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Engaging on our 2028-33 gas
distribution network plans

The Gas Access Arrangement Review
(GAAR) is the process undertaken every
five years with the Australian Energy
Regulator (AER) to develop the expenditure
plans for our gas network, covering the
regulatory period between 1 July 2028 and
30 June 2033. Our five-year plan, referred
to as a Revenue Proposal, must be lodged
with the AER by 1 June 2027. The AER will
assess our plan and set our revenue, which
affects the price customers pay for gas,
the types and quality of services and
level of customer service we deliver.

The purpose of this document is to
outline our approach to engaging with
customers and stakeholders to inform
our GAAR 2028-33 Proposal.

Our engagement program for the

2028-33 GAAR is designed to understand

the values, preferences and long-term
interests of our customers and support these
being reflected in our Proposal. It is intended
to give customers and stakeholders a genuine
opportunity to shape our Proposal and satisfy
the AER’s requirements, outlined in its Better
Resets Handbook.

Our 2028-33 GAAR engagement plan

will build on the engagement undertaken
for the 2023-28 GAAR process, which
concluded in early 2023, and the Variation
Proposal we lodged to amend our 2023-28
Access Arrangement, which concluded in
April 2025. In addition, insights from ongoing
research and engagement activities will
support the process, including insights
collected via our Customer Consultative
Committee, Customer Satisfaction (C-Sat)
and other research programs, Developer
Consultative Committee and regular
engagement with major customers

and other external stakeholders.
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A living engagement plan

This engagement plan is a living document. We both recognise and support this document
changing over time as customers and other stakeholders begin their engagement activities
with us, and as environmental circumstances continue to change. It has been developed with
our Customer Consultative Committee (CCC) and builds on our ongoing customer research, our
experience engaging across AusNet's three regulated networks, other distribution businesses’
experience and engagement guidelines and best practices.

The CCC provided input on the engagement model, objectives, topics and stakeholders to
include in the process. Overall, the CCC was supportive of our engagement plan, with the table
below summarising specific feedback:

Description Customer benefits

Reconciling different views between stakeholders Our GAAR Development Panel has been structured
will be important for the process, noting the passion to play the key role of reconciling views heard through
and diversity in views on gas matters. other engagement activities. Other engagement

activities including the Stakeholder Roundtable will
focus on gathering diverse perspectives but will
not be decision-making forums.

From experience with other price reviews, clear We have drafted separate Terms of Reference for both

Terms of Reference are necessary so members of the GAAR Development Panel and the Gas Stakeholder

different engagement panels/forums understand Roundtable and added another layer of detail to

their role in the process. describe the roles each play in the engagement structure

The CCC offered suggestions for topics to engage The CCC's suggested topics and stakeholders HOW to use thiS dOCU ment
on, as well as key stakeholders to include. are reflected in this document. We have also direct-

approached the stakeholders suggested by the

We welcome your feedback on this document. Below are questions you may choose
CCC to invite them to be involved. Y q Y y

to use as ‘thought starters”:

There is a need to better understand household gas We have included this the list of topics and will o ] )
usage and the shift toward electrification, while also incorporate external presenters as part of the agenda + Are the engagement activities * Is there anything you'd like to see
hearing diverse perspectives on the future role of gas. for the Gas Stakeholder Roundtable. proposed suitable for the customers us do to help build your confidence
and stakeholders we need to reach? in the engagement process?
+ Are there any topics not listed that + s there any other feedback or advice
you'd like us to be discussing? you'd like to share?
Updates to this document will be shared via the GAAR 2028-33 pages on Community Hub, + Who else should we be engaging with? *+You can share your feedback
and we W'I||' contlrjue to seek feec_:lbock on this plan to ensure we are providing appropriate Are there any perspectives missing? and responses to these questions
opportunities for interested parties to engage. and shape future iterations of this

+ Do you have any ideas for additional
customer research we could undertake
to support the engagement process
and Proposal development?

document via the feedback form
on our Community Hub page.
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Engagement objectives

Our overarching objective is to develop a Proposal that reflects consumer needs, is supported
by stakeholders and is accepted by the AER.

Our engagement approach will be guided by the AER's requirements (below) from the
Better Resets Handbook:

. . Achieving breadth and depth Clearly showing how customers
Engaging the right way . q
of engagement have impacted this proposal
+ Sincere engagement + Accessible, clear and + Linking our proposal to consumer
- Treating consumers as partners transparent engagement preferences
- Equipping consumers to engage  © Consulting on desired outcomes *+ Independent consumer support
and then inputs for the proposal

- Being accountable
- Engaging via multiple channels

« Consumers' influence on the proposal

Key topics

We aim to engage on topics most relevant to shape our Proposal and where stakeholders can
have an influence on our decision making. Our approach is designed to engage stakeholders on
issues most relevant and of interest to them, and where they can make a meaningful contribution.
We will revisit topics as necessary throughout the process, particularly if there are material changes
in our operating environment arising from government policy, National Gas Rule changes,

or evolving customer preferences.

Several key engagement topics have already been identified:

The AER expects we will engage on: Topics our stakeholders have indicated interest in include:

+ Demand forecasts +  Continued reliability of the gas network

+ Opex base year, trends and + Renewable gas opportunities to decarbonise Victorian industry
step changes + Fairness and equity (in particular, how we can support not leaving

+ Capex program customers behind)

+ Accelerated depreciation + Electrification, specifically modelling of whole-of-household

- Overall value for money and affordability costs and least-cost path to decarbonisation (and what it

o Taffsend phcing means for our gas network)
+ Long-term scenarios and impact on bills

Opex (reactive repairs) vs capex (proactive maintenance) trade-offs

Gas network decommissioning, including technical options,
environmental impacts, and options for strategic ‘pruning’

Approach and who pays for service abolishment for customers
leaving the network

The role of gas in an orderly energy system transition
Cultural and social variables in the gas transition

Additional topics we would like to discuss include:

Changes to our tariff variation mechanism,
for example a hybrid price cap mechanism
or a revenue cap

National Gas Rules (including Energy
Consumers Australia proposed rule changes
to the Australian Energy Market Commission)

y & &Y Y 4



Yy V5V Ve

Our engagement model

Our engagement model enables a range of customers, representatives and stakeholders
to shape and offer feedback on our Proposal, with defined pathways for reconciliation to best

reflect customer preferences.

We will also use a range of channels to connect customers and stakeholders to topics

and engagement methods that they are suitable for and interested in.

Customer Consultative
Committee (CCC)

Gas Stakeholder
Roundtable

*Evolution of GAAR 2023-28
and Re-opener Roundtable

GAAR research BAU research

program

program

GAAR Development

Panel (GDP)

Customer
workshops

A small group of experts overseeing
engagement and providing guidance
and advice to shape the Proposal.

Acts as a decision-making forum
on agreed topics.

A forum for listening to diverse
stakeholder perspectives on key topics.

This is an advisory (not decision-
making) forum. Supports GAAR
Development Panel deliberations.

Targeted engagement with specific
customer and stakeholder groups to
support the Proposal development.

1:1 stakeholder
engagement

Major customer
engagement

Advisory (not decision-making)
forums, supporting Roundtable
discussions and GAAR Development
Panel deliberations.
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The following sections describe each engagement channel, with further information
in appendices and Terms of Reference for each group.

GAAR Development Panel (GDP)

The GDP is a small group of experts overseeing engagement and providing guidance and advice
to shape the Proposal. The GDP will engage in deep, focussed discussions on complex topics that
are most significant to the Proposal. The purpose of the GDP is to work constructively with AusNet
to shape a Proposal that (a) reflects customers’ interests, and (b) they can support. The GDP will
act as a decision-making forum on agreed topics.

Details

Primary role = Support AusNet to achieve the overarching engagement objective: to develop a
Proposal that reflects consumer needs, is supported by stakeholders and is accepted by the AER.

To achieve this the GDP will:

1. Collaborate with AusNet to desigh and execute an inclusive and effective engagement
program by:

Co-designing parts of the engagement plan, including at a minimum the detailed plan for

customer workshops and design of customer research on accelerated depreciation outcomes.

Participating in other engagement activities as required, including attending relevant Gas
Stakeholder Roundtable sessions, speaking at AER public forums, attending at least one
customer workshop, and participating in 1.1 stakeholder engagement as desired.

+ Providing strategic oversight to our engagement program, providing independent advice
to AusNet and proposing adjustments to engagement topics, activities, or approach in the
pursuit of the engagement objective.

2. Support AusNet to shape a Proposal in a dynamic, complex and uncertain context by:

Reconciling disparate customer preferences, as anticipated through the engagement process,
to recommend a compromise for AusNet to pursue in our Proposal

Discussing and forming a consensus on the approach a prudent service provider should
take in the current dynamic environment

Constructively challenging AusNet's approach, participating in good faith to achieve the
engagement objective within the scope of the Proposal and the existing regulatory framework.

3. Represent customers' interests on topics requiring expert knowledge by:

Identifying and prioritising the issues that matter the most for customer groups, based on
observations through the engagement program

Bringing expert advice for consideration based on technical expertise of the subject matter
(e.g. gas markets, regulation, and policy) or from experience with customers outside of the
engagement program (e.g. representing a customer or industry group or otherwise), and

Consulting on AusNet's approach to complex topics, including, for example, the approach
to accelerated depreciation, tariff variation mechanisms, or strategic network planning.

n

Topics = The GDP's remit will be decided at the establishment of the GDP. The GDP will also

be involved in determining the level of influence (and ownership) they want over the direction
of various parts of the Proposal — that is, where on the IAP2 spectrum of public participation

they would like to operate.

Membership — The GDP will comprise an independent Chair plus 4-5 engaged and informed
representatives of customers or experts with strong industry knowledge and technical expertise.
Members are required to represent the interests of all AusNet gas customers and respect (and
reflect) the outputs of other engagement activities in their work. Panel members will be selected
to reflect a broad range of consumers and bring diverse industry knowledge.

Meeting frequency - The panel will meet bi-monthly for the first half of 2026 and every 4-6 weeks
following this until the Proposal is submitted in mid-2027, with the flexibility to adjust as required.

Further details are set out in the terms of reference for the GAAR Development Panel.
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Gas Stakeholder Roundtable

The Gas Stakeholder Roundtable is an
evolution of the Roundtable we engaged
with on our 2023-28 Proposal and Variation
Proposal, to provide continuity and keep
AusNet accountable. This group last met in
April 2025. The purpose of the Roundtable
is to create a forum for hearing diverse
stakeholder perspectives on key topics

for the many interested stakeholder and
customer groups.

Feedback from the Roundtable will be
presented back to the GAAR Development
Panel for further consideration, discussion,
and reconciliation. The Roundtable is an
advisory group, not a decision-making
group, but its insights and advice will be
heavily relied upon by the GDP.

Details

Primary role — Gather stakeholder
preferences and insights into key topics for
the GDP and AusNet, as well as providing
a channel for feedback on topics which
matters to stakeholders most. To achieve
this the Roundtable will:

Discuss topics determined by the
GDP and AusNet that are of interest
to a broad mix of stakeholders

Meaningfully contribute the experiences
and preferences of the organisations/
industries they represent

Be encouraged to make submissions
on our Draft Proposal and Proposal

Engage on topics of most interest/
relevance to them.

Topics — Topics for the Roundtable

will be decided by the GDP and AusNet.
These will likely be structured to target
topics to specific stakeholder groups

at each meeting, to reduce the time
commitment required for different sets
of stakeholders as much as possible.

Membership = A broader stakeholder

panel open for interested parties to submit
an Expression of Interest to join. Members
can opt in/out to conversations that interest
them most. Members may include (but are
not limited to):

Consumer advocates
+  Retailers
Sustainability groups
Local Government Authorities
Regulators

Government departments
and organisations

Developers and property
industry representatives

Representatives from other parts
of the gas supply chain

The meetings will be chaired either by

a senior AusNet representative or the
independent GDP Chair, as determined by
the GDP.

Meeting frequency - Approximately

6 times throughout the process for roughly
half a day, with additional updates/briefings
as needed.

Further details are set out in the terms of
reference for the Gas Stakeholder Roundtable.
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Research

Our research will shape our engagement approach and strengthen the foundations of our
Proposal. AusNet's ongoing research program tracks customer needs, expectations and priorities
over time. Our bespoke and targeted research studies for the GAAR will enable us to uncover
deeper insights on specific topics and issues that influence strategic decisions, supporting
the engagement process and development of our GAAR Proposal by:

+ Providing robust, evidence-based +  Driving informed decision-making
support for our Proposal by integrating on key topics of our Proposal through
quantitative and qualitative data, giving detailed exploration of these topics
stakeholders confidence in the integrity - Fostering transparent and meaningful
of our approach. discussions on key aspects of our Proposal

using data-driven insights supported with

sentiments and understanding how qualitative context to uncover the "why”
customer views shift in response to behind customer preferences

external factors such as technology, + Championing inclusivity and representation

policy, and economic changes, by capturing perspectives from a broad

to inform our Proposal range of customers and communities,
enabling diverse voices to be heard
through the process and in the Proposal

« Tracking evolving trends in customer

Research project Purpose

Energy sentiment tracker (ongoing) To gain continuous and strategic insights into how residential
and business customers on our gas network feel, think and

behave regarding energy use.

To gain a deep understanding of customer perspectives
and preferences on accelerated depreciation and pricing,
to inform and strengthen our Proposal, updating the research
conducted during our GAAR 2023-28 Proposal process.

Quantitative analysis on accelerated
depreciation (revised)

To segment customers by their gas usage pattern

and behaviour characteristics enables a more nuanced
understanding of their preferences and needs, which in turn
supports more accurate demand forecasts and targeted
engagement strategies.

Customer segmentation (new)

To explore why households maintain a gas connection
despite having no usage, aiming to uncover the underlying
reasons and future intentions of these customers.

Dormant gas customers (existing)

Further information on our research projects can be found in Appendix B.

Customer Workshops

We will hold a series of customer workshops with households and businesses connected to

our distribution network. These sessions will be held in various locations and may be delivered in
multiple rounds to capture a broad range of feedback from diverse consumers and stakeholders.
Our aim is an inclusive engagement program which proactively reaches a range of customers

to shape our Proposal.

These workshops will be co-designed
in collaboration with the GDP. This design
process will include:

+ |dentifying key topics for customer
engagement

+  Determining which customers and
communities to involve and selecting
locations that support accessibility
and representation

+  Shaping the structure and timing of
workshops, including options for multiple
rounds and identifying the most effective
stages in the Proposal development process
to engage and gather customer feedback

+ Defining desired outputs and how these
insights will be reflected in our Proposal.

Through these workshops we expect to:

«  Share information about our services,
consumer energy trends, the future of
gas, and our draft Proposal

+  Gather direct feedback and insights
to understand customer preferences:

« Listen to the lived experiences,
preferences, and challenges for
our customers

+  Test key elements of our Proposal
directly with those impacted by
service levels and bills

+ Understand the views of a diverse
range of customers and businesses
ACross our network

+ Validate findings from our
quantitative research.

+  Build customer knowledge, trust, and
confidence in our engagement process by:

+ ldentifying and addressing emerging
issues or concerns with our existing or
proposed gas services

+  Providing an opportunity for feedback
on our engagement process.

Major customers and one-on-
one stakeholder engagement

In addition to our ongoing engagement,

we will create dedicated opportunities for
major customers to engage directly with us
on our Proposal and their specific needs,
expectations, and preferences. Our GDP will
help guide our engagement activities with
these customers which may include one-on-
one meetings, webinars, and surveys.

We will also keep stakeholders informed
about our plans and provide opportunities

for feedback, to understand their preferences
and priorities on various aspects of our
Proposal. This includes those who have a
general interest in our planning but may not
be actively involved in other engagement
activities, such as government and regulators.

Through this targeted engagement with
major customers and stakeholders we will:

+ Understand specific needs, expectations,
and preferences, including:

+ Explore their needs and requirements,
including future gas demand
expectations and supply requirements

+ Discuss opportunities and challenges
related to renewable gas, where
appropriate

+ Gain insights into the broader gas
market landscape, including market
dynamics and government policy

+ Seek feedback on aspects of the
Proposal that directly impact their
operations

«  Seek feedback on the extent to
which our Proposal reflects customer
and stakeholder preferences

+ Maintain transparency and build trust
with a wider group of interested parties

+  Keep stakeholders informed about
our plans and provide opportunities
for feedback

+ ldentify any emerging issues or
opportunities that may influence
our Proposal.
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Customer Consultative Committee

Our Customer Consultative Committee
(CCC) is a standing committee that brings
the voices of communities and customers
into our business to discuss operations and
plans with AusNet senior leaders.

The CCC will continue to be updated on

the process and will be given an opportunity
to observe engagement activities to retain
oversight of gas matters and hold AusNet
accountable within and beyond the
regulatory period.

"Business-as-usual” (BAU)
research and engagement

Our BAU research and engagement
activities include our customer satisfaction
(C-Sat) program, ongoing major customer
and operational engagement, Developer
Consultative Committee and other channels.
Relevant insights from these activities will be
incorporated into the process to help inform
our Proposal.

Draft Proposal engagement

In early 2027 we will release our draft Proposal,
seeking public feedback from a broad range
of stakeholders to inform our final Proposal.
Activities will be discussed with the GDP
nearer the time but may include:

+  Promoting the draft proposal and
opportunities to engage

Open public submissions on our
draft Proposal

Public briefings (e.g. webinars).

Post-lodgement engagement

Following the lodgement of our Proposal

we will continue to maintain our business-
as-usual research and engagement program
and continue GAAR-specific engagement
as-needed to inform our revised Proposal.

This is highly unknown and largely dependent
on the AER's feedback, or changes to our
operating environment, so will be determined
nearer the time, but may include further
meetings with our GDP, Gas Stakeholder
Roundtable and customer workshops.

Joint engagement with the
other Victorian gas networks

Following positive feedback from
stakeholders from previous joint engagement
activities, we will conduct joint engagement
and research with Australian Gas Networks
(AGN) and Multinet Gas Networks (MGN) as
appropriate. Topics may include accelerated
depreciation, tariffs and reference services.
Any joint engagement will:

Focus on topics of interest to both
businesses and our stakeholders

Streamline engagement where we
may be engaging with the same
stakeholders on the same topics.

Community Hub

To maintain transparency and keep
stakeholders informed, we will regularly
upload outcomes, outputs, and updates
to our dedicated Community Hub page
throughout the engagement process. We will:

Communicate progress on our
engagement activities

Publish key documents, meeting
summaries and outcomes

+  Keep all stakeholders informed and
up to date

Provide a virtual space for stakeholders
to ask questions and share feedback.

Stakeholders

We have a variety of stakeholders that we want to engage with to understand preferences that
we can use to inform our Proposal. We know there are a number of stakeholders that will want to
be involved/kept informed during this process, including (but not limited to):

Consumers and
their advocates

Other interested
stakeholders

Residential customers and communities
Small and medium businesses

Commercial and industrial customers
and their representatives

Social service representatives

Independent advocates (various)
CALD communities
Health / medical groups

Consumer advocates and representative
organisations

Retailers

+ Academics

Property industry and developers
Master Plumbers Association
Unions

Government and Government organisations

Sustainability groups

Policy institutes

Gas appliance manufacturers
Renewable gas producers
Industry associations

Regulators

y & &Y Y 4
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Proposed timeline

Key activities

Engagement and research Aug | Sep | Oct Jan Aug | Sep | Oct Jan

Research

Gas Development Panel - -

Customer workshops

Stakeholder Roundtable - - - - -

Draft proposal engagement

Revised proposal engagement
(as required)

Major customer and stakeholder
engagement (as required)

Key deadlines

*=AER decisions may be T month earlier due to earlier revision date
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Appendices

Appendix A - Engagement objectives

A summary of the AER’s requirements and how we plan to achieve each objective through
our engagement approach is provided in the table below.

The AER's requirements

Engaging the right way

Sincere engagement

How we will achieve this objective

Our engagement approach is supported by the AusNet Board and senior leaders, who will
consistently participate in and/or observe our engagement activities

The engagement program is well-resourced, with sufficient budget available for

all engagement activities to be undertaken effectively. This includes our ongoing and BAU research
and engagement programs to enable more informed, transparent and nuanced discussions support
by historical data and relevant insights

We will design an engagement approach that is informed by customer advocates and stakeholders
and remains flexible to evolve with their ongoing input. Our approach will respond to changes in
customer sentiment and the external environment, with the ability to revisit topics as needed

We will prioritise themes and issues that are important to our customers and stakeholders,
focusing on areas where they can influence outcomes

Where appropriate, we will provide panel members, customers and stakeholders with access
to confidential and sensitive information on many aspects of our performance, operations and
operating environment to guide discussion.

Treating consumers
as partners

The terms of reference for the GAAR Development Panel will be drafted and reviewed as a
collaboration between AusNet, the members of the panel and other consumer advocates

The GAAR Development Panel will be involved at every stage of our planning including designing
and observing other engagement activities

We will be responsive to requests for additional meetings, information and discussion on topics
throughout the engagement process

Insights and feedback from our BAU panels (such as our Customer Consultative Committee) will
also be used to inform the engagement approach and planning.

Equipping consumers
to engage

Detailed and relevant information and content will be provided to GAAR Development Panel
members one week before each meeting

Research and engagement insights from multiple sources will be shared to help panel members
form their own opinions and participate in deeper and more informed discussions

Panel members with strong industry connections, relevant background, consumer representation
and technical knowledge will be selected to challenge us across a broad range of topics to better
inform our proposal

We will provide other interested stakeholders and consumers with relevant information while
engaging with them, so they may provide informed insights and feedback.

Being accountable

We will invite the AER and other relevant stakeholders to observe our engagement activities

We will welcome challenging conversations and engage openly and honestly to deepen our
understanding of consumer preferences to find the best outcomes for our Proposal.

Our engagement outcomes and materials will be published on our Community Hub page.

The AER's requirements

How we will achieve this objective

Achieving breadth and depth of engagement

Accessible, clear and
transparent engagement

For each engagement activity, we will clearly explain its purpose, scope, and how much influence
participants have, including any limits like government policy or existing customer insights

We will publish this engagement plan and our engagement outputs on our Community Hub site,

to help those who are not directly involved in activities stay informed and participate if they choose

Engagement materials will be prepared with the audience in mind, with a focus on accessibility
and clarity. This includes efforts to use plain language, visual aids, explainers, and providing
additional background material and opportunities to seek clarification

Clear timelines of the process will be provided to give engagement participants visibility
and predictability.

Consulting on desired
outcomes and then inputs

The outcomes of our Proposal will be shaped by consumers. This means engaging them on the
outcomes they value and how they want us to engage with them throughout the development

of our Proposal

Our engagement with consumers will focus on both long-term outcomes and those specific

to the regulatory period covered by the Proposal

We will continue engaging after our proposal has been submitted. If circumstances change

and updates are required, we will engage with consumers and stakeholders on those changes

Our ongoing research program (including our Energy Sentiments Tracker and Customer Satisfaction

program research) will provide insights on the gaps between current and desired expectations and
customer needs, which we will use to support decision making within our Proposal.

Engaging via multiple
channels

A variety of appropriate engagement methods will be used, including in-person and online
meetings, workshops, surveys, forms and forums, with methods selected based on stakeholder
preferences and audience

We will provide multiple channels for interested parties to interact and provide feedback,
including through social media, our Community Hub and direct email.

Consumers’ influence on the
Proposal

The level of engagement and influence by consumers and stakeholders on the IAP2 spectrum
will be made clear for each engagement activity

All participants, across activities including workshops and surveys will be made aware of how
their feedback will be used for the Proposal. Our panels and engaged stakeholders will have
a clear line-of-sight to the Proposal development through the process

Meeting minutes and outcomes of our GAAR Development Panel will be reviewed by the Chair
before being published to confirm our understanding and the outcomes of each meeting.

Clearly showing how customers have impacted this proposal

Linking our Proposal
to consumer preferences

Consumer preferences found through our research and engagement activities, including from
our BAU and ongoing programs, will be reflected throughout our Proposal

We will release a comprehensive draft Proposal seeking stakeholder feedback. The Proposal
submitted to the AER will show how we have responded to feedback received on this draft Proposal.

Independent consumer
support for the Proposal

We will seek feedback and support for our draft Proposal before finalising it, incorporating the
feedback we receive into our final submission to the AER

We will empower our GAAR Development Panel to produce an independent report that outlines their
views on the engagement process and the extent to which customer preferences are reflected in our
Proposal. This report will provide advice to the AER as part of their consideration of our Proposal.
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Appendix B - Research

The following research activities will support our engagement approach. By gathering further
insights and preferences to be used to inform our Proposal.

Research activity Details and Purpose Target audience

Energy Sentiments Our existing energy sentiments tracker provides continuous, strategic insights into End-use consumers
Tracker (ongoing) how residential and business customers on our gas network feel, think and behave

regarding energy use. This ongoing research monitors trends over time and delivers

valuable intelligence to inform our Proposal. The tracker is modular and can

incorporate emerging topics such as gas cooking sentiment to stay relevant.

What insights do we monitor over time?

Our Energy sentiments tracker should go beyond basic attitudes and behaviours
to provide a 360° view of customer experience, expectations and transition readiness.
Key dimensions include (but are not limited to):

+ Perceptions of AusNet as a gas distributor incl. trust, reliability, value for money,
community/environmental care, crisis response, innovation and support for
customers experiencing vulnerability

+  Overall satisfaction and the strategic priorities customers want AusNet to focus
onincl. cost, reliability, safety, decarbonisation, customer service, innovation

Perceived bill levels, cost-of-living pressures and drivers of bill changes; importance
of bill predictability for budgeting

+ Appliance ownership and switching intentions (including cooking preference
in 2026), electrification journeys, reasons for changing gas usage

Outage experience and communications: Frequency and acceptability of
planned/unplanned outages, preferences for notification channel

+ Future intentions incl. likelihood of staying connected to gas, switching to electric
and adopting related technologies (EVs, solar, batteries)

Topical lenses as needed (e.g. gas stovetop cooking sentiment) to capture
emerging concerns without altering core tracking.
How does this support our GAAR engagement?

+  Provides existing and ongoing data and evidence for our Proposal on the
preferences and feedback of customers on our gas networks

- Brings continuous/historical quantitative data into key discussions on customer
preferences across various aspects of the Proposal

+  Provides an opportunity to include targeted questions about our Proposal,
enabling us to capture customer preferences from a broader range of customers.

Accelerated This research activity will aim to gain a deep understanding of customer End-use consumers
depreciation — perspectives and preferences regarding accelerated depreciation in gas

quantitative infrastructure and pricing, delivering critical insights to inform and strengthen

analysis (new) our Proposal. By examining how customers perceive and respond to this approach,

we seek to make sure the Proposal aligns with their expectations, addresses
concerns and supports transparent decision-making.
What insights could we capture?

+  Preference for price path and profile, incl. the trade-off between longer-
and nearer-term prices

Affordability constraints and attitudes

+ Understand attitudes and preferences around risk-sharing.

How does this support our GAAR engagement?

+ This research allows us to bring a quantitative data into key discussions
on accelerated depreciation

Gives a broader range of customers the opportunity to have a say on
a key topic that will shape our Proposal

+ Acts as key evidence for our Proposal aligning with customer preferences.

Research activity Details and Purpose Target audience
Customer Segmenting customers by their gas usage pattern and behaviour characteristics End-use consumers
segmentation enables a more nuanced understanding of their preferences and needs, which in turn

for demand supports more accurate demand forecasts and targeted engagement strategies.

forecasts (new) By analysing how different customer groups use energy today and how they expect

to use it in the future, we can tailor our services and communications to better match
their distinct patterns and expectations.

What insights could we capture?

+ Identify distinct consumption patterns (e.g. seasonal intensity, peak/off-peak
load shapes, low-use/dormant connections) and quantify segment-level demand
trajectories. Flag segments at risk of disconnection or abolishment

+ Understand the drivers of current and future gas use incl. appliance stock and
replacement cycles, electrification intentions, response to price changes and
sensitivity to bill volatility vs predictability

+ Map how customer characteristics (e.g. renter/owner status income and hardship
risk, dwelling type) and local context (e.g. municipality, building stock) influence
demand and switching behaviour

+  Gauge segment-specific attitudes toward new technologies (efficient appliances,
electrification solutions) and the practical conditions that enable or constrain
adoption (cost, capability, landlord decisions).

How does this support our GAAR engagement?

+ Understanding gas usage pattern and behaviour characteristics supports
more accurate demand forecasts for our Proposal

+ Understanding the preferences of different demographics enables us to engage
through appropriate methods on topics most relevant and important to each
customer segment.

Dormant gas Existing research on dormant gas customers explored why individuals maintain End-use consumers
customers (existing) o gas connection despite having no usage, aiming to uncover the underlying reasons
and future intentions of these customers. This activity helped us understand what Temporary
motivates customers to keep their connection and what steps they might take next, disconnected gas
providing valuable insights for future engagement and service planning. customers

What did we learn?

+ Over 23,000 AusNet customers have been dormant for 12+ months, with long-term
dormancy steadily rising

+ Of surveyed dormant customers (n=96), 57% haven't used gas for 1-2 years,
24% for more than 2 years and only 2% used gas in the past é months. Shows
a clear shift away from routine gas use

+  Most have switched to electric heating (89%) and solar (71%). Only about 13% still have
a gas appliance/s in place

+  Reasons for keeping the connection include high disconnection/abolishment cost,
unclear process, lack of awareness and desire to keep gas as back up or future option

+ Reasons for moving away from gas include environmental concerns, preference
for electric appliances and gas price

+ Only 31% are highly aware of the gas abolishment process. 47% believe abolishment
is likely within the next decade, though many remain neutral or hesitant

+ Five archetypes identified - renters, fence-sitters, disconnected, confused/unaware
and cost-driven. Each have distinct motivations, awareness levels and likelihood of
future abolishment.

How does this support our GAAR engagement?

- Provides an evidence base for decisions on abolishment charges

+ Helps support our demand forecasting

+ Helps build our understanding of customer intentions and preferences that we can
take into consideration when planning for the gas network.
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