are critically
examined and corrective action or
disposal undertaken.

25 Ongoing legal/lenvironmental/safety | The RIA assigns responsibilities to various functions as evidenced by organisation chart 4
obligations of the asset owner are | and discussion with RIA staff and Minutes of Senior Management Team Meeting.
assigned and understood. . I
'9 u The FOU Agreement between RIA and Tungsten assigns responsibilities to Contractor
for management of those obligations related to the electricity licence.
3 ASSET DISPOSAL
3.1 Under-utilised and under-performing | Key Performance Indicators (KPIs) have been developed under the FOU Agreement, 4
assets are identified as part of a | and are reviewed and agreed annually by the RIA and Tungsten to ensure they continue
regular systematic review process. to provide meaningful and appropriate measure to monitor the performance of the
service delivery.
Tungsten’s Team Leaders and department meetings (3 weekly, pre-planned every 6
months) address plant problems and highlight recurring issues. Records of reactive jobs
provide further evidence of plant performance. Process of review is complemented by
meetings between Tungsten and the RIA.
3.2 The reasons for under-utilisation or | Routine reports (as per item 3.1 above) are produced to highlight performance and 4

required asset management actions.

Plant performance is discussed at monthly FOU Contract meetings. Once problem areas
are identified, investigations are carried out resulting in issue of “Action Plans” (eg.
Action Plan Generator 7, Jan 2009)].

Corrective actions are summarised in AMP Restoration and Replacement Plans.
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Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

Observations and results

(including any potential improvements)

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

3.3 Disposal alternatives are evaluated. The ‘Disposal Plan’ section of the AMP refers to the Department of Treasury & Finance 3
“Asset Disposal Policy — August 2005" that provide guidance to the RIA to undertake the
tasks necessary to identify and dispose of surplus assets.
RIA policy for asset disposal follows DTF policy. There are no examples of asset
disposal for the review period. A DTF officer is employed by the RIA to handle DTF
related procedures.
3.4 There is a replacement strategy for | FOU Contract sets up responsibilities for compliance with asset management 3
assets. requirements.
Section 4.6 ‘Disposal Plan’ of the AMP addresses asset replacement strategies.
4 ENVIRONMENTAL ANALYSIS
4.1 Opportunities and threats in the system | The AMP outlines the Risk Management framework and the Risk Register is located in

environment are assessed.

Appendix 1 to the AMP.

A high level risk work and assessment was undertaken by the Tungsten Group and the
RIA in late April 2008. The workshop provided a high level risk profile of the assets and
has been utilised to compile a risk assessment of the power assets on the Island. The
outcomes of the workshop provided a focus on the potential consequences relating to
the risks associated with the power assets. This was then developed into the risk
assessment register that have been used for assessing the power assets.

Sighted RIA/Tungsten Risk Workshop documentation, Risk Management Plan, Risk
Management Framework, Risk Register, Environmental Policy and Integrated
Management System Plan.

In addition, in completing a risk assessment on the power related assets for the Island,
the need to develop and publish an observation report was identified. The audit sighted
the ‘Rottnest Site Observations’ report that predominantly relates to operational,
management and health & safety and environmental issues.

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc

229




Item no.

Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

Observations and results

(including any potential improvements)

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

4.2 Performance standards (availability of | The FOU Agreement sets performance standards. KPIs are reported yearly, monthly 4
service, capacity, continuity, | and reviewed quarterly. (a number of KPI are reported in annual reports, eg. Network
emergency response, etc) are | Quality Reliability of Supply 2007-2008 Final Annual Report 2007 / 2008)
measured and achieved.
4.3 Compliance  with  statutory and | Tungsten has developed a process of internal review of the individual requirements of 5
regulatory requirements. the electricity licence as listed in the Tungsten Electricity Reporting Compliance Audit
Document.
The ‘License and Permit Register - Rottnest Island — Facilities Management Contract’
states that Tungsten and RIA will review all obligations per the Electricity Compliance
Reporting Manual in January each year.
4.4 Achievement of customer service | The FOU Agreement stipulates KPIs which are reported yearly, monthly and reviewed 4
levels. quarterly. Sighted Network Quality Reliability of Supply Annual Report 2007/08.
In addition, Section 6 of the AMP also sets short term, medium term and long term asset
specific targets to provide a focus and strategy for the management of assets. The asset
specific targets should be reviewed as part of the annual review of the AMP.
5 ASSET OPERATIONS 4
5.1 Operational policies and procedures | Operational policies are noted in several sections of the AMP. There was no stand alone 3
are documented and linked to service | policy document at the time of the audit, however Tungsten was preparing a draft
levels required. operational policy.
Operational procedures are available on the internal network. Procedures are also filed
in hard copy in a master register. Performance of operational policies is evidenced
through FOU Meetings and performance service levels reports.
5.2 Risk management is applied to | The AMP outlines the Risk Management framework and the Risk Register is located in 4

prioritise operations tasks.

Appendix 1 to the AMP.
Sighted RIA/Tungsten Risk Workshop documentation, Risk Management Plan, Risk
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Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

Effectiveness Rating

(O=not performed,
Observations and results 1=performed informally,
2=planned & tracked,
(including any potential improvements) 3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

Management Framework, Risk Register, Environmental Policy and Integrated
Management System Plan.
In addition, the ‘Work Order Priorities Procedure & Definitions’ is in place to guide the
Power Service Coordinator or delegated qualified Electrician in assessing the Work
Order and assign a priority under the criteria specified in the policy and this would
suggest action required.
5.3 Assets are documented in an Asset | Audit sighted RIA’'s Asset Register for Reticulation and Power Generation and confirmed 4
Register including asset type, location, | that asset register contains:
material, plans of components, and an | _ area Description,
assessment of assets’ | _ asset ID:
physical/structural ~ condition  and | _ Asset Description;
accounting data. - Serial Number:
- Condition; GPS Details;
- Electrical CAD Drawing Reference;
- Work Request Details/Comments.
Accounting data is recorded in separate systems. All assets expenditure is captured in
the financial management system used by Tungsten for the financial management of
assets (Navision). The Historical Cost information for the power assets is kept in the
finance asset register. The latest revaluation of the assets was performed in accordance
with an independent valuation by Australian Valuation Partners Pty Ltd. Infrastructure
assets have been revalued at 30 June 2008.
5.4 Operational costs are measured and | Audit sighted detailed monthly cost reports that are provided to RIA by Tungsten for the 4
monitored. purpose of invoicing. Actual operational costs against the budget are also reported and
monitored.
5.5 Staff receive training commensurate | A list of electrical personnel competencies and training records were sighted by the 4
with their responsibilities. audit.
6 ASSET MAINTENANCE 4

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc

231



Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

Observations and results

(including any potential improvements)

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -

refer 2.6)
6.1 Maintenance policies and procedures | The AMP contains strategies and plans for maintenance. A maintenance policy is being 3
are documented and linked to service | incorporated in the draft operational policy noted in item 5.1. Maintenance procedures
levels required. are available.
6.2 Regular inspections are undertaken of | Preventive Maintenance and Inspection schedules are on spreadsheets, inspection 4
asset performance and condition. entries generate work orders. Records of preventative maintenance (including
inspections) were provided.
Team Leaders keep more detailed plant records. Operational records for generators
were viewed on site. Some maintenance test reports were viewed.
6.3 Maintenance plans (emergency, | As advised by the Tungsten Contract Manager, approx 79% of maintenance is reactive 4
corrective and  preventative) are | and only 21% is planned. The aim is for 30% to be planned maintenance. Preventative
documented and completed on | maintenance plans were viewed. Jobs are being logged each day, some are planned,
schedule. some reactive. Job completion is monitored through Job Logging Reports on a weekly
basis on the FOU meetings. Jobs are also statistically analysed, whether completed on
time, reactive or planned jobs. The Tungsten Contract Manager meets with Team
Leaders 1-2 times per month to confirm that jobs that have been raised were completed
and to review outstanding work orders.
Restoration Maintenance Forecast for next 5 years is included in the AMP.
Records of preventative maintenance (including inspections) were available.
6.4 Failures are analysed and | Major failures result in operational incident reports and emergency and reactive 4
operational/maintenance plans adjusted | maintenance. These are recorded in the maintenance records. Minor incidents are
where necessary. handled through the reactive maintenance Job Logs.
The operational incident reports include investigation of causes and recommendations
for corrective actions. Reports are submitted to the RIA and discussed at the FOU
meetings.
6.5 Risk management is applied to prioritise | The ‘Work Order Priorities Procedure & Definitions’ is in place to guide the Power 4

20091110 Rottnest Island Authority - Performance Audit and Asset Management System Review 2009 - Final Report.doc

232




Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

maintenance tasks.

Observations and results

(including any potential improvements)

Service Coordinator or delegated qualified Electrician in assessing the Work Order and
assign a priority under the criteria specified in the policy and this would suggest action
required.

Recommendation:

The “Work Order Priorities Procedure & Definition” may need minor review to remove
uncertainty in response. For example, one of the criteria for assessment of priority is the
same for P1 (Immediate, without delay) and P2 (Urgent) response. Job Logging Reports
do not show the procedure priority rating (P1-P4). (Post Audit Implementation Plan item
2.2)

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

6.6

Maintenance costs are measured and
monitored.

The FOU Agreement requires reporting of costs. Cost reports were viewed.

ASSET MANAGEMENT
INFORMATION SYSTEM

7.1

Adequate system documentation for
users and IT operators.

The financial system used by Tungsten for the financial management of the assets is
Microsoft Dynamics Nav (Navision).

Tungsten’s Integrated Management System (TIMS) is used by Tungsten for asset
management.

Tungsten has generic (company-wide) procedures and have created some Rottnest
Island specific procedures (adapted from generic). More procedures are to be converted
as needed by operation.

Recommendation:

e There should be evidence of users and operators awareness of procedures in use.
(Post Audit Implementation Plan item 2.3)

7.2

Input controls include appropriate

Controls are performed by management through review of output reports and
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Item no.

Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

Observations and results

(including any potential improvements)

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

verification and validation of data | independent review by RIA Account Manager.
entered into the system.
7.3 Logical security access controls appear | Security access procedure is in place and appears adequate, requires account login and 4
adequate, such as passwords. password to be authorised.
7.4 Physical security access controls | A procedure is in place. Key lock entry to office and warehouse, padlocks at gates, keys 4
appear adequate. are restricted to authorised personnel. No alarms are in place.
7.5 Data backup procedures appear | Data backup procedure is in place, data backup carried out by corporate IT and is 4
adequate. backed up off-site both by Tungsten and RIA.
7.6 Key computations related to licensee | There is a need to verify current computations independently which has been identified 3
performance reporting are materially | by Tungsten and RIA, this action is in progress. Consultants (Norman Disney & Young
accurate. have been appointed to provide an independent report on the operation of systems that
RIA has in place that ensure compliance with Part 2 of the Electricity Industry (Network
Quality and Reliability of Supply) Code 2005.
7.7 Management reports appear adequate | The FOU contract requirements for compliance with the licence are comprehensive. 4
for the licensee to monitor licence | However, previous audit identified that the Management reports would benefit in
obligations. completeness by checking compliance to Compliance Manual.
Tungsten has developed a process of internal review of the individual requirements of
the electricity licence including the management reports, as listed in the Tungsten
Electricity Reporting Compliance Audit Document.
8 RISK MANAGEMENT 4
8.1 Risk management policies and | Audit sighted Tungsten’s Risk Management Plan dated 1 March 2008. The AMP outlines
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Item no.

Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

procedures exist and are being applied
to minimise internal and external risks
associated with the asset management
system.

Observations and results

(including any potential improvements)

the Risk Management framework and the Risk Register is located in Appendix 1 to the
AMP.

Sighted RIA/Tungsten Risk Workshop documentation, Risk Management Plan, Risk
Management Framework and Risk Register.

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

8.2

Risks are documented in a risk register
and treatment plans are actioned and
monitored.

The AMP outlines the Risk Management framework and the Risk Register is located in
Appendix 1 to the AMP.

A high level risk workshop and assessment was undertaken by the Tungsten Group and
the RIA in late April 2008. The workshop provided a high level risk profile of the assets
and has been utilised to compile a risk assessment of the power assets on the Island.
The outcomes of the workshop provided a focus on the potential consequences relating
to the risks associated with the power assets. This was then developed into the Risk
Register that was used for assessing the power assets.

The Risk Register also outlines the further action required, allocated the responsibility
for risk mitigation and states required completion date.

Only one action was due at the time of the audit (3T Crane due for inspection or re-
certification, risk register). The action has been completed, an inspection has been
carried out by an independent inspection company and a report is available.

8.3

The probability and consequences of
asset failure are regularly assessed.

The AMP outlines the Risk Management framework and the Risk Register is located in
Appendix 1 to the AMP.

A high level risk workshop and assessment was undertaken by the Tungsten Group and
the RIA in late April 2008. The workshop provided a high level risk profile of the assets
and has been utilised to compile a risk assessment of the power assets on the Island.
The outcomes of the workshop provided a focus on the potential consequences relating
to the risks associated with the power assets. This was then developed into the risk
assessment register that have been used for assessing the power assets.
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Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

Observations and results

(including any potential improvements)

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -

refer 2.6)
9 CONTINGENCY PLANNING 4
9.1 Contingency plans are documented, | The Tungsten “Rottnest Island Electrical Service Recovery Plan” dated January 2009 is 4
understood and tested to confirm their | in place providing different scenarios and action plans. A schedule for Electrical Service
operability and to cover higher risks. Recovery Plan drill is included at the back of the plan.
According the schedule, each month a different scenario is to be tested. As advised by
the Tungsten Contract Manager, one scenario has been performed to date. This was
based on a simulated phone call and they went through the process and documented
what was done. The process was subsequently reviewed and refined.
In addition, the RIA also has the ‘Local Emergency Management Arrangements’ and the
‘Rottnest Island Evaluation Arrangements and Planning Guidelines’ in place.
Recommendation:
Test the contingency planning scenarios as per the schedule. (Post Audit
Implementation Plan item 2.4)
10 FINANCIAL PLANNING
10.1 The financial plan states the financial The RIA has prepared a “Rottnest Island Strategic Development Plan 2009-10 — 2013-
objectives and strategies and actions to | 14" (Draft) (SDP) which covers corporate management and governance initiatives to
achieve the objectives. deliver business objectives. In addition power budgets have been prepared as part of the
AMP, eg. 5 year "Restoration and Replacement Plan 2008".
10.2 The financial plan identifies the source | The SDP identifies the sourcing of funds for capital expenditure and recurrent costs. 4
of funds for capital expenditure and
recurrent costs.
10.3 The financial plan provides projections | The SDP provides projections of operating statements (profit and loss) and statement of 4

of operating statements (profit and
loss) and statement of financial position

financial position (balance sheets).
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Item no.

Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

(balance sheets).

Observations and results

(including any potential improvements)

Effectiveness Rating

(O=not performed,
1=performed informally,
2=planned & tracked,
3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

10.4 The financial plan provides firm | The SDP includes firm predictions on income up to 2014. Indicative predictions beyond 4
predictions on income for the next five | this period are also included.
years and reasonable indicative
predictions beyond this period.
105 The financial plan provides for the | The AMP provides expenditure and budget forecasts for operations and maintenance, 4
operations and maintenance, | administration and capital expenditure.
administration and capital expenditure
requirements of the services.
10.6 Significant variances in actual/budget | Variations in actual and budget income and expenses are identified in monthly reports 4
income and expenses are identified | from Tungsten. Variations are reviewed by RIA FOU Contract Manager. Queries are
and corrective action taken where | raised on Tungsten. Issues are discussed at FOU meetings. Separate review carried out
necessary. by the Finance Committee and output documentation forms part of the Board Agenda.
11 CAPITAL EXPENDITURE PLANNING 4
111 There is a capital expenditure plan that | FOU Contract sets the responsibility for capital works budgets onto contractor, TG
covers issues to be addressed, actions | (Oct.2007 onwards). Prior to Oct 2007. Transfield Services prepared the Capital Works
proposed, responsibilities and dates. Budget for 2007-08 (Sep 2007).
The AMP by Tungsten includes the capital expenditure plan (“Reinstatement /
Replacement Plan”). The plan includes forecast capital expenditure for asset
replacement/renewal for 5 years to 2012/13.
11.2 The plan provides reasons for capital | The AMP provides reasons for capital expenditure and timing of expenditure. Audit 4
expenditure and timing of expenditure. sighted all supporting documentation.
11.3 The capital expenditure plan is | The Asset Register and the Replacement Plan are generally consistent in identifying 3
consistent with the asset life and | plant condition. Some items of plant are shown as needing maintenance in asset register

condition identified in the asset

but are not listed in Restoration/Replacement Plan within the AMP (eg. Cooling Towers
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Effectiveness Rating

(O=not performed,
Observations and results 1=performed informally,
2=planned & tracked,
(including any potential improvements) 3=well-defined,
4=quantitatively controlled,
5=continuously improving -
refer 2.6)

Criteria

(refer AMS Effectiveness Matrix in
Audit Guidelines)

management plan. Gen-Set 2 and 5).
Recommendation:

Review the Asset Register against the Replacement Plan for consistency and update as
necessary. (Post Audit Implementation Plan item 2.5)

11.4 There is an adequate process to | The FOU Contract requires Tungsten to update the AMP on a yearly basis. The AMP is 4
ensure that the capital expenditure plan | subject to a process of review between Tungsten and the RIA.
is regularly updated and actioned.

12 REVIEW OF AMS

121 A review process is in place to ensure | The FOU Contract requires regular review and updates yearly. 4
that the asset management plan and
the asset management system
described therein are kept current.

Section 8 of the AMP provides for review of the AMP on an annual basis. The annual
review shall analyse and identify areas for improvements.

12.2 Independent reviews (e.g. internal | Mr D English, Tungsten Business Improvement Manager is to carry out an independent 4
audit) are performed of the asset | review of the AMS. The review has been scheduled for mid January 2010.
management system.
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4.4 Conclusion

The review of the asset management system shows that there has been a significant
improvement in processes since the previous review with all previous
recommendations having been implemented.

For the audit period of 1% February 2008 to 31% March 2009, the review concluded
that effective asset management processes are operating and are quantitatively
controlled. There were no major exceptions.

Several opportunities for further improvements have been recommended in the Post-
Audit Implementation Plan.

END OF REPORT
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