
GETTING THE 
BALANCE RIGHT

WOrKIng TOgETHEr TO MAnAgE 
ELECTrICITY DEMAnD AnD SUPPOrT 
QUEEnSLAnD’S WAY OF LIFE
As Queensland continues to grow, and we enjoy an 
increasing array of comfort and lifestyle appliances, 
we find ourselves using more electricity than ever 
before. It’s requiring a massive investment in new 
infrastructure and, while we’ve been growing the 
electricity network to keep up with demand, it has 
come at a cost. 

The challenge is not ours alone – we’re working 
jointly across our industry, with all levels of 
government, and with our customers to find the 
solutions to better manage demand and support 
Queensland’s way of life. 

In this snapshot of our full Annual Stakeholder 
report 2009/10, we highlight some of our 
achievements in rising to this challenge,
in the context of our strategic priorities. 

SNAPSHOT OF OUR ANNUAL STAKEHOLDER REPORT 2009/10



OUR KEY STRATEGIC PRIORITIES 
FOR 2009/10 WERE:

• ‘gETTIng FIT’ – IMPrOVIng OUr   
 OPErATIOnAL EFFICIEnCY

• SECUrIng THE nETWOrK

• BEIng ALWAYS SAFE 

•  LEADIng WITH OUr CLIMATE 
CHAngE rESPOnSE

• InVESTIng In OUr PEOPLE,   
 PrOCESSES AnD SYSTEMS TO   
 MAKE IT HAPPEn

 “  Success means more than 
just keeping the lights 
on. It’s about getting the 
balance right… using asset 
management excellence to 
deliver an electricity supply 
that is safe, dependable 
and sustainable.” 

ENERGY USAGE SNAPSHOT

Over the past five years an additional 71,130 
customers have connected to the Ergon Energy 
network – that’s more than 270 new houses, units 
and businesses every week. In that same period 
overall maximum demand or ‘coincident summer 
peak’ has increased by 13% – and in many areas 
much more than that. Across our South West region 
it increased by a massive 25%. 

This increase has been driven by the take up of 
air conditioning and other lifestyle appliances, 
such as plasma televisions, as well as, in many 
areas, electricity-intensive local industry and 
population growth.

Dr rALPH CrAVEn 
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AIR CONDITIONING UPTAKE IS DRIVING DEMAND

An estimated 79% of Queensland homes now have air 
conditioning installed – with close to three units on average 
per home – and the take-up is continuing to grow. Over the 
next five years, if air conditioning penetration increases 
towards 90% as expected, over a billion dollars will need 
to be invested in the network to keep up with the demand 
for electricity in this area alone. The electricity they use 
is in itself not the major issue – this year, average use 
per household even dropped – what is important is the 
afternoon-evening spike in demand.

2009/10 2008/09

Population of 
Ergon Energy’s 
Service Area

s 1.50 million 1.47 million

no. of 
Customers

s 680,095 667,502

Average 
Electricity Use 
per Household

t 7,623kWh 7,978kWh

Household Air 
Conditioning 
Penetration

s 79% 71%

Maximum 
Coincident 
‘Peak’ Demand

s 2,542MW 2,406MW

that is safe, dependable 

 “  We have delivered significant 
operational efficiencies, 
secured supply in the face 
of increasing demand… and 
our energy conservation 
and demand management 
projects are showing 
promising results.” 
IAn MCLEOD 

CHIEF ExECUTIVE OFFICEr



Electricity price rises, and the economic 
environment more generally, are impacting 
significantly on our customers, and their 
perceptions of value around the service we deliver. 
In response to this, and the cost of keeping pace 
with demand, we’ve maintained our focus on 
improving our operational efficiency. 

For us ‘getting fit’ is at the heart of our goal  
to be a truly customer-driven business.

To mitigate the cost impact of our operations  
on the price our customers pay, we’ve looked to  
the design of our organisation itself, to our 
investment decisions, and to opportunities for 
greater efficiency in the field, with noteworthy 
success in our vegetation management program.

We’ve also made real progress around our 
collaborative relationship with EnErgEx, 
our South East Queensland counterpart. Through 
the Joint Workings program we’re on track to 
realise significant efficiency gains through reduced 
duplication of investment, improvements to works 
planning and targeted joint procurement. 

As well as savings, these initiatives are also about 
better outcomes for our customers more broadly.

‘GETTING FIT’ – IMPROVING  
OUR OPERATIONAL EFFICIENCY 

We’re also helping customers manage their own 
power bills, by providing energy saving advice and 
through initiatives such as our ‘bill benchmarking’.

And for those experiencing financial hardship, we 
have increased the support our dedicated ‘Keeping 
Customers Connected’ team can give. 

During the year we also expanded our focus  
on our Aboriginal and Torres Strait Islander 
communities with engagement around service 
delivery and hardship. 

CUSTOMER SERVICE SATISFACTION STRONG 

Overall, this year’s customer satisfaction measures 
were positive. And pleasingly, despite providing 
electricity services to a third of all Queensland 
electricity customers, only 3% of the complaints 
that were managed by the Energy Ombudsman 
Queensland were escalated by our customers. 

We had success in winning the State and Federal 
government category at the national Customer 
Service Excellence Awards in October 2009 for the 
second successive year.

AN ABOVE TARGET PROFIT RESULT  

We’ve lifted our financial performance – delivering 
a consolidated group net Profit After Tax (nPAT) of 
$166.5 million – through a strong business-wide 
focus on cost management and realising efficiencies 
through a number of ‘get fit’ initiatives, while 
delivering on our program of works.

CUSTOMER SERVICE 
DELIVERY 

2009/10 2008/09

Value to Customer 
(research score) 

t 7.0 7.1

Call Volumes to Contact 
Centre 

s 1.55 
million

1.45 
million

Contact Centre – 
Customer Satisfaction

s 91% 90%

Contact Centre – Calls 
Answered in 30 Seconds

– 71% 71%

new Connections – 
Average Time from 
Contract to Commissioning

t 162 
days

165 
days

One of the main messages from 
our ‘energy sense’ educational 
campaign is that, although 
we understand that electricity 
is central to our lifestyle, it 
is important that we all use 
electricity sensibly so that as a 
community we can stay on top of 
the costs.

The $166.5 million profit result, which exceeded our commitment to  
our government shareholders, helped reverse the downward trend in  
our Return on Assets, delivering a 5.7% return.
The ongoing capital investment in the network – $3.3 billion over the last 
five years – has seen the total value of our assets grow dramatically.
(Note:2006/07 had a one-off return from the sale of our contestable retail operations.)

PROFIT EXCEEDS 
EXPECTATIONS 

ASSET VALUE GROWS 
WITH INVESTMENT IN THE 
NETWORK 
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The most noteworthy achievement was the construction of a new bulk supply substation at Glenella in Mackay  
– the last remaining section of network that we considered critical, from a security of supply perspective.  
This was part of a $100 million program of works that included a major powerline from Pioneer Valley to Glenella, 
shown here with the line being strung by helicopter. 

SECURING THE 
NETWORK
INVESTING IN THE NETWORK

This year, we continued to invest in securing the 
power supply, as part of the $3.3 billion capital 
program undertaken over the past five years. 
The focus has been on addressing the demand 
for electricity at peak times, as well as making 
the network safer and more resilient to extreme 
weather events. 

As well as the completion of a range of major 
network projects, this year’s $674.9 million 
investment continued to lift security of supply 
across our existing infrastructure – with 70% of 
our bulk supply substations now considered to 
have the higher ‘n-1’ level of security.

Looking forward, during the coming five-year 
regulatory control period we have plans to invest 
a record $5.6 billion in capital projects.

While an investment of $674.9 million was a 
significant injection into the network, it was 
below budget due in part to a significant drop in 
customer-initiated work – down 24% to $220.6 
million. Looking forward, we foresee record 
levels of investment returning. 

INVESTMENT CONTINUES TO 
STRENGTHEN THE NETWORK
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WORKING TOGETHER TO MANAGE DEMAND

In parallel with our capital works program, 
we are progressing non-network solutions to 
reduce the actual capital expenditure required 
over the long-term. This has seen us working 
increasingly with our customers – big and small – 
on initiatives and trials that are aimed at reducing 
peak demand on our network. 

A highlight has been the completion of the first 
phase of our Single Wire Earth return (SWEr) 
demand management program in Cloncurry, which 
is now achieving a 20% reduction in peak demand, 
and the work underway to replicate this success in 
four other locations. 

In Townsville, a further highlight has been the 
contracting of in excess of 20MVA of future demand 
reduction with a range of large commercial and 
industrial customers. 

The results of this work, and our many residential 
trials, will guide how to best provide our 
customers more broadly with opportunities and 
incentives to manage their electricity peak demand 
going forward.

MAJOR FOCUS ON RELIABILITY 

Progress around both our operational responsiveness 
and the network’s resilience is supporting ongoing 
improvements to unplanned outage duration and 
frequency – 19% and 16% respectively over the 
past five years. 

Despite this, reliability performance did not meet 
this year’s Minimum Service Standards (MSS). 
This outcome was largely a result of the combined 
impact of the safety-initiated suspension of ‘live’ 
line work, which elevated planned outages by 35%, 
and operating restrictions associated with specific 
Air Break Switches. 

The summer storm season was also challenging 
thanks to considerable cyclonic activity and 
widespread flooding. Cyclone Ului in March and 
severe flooding earlier across the South West, 
in particular, demonstrated our summer 
preparedness, from vegetation management to 
disaster response planning. 

NETWORK RELIABILITY PERFORMANCE 2009/10 
MSS

2009/10 
Result

2008/09
Result

Duration Index (SAIDI) 

-Urban Distribution ≤150 s 222 217

-Short rural Distribution ≤430 t 544 609

-Long rural Distribution ≤980 t 999 1,108

Frequency Index (SAIFI)

-Urban Distribution ≤2.0 t 2.25 2.33

-Short rural Distribution ≤4.0 t 4.58 4.93

-Long rural Distribution ≤7.5 t 7.19 7.73

To improve network performance overall, we have 
significant strategies in place – including the major 
upgrading underway around our network monitoring 
and control capability. This includes overlaying a 
ubiquitous telecommunication network across the 
distribution network.

This year the first 
phase of overlaying 
an all-encompassing 
telecommunication 
network across the 
distribution network 
commenced. The $134.4 
million UbiNet project 
will see communications 
technology installed at 
our substations across 
the state that will allow 
the future deployment 
of sophisticated network 
monitoring technologies.

*Reporting based on the Minimum Service Standard (MSS) exclusion criteria outlined in the Electricity Industry Code.

SECURING THE NETWORK continued



SUCCESS IN COMMUNITY SAFETY AWARENESS 

Our Community Electrical Safety Awareness Plan 
continued to drive significant improvements, with 
2009/10 showing a rewarding 30% reduction in 
the number of electrical-safety related incidents 
in the community compared to the previous year’s 
positive record. 

Ergon Energy invests over a million dollars 
and considerable effort into its public safety 
awareness activities each year. The strength of 
this year’s result has also come from partnering 
directly with industries in which electrical 
hazards are most prevalent.

In a new initiative, this year we encouraged people 
to actively take the Always Safe message out into 
the communities where they live and work. To 
assist them, a DVD was produced featuring Peter 
Worland, a Dalby truck driver. In the DVD, Peter 
shares his story and the personal consequences 
of losing his $360,000 B-triple trailer as a result of 
contact with an overhead powerline.

BEING 
‘ALWAYS SAFE’

Look inside and live.

Think Through The Task
idenTify all elecTrical  hazards

assess The risks
esTablish and inTroduce conTrol measures

do The job safely

follow These five To sTay alive.
iT Pays To Take 5

Ergon Energy Corporation Limited ABN 50 087 646 062
Ergon Energy Queensland Pty Ltd ABN 11 121 177 802

Life-Threatening  emergencies only  Triple zero (000)  or 13 16 70  
24 hours a day, 7 days a week
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Customer service 13 10 46  7.00am - 6.30pm, Monday to Friday 
Faults only 13 22 96  24 hours a day, 7 days a week 

Look inside and 
Watching this DVD 

coulD save your life.

Pass it on to your  
neighbours anD Workmates. 
it could save their lives too.

Since our Community Electrical Safety Awareness Plan 
commenced in earnest in 2007/08, there has been a 
45% reduction in the number of electrical-safety related 
incidents. The greatest improvement this year has 
come from the ‘at risk’ industries Road/Transport (40% 
improvement), followed by Earthmoving (33%) followed by 
Agriculture (30%). 

COMMUNITY SAFETY INCIDENTS DROP DRAMATICALLY
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Our new ‘Look Up and Live’ DVD sends a very powerful safety message to those that see 
it. It focuses on the story of a truck driver who made contact with a powerline at a work 
site in Condamine.



OUR WORKPLACE SAFETY PERFORMANCE 

Our All Injury Frequency rate (AIFr) increased to 
14.06 during 2009/10 from 11.8 in 2008/09. This is a 
significant concern to us. We are committed to doing 
whatever it takes to ensure ‘no one gets hurt’.

A comprehensive plan is being outworked to 
address the underlying issues. This has included 
a focus on lifting our safety leadership capability, 
improving our risk analysis capability, evolving 
our behavioural safety program, re-energising our 
communications, as well as implementing a drug 
and alcohol testing regime.

Other highlights have been the rebuild of our 
capability to work in the high voltage network while 
‘live’, following the suspension put in place in early 
2009 to address safety concerns. We have also 
invested in establishing new expectations around 
safe behaviours across our work group leaders.

Our response has seen us go ‘back to basics’, 
ensuring the fundamentals are addressed, 
from regular safety meetings to equipment tests.

Safety remains a major management concern, 
with our All Injuries Frequency Rate continuing to 
trend upwards during 2009/10. Over the coming 
planning period safety leadership will remain a 
strategic priority.

WORKPLACE INJURIES REMAIN A CONCERN
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BEING ‘ALWAYS SAFE’ continued



Ergon Energy’s internal Climate Change 
response Plan 2010-2015 is built around:

- mitigating greenhouse gas emissions

- adapting our network, and the business to a 
range of potential climate change impacts

- leveraging the climate change responses  
of our stakeholders to deliver greater  
mutual benefit.

WE’RE MITIGATING OUR GREENHOUSE  
GAS EMISSIONS 

A key step forward in 2009/10 was the enhancement 
of our greenhouse gas emission data collection 
systems and database. This is now providing us with 
deeper insights to help ensure emission reduction 
initiatives are focused on the highest priorities. 

This year, we met the combined target established 
for a reduction in our vehicle fleet, air travel and 
electricity use emissions types. Despite this success, 
however, individual results reflect the difficulty in 
reducing emissions while meeting growing  
electricity demands.

Community engagement on the energy conservation 
challenge has been central to initiatives such as the 
Energy Savers Project in Mount Isa and Mackay. Here 
students in Mount Isa are keenly participating in an energy 
saving colouring competition, which was supported by key 
community stakeholders, including Xstrata.

LEADING WITH OUR  
CLIMATE CHANGE RESPONSE

Visits to our website are up over 30%, since  
the launch of a new improved site this year.  
Our investment in the site allows visitors to easily 
find accurate, simple-to-understand information.



One of our key strategies is to reduce our reliance 
on diesel fuel for generation in our isolated 
communities, which is responsible for most of 
our direct greenhouse gas emissions. 

Part of our strategy is to replace diesel generators 
with renewable sources – we currently have two wind 
turbines on Thursday Island, five solar concentrator 
dishes at Windorah and a geothermal generator at 
Birdsville. The latter is being upgraded to enable it to 
provide up to 720MWh of renewable energy, a saving 
of up to 500 tonnes of emissions per year.

To complement this, we are using initiatives like 
our powersavvy pilot. The isolated communities’ 
energy saving pilot aims to cut power consumption 
in seven Torres Strait and northern Peninsula Area 
communities by 20%, with a consequent saving in 
diesel consumption at the local power stations.

ADAPTATION IS VITAL FOR OUR BUSINESS 

In 2009/10, we have undertaken significant research 
into the most effective ways to continue to adapt 
our network to the weather-related challenges 
climate change presents. This is a priority as 
lightning and storms currently cause around 60% 
of unplanned outages. 

Adapting the distribution network is also pivotal 
to supporting the electricity supply paradigm shift 
from a largely one-way supply – from generator to 
customer – to a two-way flow of electricity that will 
evolve with the take up of new technologies. The 
interest in solar energy systems – more than 7,000 
systems are now connected to our network – and the 
entry of compact electric vehicles into the Australian 
market are areas that we are monitoring. 

By enhancing video-conference facilities and rethinking 
how we communicate within the business, we’ve met our 
target for emissions reduction in this area well ahead of 
schedule – emissions are down 24% from 2007/08.

REDUCING AIR TRAVEL CUTS EMISSIONS
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WORKING WITH OUR STAKEHOLDERS 

Ergon Energy, our customers, communities, 
governments, suppliers, other stakeholders, 
and even our own employees, are making 
their own responses to climate change. 
We believe together, we will achieve more 
than we could alone.

To help engage our customers around the energy 
conservation challenge, and help them save on 
their power bills, in April we launched a new 
educational campaign – ‘energy sense’. 

Together, we have also continued to break new 
ground in the solar energy sphere through the 
Townsville: Queensland Solar City project. 
And we’ve committed to purchasing electricity 
from a planned $120 million co-generation plant 
at the Mackay Sugar Mill. This will both build on 
our clean energy portfolio and create significant 
flow-on benefits for the local area. 

Another highlight, through our sponsorship 
program, has been watching over 19 community-
based groups bring their vision to life with the 
help of Ergon Energy’s new $100,000 Envirofund, 
launched in May 2009, for projects with an energy 
conservation and environmental focus. 

Project Manager for the Townsville: Queensland Solar 
City project, Ian Cruickshank, talking with shareholding 
Minister, the Honourable Stephen Robertson MP, about the 
positive downward trend in energy use on Magnetic Island, 
off Townsville – a trend that to date has achieved an overall 
peak demand improvement effectively equivalent to 22%.

LEADING WITH OUR CLIMATE CHANGE RESPONSE continued



To enable the delivery of our strategic plan, 
during the year we’ve focused on developing 
our people, along with the organisation’s systems 
and processes. 

We reached a milestone in creating a new 
organisation design, with significant structural, 
system and process changes. The aim of the 
review was to help eliminate duplication, establish 
clear accountabilities and streamline processes. 

Our focus on ‘how we do things’ was about 
continuous improvement and reducing 
bureaucracy and on reinforcing our SPIrIT values: 

Safety  

Professionalism  

Integrity 

respect 

Innovation, and 

Teamwork

MAKING IT ALL HAPPEN 
Although the timing of our employee ‘Have Your 
Say’ survey coincided with the implementation of a 
significant organisational change, our survey target 
was reached with a strong score of 13. The survey 
also showed the high level of commitment our people 
have to working for Ergon Energy.

AN INCLUSIVE, RESPECTFUL WORKPLACE 

A highlight of the organisational changes has been 
the boost to the representation of women in senior 
management.  

Our focus on diversity in the workplace, specifically 
with developing employment opportunities for 
Aboriginal and Torres Strait Islander people, also saw 
us recognised as a finalist in the national Diversity 
at Work Awards and in the 2010 reconciliation 
Employment Awards. These nominations are a 
testament to the commitment and ongoing dedication 
of Ergon Energy in providing sustainable employment 
opportunities for Indigenous Australians. 

With respect at the core of our SPIrIT values, 
Ergon Energy is committed to providing an inclusive, 
supportive environment for all employees with a 
key focus this year being to reduce bullying and 
harassment in the workplace.

Diversity Goals Target Description / 
Formula

Women in Upper Management ≥14% upper 
management

21%

Women in Middle Management ≥25%1 middle 
management

19%

Women in non-traditional roles 
(engineering & technical roles)

≥4% 
non-traditional roles

2.6%

Aboriginal & Torres Strait Islanders (A&TSI) 
in the Workforce

≥2.4% of total 
workforce

2.0%

A&TSI employees in Senior positions 
(ie., grades 9.0 to 16.5) by 5

≥5 additional 
employees

6 additional 
employees

A&TSI in Entry Level Positions, 
eg. Apprentices and Casual Power Station Attendants.

≥50 additional 
employees

42 additional 
employees

Employees from a non-English Speaking Background 
(nESB)

≥6 additional 
employees

46 additional 
employees identified 

as nESB

1.  Target increased to 25%, as the 20% target established in 2007 was exceeded in 2007.

Safety  

Professionalism  

Integrity 

respect 

Innovation, and 

Teamwork

Safety  

Professionalism  

Integrity Integrity 

respect respect 

Innovation, and Innovation, and 

Teamwork

Safety

Professionalism

Integrity

Respect

Innovation

Teamwork



DEVELOPING OUR PEOPLE A PRIORITY 

Ergon Energy’s workforce requires high levels of both 
technical and non-technical capabilities. This saw 
us invest more than $24 million this year in training 
and development, from the roll-out of live-line work 
refresher training through to our continuation of our 
leadership programs.

Ergon Energy also has graduate, apprenticeship and 
traineeship programs to ensure we have the right 
workforce in place for the future. In 2009, we were 
awarded the regional winner for the Minister’s Award 
for Excellence for our apprenticeship program. 

Another area that is seen as critical to 
our success is employee engagement. 
Through our extensive employee consultation 
and communications programs, we engage our 
people on our strategic priorities and listen 
and respond to their concerns.

HEADING DOWN THE TECHNOLOGY ROAD 

To better support our people we have continued 
our journey down the technology road, improving 
the information available to our employees 
to make better decisions and, ultimately, 
providing the tools to achieve greater 
operational efficiencies. 

During 2009/10, we introduced an industry benchmark buddy program to support our Indigenous apprentices. 
This is seen as an important element in the success of the Indigenous apprentice program.

Our Remote Observation, Automated Modelling, 
Economic Simulation program (ROAMES), which 
progresses this year, will see us scan the entire network 
from the air. It is a great example of where we are 
adopting new technologies to help our people make 
better investment decisions and improve efficiency and 
productivity, and at the same time achieve real customer 
outcome improvements.

MAKING IT ALL HAPPEN continued



ABOUT ERGON ENERGY

Ergon Energy, as an electricity distributor, retailer and 
generator, services around 680,000 customers across 
its vast operating area of over one million square 
kilometres – 97% of the state of Queensland – from the 
expanding coastal and rural population centres to the 
remote communities of outback Queensland and the 
Torres Strait.

To make it all happen, Ergon Energy has around 4,600 
employees and a total asset base of $8.7 billion. Our 
electricity distribution network has approximately 
150,000 kilometres of powerlines and one million 
power poles. Ergon Energy also owns and operates 
a 55MW gas-fired power station in Barcaldine, which 
supplies power into the state-wide electricity grid, as 
well as 33 stand-alone power stations, which supply 
our isolated communities.

Looking for more information? 

Ergon Energy’s full Annual Stakeholder report 2009/10 
presents a holistic insight into the organisation’s overall 
performance for the financial year and demonstrates 
Ergon Energy’s contribution to addressing the 
broader sustainability issues currently facing regional 
Queensland. It is available online at www.ergon.com.au/
annualreport or by contacting us on 13 10 46. 

ergon.com.au

Customer Service 
13 10 46
7.00am – 6.30pm, Monday to Friday
Faults Only 
13 22 96
24 hours a day, 7 days a week 
Life-Threatening Emergencies Only
Triple zero (000) or 13 16 70
24 hours a day, 7 days a week
Office of the Customer Advocate
Customer Advocate
PO Box 15107 Brisbane QLD 4002 
customer.advocate@ergon.com.au

Ergon Energy Corporation Limited  ABn 50 087 646 062
Ergon Energy Queensland Pty Ltd  ABn 11 121 177 802

In the future new technologies will empower our customers 
to better manage their energy use. This active participation 
will change the nature of the network and will see us 
working more closely with our customers to manage peak 
demand. Our network vision, developed in consideration of 
this changing operating paradigm, is all about providing the 
power supply at an affordable cost.

1, 2, 3, 6, 8, 9  Sheet Metal Worker Rob Brady discussing 
the plans for a modular switching room with Business 
Development and Customer Manager Marcus Leaver. 
Highlighted here, these solutions are significantly reducing 
the cost of establishing vital electricity infrastructure, and 
allowing Ergon Energy – and our industry clients – to respond 
rapidly to keep pace with demand.
4, 5  The customers featured in our ‘energy sense’ 
communication campaign, including the family and business 
shown here, are helping to highlight how we can all use 
electricity more efficiently and save on our power bills – as 
well as helping to engage the community on the challenges 
associated with peak demand.
7  Solar photovoltaic skins being fitted to a pole on Magnetic 
Island by Ergon Energy workers Sam Walters and Mick Eyles. 
This innovative technology is generating renewable energy 
and exporting it directly into the grid. The trial is one of 
many under way to explore new solutions to the distribution 
challenges of the future.
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