
 

 

 

 

 
 

30 June 2023 

 

 

Commerce Commission 

Infrastructure Regulation 

Wellington 

 

Attention: Hristina Dantcheva 

 

Email: infrastructure.regulation@comcom.govt.nz     

 

Tranche 1 Information Disclosure Requirements – additional reporting June 2023 

Background 

1. The Commerce Commission reviewed the Information Disclosure requirements last year and published 

the final decision on 25 November 20221 for Tranche 1 changes. 

2. Table 2 (pages 21 to 36) from the final decision is included in this submission to indicate whether the 

disclosure requirement was met by: 

• Inclusion in the 2023 AMP at 31 March 2023 or, 

• Additional disclosure at 30 June 2023 (attached to this submission) or, 

• Inclusion in the Information Disclosures 31 March 2023 which will be reported at the end of 

August 2023 or, 

• Disclosure from 2024 onwards only. 

 

Additional Disclosures 

3. Attached are the 3 reports which have been identified as requiring reporting by 30 June 2023 which 

are also publicly disclosed on Orion’s website: 

 
1 https://comcom.govt.nz/__data/assets/pdf_file/0035/299438/Targeted-Information-Disclosure-Review-for-Electricity-Distribution-
Businesses-Tranche-1-final-decisions-reasons-paper-25-November-2022.pdf 
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• New Connections Process (included in Annexure A to this document below, with this 

document published at https://www.oriongroup.co.nz/corporate/corporate-

publications/asset-management-plans/ ) 

• Outage reporting (included in Annexure B to this document) 

• Innovation Strategy (included in Annexure C to this document and more information 

available on Orion’s website at https://www.oriongroup.co.nz/corporate/innovation/) 

 

 

Concluding Remarks 

Please do not hesitate to contact me on 03 363 9898 should you require any further regarding the 

additional reporting. 

 

Yours sincerely 

 

 

 

Rob Tweedie 

Regulatory Manager 
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• Table 2: Summary of final decisions AMP2023 Section 4.2 and Section 8.6.19 

 
Amendment Q1 – expand ID requirements related to how much notice of planned interruptions is given to consumers, including planned 
interruptions that are booked but not carried out. 

 

Objective Final decision Disclosure timing and format 

Q1 was proposed as a single amendment in the draft decision and PIP. 

Our final decision is to proceed with two separate amendments: Q1A and 

Q1B. 

 

 

Q1A – Narrative disclosure: 

We require EDBs to describe how they provide notice and 

communicate planned and unplanned interruptions, including any 

plans for changes or improvements in this area. 

 

 

Q1B – Quantitative disclosure 

We are deferring the consideration of the quantitative disclosure of how 

much notice of planned interruptions is given to consumers, including 

planned interruptions that are booked but not carried out to Tranche 2. 

Q1A – Narrative disclosure: 

• Narrative information is first 

disclosed by 31 March 2023 in the 

EDB’s 2023- 2033 AMP, or by 30 

June 2023 in a separate 

document(s) on the EDB’s 

website.  

• There is no requirement for director 

certification of this disclosure for 

2023. From 2024 onwards, this 

disclosure is subject to the same 

director certification requirement as 

the AMP. 

Q1B – Quantitative disclosure: 

We are deferring the consideration of 

the quantitative disclosure to Tranche 

2. 

Disclosed information 

reflects the consumer’s 

experience of quality of 

service, enabling a 

more meaningful 

assessment of quality. 
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Amendment Q2 – add ID requirements on power quality. AMP Section 4.5.3.3 

 

Objective Final decision Disclosure timing and format 

 

 

Our final decision is to add a requirement for EDBs to describe their 

practices for monitoring voltage (including any plans for improvements) 

including: 34 

• what the EDB is doing to develop and improve practices for 

monitoring voltage quality on its low voltage (LV) network (e.g., 

the EDB may provide reference to any work they are undertaking 

with other companies); 

• work it is doing on their LV network to address any known non-

compliance with the applicable voltage requirements of the Electricity 

(Safety) Regulations 2010; 

• how it is responding to and reporting on voltage quality issues when it 

identifies them, or they are raised by a stakeholder (e.g., the EDB may 

provide reference to performance over the previous period to give the 

forward plan context); and 

• how it is communicating the work it is doing to improve voltage quality 

on its LV network to affected consumers. 

 

 

• Narrative information is first 

disclosed by 31 March 2023 in 

the EDB’s 2023-2033 AMP, or by 

30 June 2023 in a separate 

document(s) on 

the EDB’s website.  

• There is no requirement for 

director certification of this 

disclosure for 2023. From 2024 

onwards, this disclosure is 

subject to the same director 

certification requirement as the 

AMP. 

  

 

 

Disclosed information 

reflects the consumer’s 

experience of quality of 

service, enabling a 

more meaningful 

assessment of quality. 
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Amendment Q3 – add ID requirements on practices for connecting new consumers and altering existing connections. 

Partly covered by AMP2023 Section 4.2.3, the rest addressed in this submission on new connections 

Objective 

 

Disclosed information 

reflects the consumer’s 

experience of quality of 

service, enabling a 

more meaningful 

assessment of quality. 

Final decision 

 

Q3 was proposed as a single amendment in the draft decision and 

PIP. Our final decision is to proceed with two separate amendments: 

Q3A and Q3B. 

Q3A – Narrative disclosure: 

We require EDBs to describe their practices for connecting 

consumers and making alterations to existing connections, including: 

• the EDB’s approach to planning and management regarding 

connecting new consumers or making alterations to existing 

connections (offtake and injection connections); 

• how the EDB is seeking to minimise the cost to consumers of 

new or altered connections; 

• the EDB’s approach to planning and managing communication with 

consumers about new or altered connections; and 

• commonly encountered delays, issues, and potential 

timeframes for different connection types. 

Q3B – Quantitative disclosure: 

We are deferring the consideration of the quantitative disclosure of 

time taken to set up new connections and make alterations to 

existing connections to Tranche 2. 

Disclosure timing and format 

Q3A – Narrative disclosure: 

• Narrative information is first 

disclosed by 31 March 2023 in the 

EDB’s 2023- 2033 AMP, or by 30 

June 2023 in a separate 

document(s) on the EDB’s 

website.37,38 

• There is no requirement for 

director certification of this 

disclosure for 2023. From 2024 

onwards, this disclosure is 

subject to the same director 

certification requirement as the 

AMP. 

Q3B – Quantitative disclosure: 

We are deferring the consideration of 

the quantitative disclosure to Tranche 

2. 
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Amendment Q4 – add ID requirements on customer service, e.g., customer complaints.  AMP (sec 4.3.1, sec 4.2.6) 

Objective Final decision Disclosure timing and format 

 

 

Our final decision is to add a requirement for EDBs to describe their 

current customer service practices including: 39 

• the EDB’s customer engagement protocols and customer 

service measures – including customer satisfaction with the 

EDB’s supply of electricity distribution services; and 

• the EDB’s approach to planning and managing customer complaint 

resolution

. 

 

 

We define the term ‘complaint’ consistently with the definition used by 

Utilities Disputes Limited (UDL) in the Energy Complaints Scheme 

rules, where a complaint means: ‘an expression of dissatisfaction made 

to or about a Provider where a response or a resolution is explicitly or 

implicitly expected. For example, a complaint may be made by letter, 

email, phone call, text message or a post on a social media page 

maintained by the Provider, but not on a social media page maintained 

by the Complainant or a third party’.40 

 

 

• Narrative information is first 

disclosed by 31 March 2023 in the 

EDB’s 2023- 2033 AMP, or by 30 

June 2023 in a separate 

document(s) on the EDB’s 

website.41,42 

• There is no requirement for director 

certification of this disclosure for 

2023. From 2024 onwards, this 

disclosure is subject to the same 

director certification requirement as 

the AMP. 

 
 

 

 

 

 

 

Disclosed information 

reflects the consumer’s 

experience of quality of 

service, enabling a 

more meaningful 

assessment of quality. 
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Amendment Q5 – add ID requirements on information about customer charters and guaranteed service level (customer 
compensation) schemes, e.g., information about existing schemes  Note only "if any": We have a community engagement webpage as 
opposed to a customer charter. Only scheme is the irrigation interruptibility scheme https://www.oriongroup.co.nz/corporate/latest-
news/irrigation-interruptibility-testing/ 

Objective Final decision Disclosure timing and format 

Our final decision is to require that EDBs publicly disclose up-to-date 

copies of: 

• the EDB’s existing customer charters including guaranteed service 

levels, if any; and 

• information about existing customer compensation schemes (if 

any) that it has in place. 

 

 

• EDBs are required to publicly 

disclose this information from 31 

March 2023. 

• There is no requirement for 

director certification for this 

disclosure. 

 

 
 

 

Amendment Q11 – refine ID requirements on interruptions by clarifying definitions to ensure successive interruptions are recorded 
consistently. ID template Schedule 10(i) 

 

Objective Final decision Disclosure timing and format 

Disclosed quality information Our final decision is to modify the definition of System Average Interruption 

is comparable between EDBs 
Frequency Index (SAIFI) values and System Average Interruption Duration 
Index (SAIDI) values to ensure EDBs record successive interruptions as an 

and consistent over the time additional SAIFI value and SAIDI value if restoration of supply occurs for 
series, allowing both better longer than one minute. 

assessment of quality and We are also introducing a transitional reporting requirement in Schedule 10(i) 
greater ability to learn and for the 2024, 2025, and 2026 disclosure years, where EDBs that have not 
improve ID requirements and previously been applying the ‘multi-count’ approach continue to record their 

associated summary and SAIFI and SAIDI values on the same basis that they employed as at 31 March 

analysis. 2023, in addition to separately applying the multi-count approach. 

 

• EDBs are first required to disclose SAIFI 

and SAIDI values consistent with this 

definition by 31 August 2024 for 

disclosure year 2024 in Schedule 10(i). 

• EDBs are required to also report 

Transitional SAIFI and Transitional SAIDI 

values using their old methodology for 

disclosure years 2024, 2025, and 2026 

only. 

• This disclosure is part of Schedule 10, 

and is therefore subject to audit and 

director certification. 

Disclosed information 

reflects the consumer’s 

experience of quality of 

service, enabling a more 

meaningful assessment of 

quality. 
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Amendment Q13 – refine ID requirements on third party interference interruptions by breaking down into more specific categories, 
such as vehicle damage, 'dig in', overhead contact, and vandalism. ID template Schedule 10(ii) 

 

Objective 

 

The usefulness of 

disclosed information is 

maximised by targeting 

the requirements where 

appropriate. 

Final decision 

Our final decision is to require EDBs to break down reporting of 

interruptions caused by third-party interference in Schedule 10(ii) to 

include commonly occurring interruptions resulting from external 

contractors or members of the public. The new table of additional third-

party reporting categories includes: 

• ‘Dig-In’: means any unintended damage to any underground 

network asset caused by a third party; 

• Overhead Contact: means any form of unintended damage to any 

above ground network asset caused by contact that is not related to 

vegetation or animals; 

• Vandalism: means any intentional destruction of, or damage 

to, any network asset; 

• Vehicle Damage: means any unintended damage to any network 

assets including poles, ground mounted transformers, pillar boxes, 

but excluding overhead lines, caused by a ground vehicle; and 

• Other. 

Disclosure timing and format 

• EDBs are first required to disclose 

this information by 31 August 2024 

for disclosure year 2024 in 

Schedule 10(ii). 

• This disclosure is part of 

Schedule 10, and is therefore 

subject to audit and director 

certification. 
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Amendment D2 – add requirements on new connections likely to have a significant impact on network operations or asset management 
priorities AMP2023 Section 5 and 7 

 

Objective Final decision   Disclosure timing and format 

Stakeholders better 

understand how EDBs are 

planning and preparing for 

decarbonisation. 

Our final decision is to require EDBs to disclose a description of: 

• how the EDB assesses the impact that new connections will have on its 

network, including: 

o how the EDB measures the scale and impact of new connections; 

o how the EDB takes the timing and uncertainty of new connections into 

account; and 

o how the EDB takes other factors into account, e.g., the 

network location of new connections; and 

o how the EDB assesses and manages the risk posed by uncertainty 

regarding new connections. 

For the purposes of providing its responses to the above, an EDB is not 

required to disclose any commercially sensitive or confidential information. 

For the purpose of this requirement, “new connections” include: 

• new connections on the network; 

• demand connections, distributed generation, or storage capacity; and 

• either individual connections or multiple connections considered in 

aggregate. 

For the purpose of this requirement, an EDB must use its discretion to assess 

the impact a new network connection may have, e.g., an EDB may consider a 

large number of small connections will have a significant impact in aggregate. 

 

• Narrative information is first disclosed 

by 31 March 2023 in the EDB’s 2023 

AMP, or by 30 June 2023 in a separate 

document(s) on the EDB’s website. 43,44 

• There is no requirement for director 

certification of this disclosure for 2023. 

From 2024 onwards, this disclosure is 

subject to the same director 

certification requirement as the AMP. 
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Amendment D4 – add reporting requirements on EDBs’ innovation practices 

Standalone – published on website at https://www.oriongroup.co.nz/corporate/innovation/ and included in this submission 

 

Objective Final decision   Disclosure timing and format 

Stakeholders have better 

understanding of how EDBs 

are adapting to the changing 

environment and technical 

settings in which they 

operate, which is especially 

important given the impact 

decarbonisation will have on 

EDBs. 

Our final decision requires EDBs to describe their innovation practices, 

including a description of: 

• any innovation practices the EDB has planned or undertaken since the last 

AMP or AMP update was published, including case studies and trials; 

• what the desired outcome of any innovation practices is, and how it may 

improve outcomes for consumers; 

• how the EDB measures success and makes decisions regarding any 

innovation practices, e.g., how the EDB decides whether to 

commence, commercially adopt, or discontinue any innovation 

practices; 

• how the EDB’s decision-making about innovation practices may depend on 

the work of other companies, including other EDBs and providers of non- 

network solutions; and 

• the types of information the EDB uses to inform or enable innovation 

practices, and their approach to seeking that information. 

In providing its responses to the above, EDBs are not required to publicly 

disclose any commercially sensitive or confidential information. 

We will define ‘innovation practice’ as follows: 

means an activity or practice, in respect of the supply of electricity lines 

services, that is focused on the creation, development or application of a 

new or improved technology, process or approach, and includes an 

innovation project as defined in the EDB IM determination. 

 

• Narrative information is first disclosed 

by 31 March 2023 in the EDB’s 2023- 

2033 AMP, or by 30 June 2023 in a 

separate document(s) on the EDB’s 

website. 45,46 

• There is no requirement for director 

certification of this disclosure for 2023. 

From 2024 onwards, this disclosure is 

subject to the same director 

certification requirement as the AMP. 

Objective Final decision 

EDBs must apply their judgement to assess what practices they 

consider may be innovation practices under this definition. Innovation 

practices can include an innovation project as defined in the IM 

determination, but can include a much broader set of practices. 

Disclosure timing and format 
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Objective Final 
decision 

Disclosure timing and 
format 

Key asset management 

information is more 

accurate and/or accessible 

to stakeholders, and better 

accounts for the challenges 

facing EDBs around 

maintaining resilience and 

managing increased 

weather-related impacts on 

their networks. 

 
 

Amendment AM6 – Amend the definition of 'overhead circuit requiring vegetation management' 

Postponed by the Commission 

 

 

We have decided to postpone a decision on this issue until Tranche 2. n/a 
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Amendment AM7A/AM7B – improve lifecycle asset management planning provisions (vegetation, assumptions) 

AM7 covered in AMP2023 Section6.7 for both AM7A and B 

 

Objective Final decision   Disclosure timing and format 

Improved confidence in 

forecasts disclosures: 

• Give stakeholders greater 

confidence in the 

robustness of EDB spend 

forecasts; and 

• Support price-quality path 

resets, as changes in EDBs’ 

operating environment 

may mean historic spend 

requirements are no longer 

a good indicator of future 

spend requirements. 

Our final decision is to proceed with two separate amendments: AM7A and 

AM7B. 

 
 

AM7A: 

EDBs are required to provide information on vegetation management- 

related maintenance, and summary discussion of the approach and 

assumptions that underpin the process used for vegetation management. 

 

AM7B: 

EDBs are required to provide the assumptions and rationale used to inform 

capital expenditure forecasts for asset investments. 

 

• EDBs are first required to disclose this 

information by 31 March 2024 in their 

AMPs. 47 

• This disclosure is part of the AMP, so it 

is subject to director certification 

requirements. 
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Amendment AM8A/AM8B – improve lifecycle asset management planning provisions (processes, forecast assumptions) and provide 
additional information on data and models  AMP2023 Section 5.5 and 6 for AM8A and Section 5.6 for AM8B 

Objective Final decision Disclosure timing and format 

 

Improved confidence in 

disclosures of forecasts: 

• Give stakeholders greater 

confidence in the 

robustness of EDB spend 

forecasts; and 

• Support price-quality 

path resets, as changes in 

EDBs’ operating 

environment may mean 

historic spend 

requirements are no 

longer a good indicator of 

future spend 

requirements. 

Our final decision is to proceed with two separate amendments: AM8A and 

AM8B. 

AM8A: 

For AM8A we are amending clause 3.11 of Attachment A to require EDBs to 
provide a description of: 

• how asset management data informs the models that an EDB develops and 

uses to assess asset health; and 

• how the outputs of these models are used in developing capital 

expenditure projections. 

 

AM8B: 

For AM8B we are amending Part 12 of Attachment A to include a requirement 
that EDBs provide information regarding its consideration of non-network 
solutions to inform its expenditure projections (capex and opex). This must 
include an explanation of the approach and assumptions the EDB used to 
inform these expenditure projections. 

• EDBs are first required to disclose this 

information by 31 March 2024 in their 

AMPs. 48 

• This disclosure is part of the AMP, so it is 

subject to director certification 

requirements. 
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Amendment AM9 – add explanation and exploration of scenarios, in addition to providing a single point forecast in forecasting 
schedules Voluntary 

Objective Final decision Disclosure timing and format 

 

 

Our final decision is to retain the requirement for EDBs to release 

single point forecast estimates. With regard to Schedules 11a(i), 

11(b) and 12(c), we have included the option for EDBs to voluntarily 

describe the options and considerations made in their assessment 

of forecasting scenarios in Schedule 15. 

 

 

• EDBs may first voluntarily disclose 

this information in Schedule 15 by 

31 March 2023 for disclosure year 

2023. 

 

 

 

 

 

 

 

 

 

 

 

 
 

Improved 

confidence in 

disclosures of 

forecasts: 

 Give stakeholders 

greater confidence in 

the robustness of 

EDB spend forecasts; 

and 

 Support price-quality path 

resets, as changes in 

EDBs’ operating 

environment may mean 

historic spend 

requirements are no 

longer a good indicator 

of future spend 

requirements. 



15  

 
 

Amendment AM10 – disconnections data ID Template 9e(1) and Template 12C(1) 

Objective Final decision Disclosure timing and format 

 

Improved confidence in 

disclosures of forecasts: 

• Give stakeholders greater 

confidence in the 

robustness of EDB spend 

forecasts; and 

• Support price-quality path 

resets, as changes in EDBs’ 

operating environment 

may mean historic spend 

requirements are no longer 

a good indicator of future 

spend requirements. 

Our final decision is to include decommissioning data in the information 

EDBs are required to disclose. Under current requirements, EDBs disclose 

actual and forecast new connections on their networks but not 

disconnection related information such as decommissioning data. 

We will require EDBs to disclose actual installation control point (ICP) 

decommissioning data (by consumer type) in Schedule 9e(i). 

• EDBs are first required to disclose this 

information in Schedule 9e(i) by 31 

August 2023 for disclosure year 2023. 

• There is no director certification 

requirement for disclosure year 2023 for 

this disclosure. From disclosure year 

2024 onwards, this disclosure will be 

subject to director certification 

requirements as part of Schedule 9. 
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Amendment AM13 – require EDBs to make a confidential disclosure of operational expenditure on cybersecurity ID Template 9e(1) and 
12C(1) 

Objective Final decision Disclosure timing and format 

 

 

Our final decision is to require EDBs to disclose to the 

Commission their actual and forecast cybersecurity expenditure 

(opex and capex) in Schedules 6b(ii), 11b, 6a(ii) and 11a(ii), 

respectively. 

In order to ensure the confidentiality of this information is protected, 

EDBs may disclose confidential versions of Schedules 6 and 11 that 

are different to the versions they publicly disclose. The information 

regarding cybersecurity expenditure will be disclosed to the 

Commission only: it will not be included in information published for 

stakeholders. 

We are defining cybersecurity as: “The application of technologies, 

processes and controls to protect systems, networks, programmes, 

devices, and data.” 

 

 

• EDBs are first required to disclose 

actual cybersecurity opex and 

capex for disclosure year 2024 by 

31 August 2024 in Schedules 6b(ii) 

and 6a(ii), respectively. 

• The above disclosures are part 

of Schedule 6 and therefore 

subject to audit and director 

certification requirements. 

• EDBs are first required to disclose 

forecast cybersecurity opex and 

capex for disclosure year 2024 by 

31 March 2024 in Schedules 11b 

and 11a(ii), respectively. 

• The above forecast disclosures 

are part of Schedule 11 and 

therefore subject to director 

certification requirements. 

 

 
 

Improved confidence in 

EDB disclosures: 
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Amendment A1 – changes to recoverable and pass-through costs definition Actioned by the Commerce Commission  

Objective Final decision Disclosure timing and format 

 

 

We are making the following updates to definitions: 

• ‘pass-through cost’ shall have the meaning as specified in clause 
3.1.2(1) 

of the electricity distribution input methodologies (EDB IMs);49 

• ‘recoverable cost’ shall have the meaning as specified in clause 

3.1.3(1) of the EDB IMs. 

 

 

• EDBs are first required to disclose 

information consistent with these 

definitions for disclosure year 2023 

by 31 August 2023. 

• Information disclosed as part of 

Schedules 1 and 3 is subject to 

audit and director certification 

requirements. 

ID is aligned with our 

other regulatory rules. 



 

 

 

 

 
 

Annexure A: 

 

The Commerce Commission 

Infrastructure Regulation 

 

E-mail: infrastructure.regulation@comcom.govt.nz  

 

New Connections application and associated processes 

This paper has been prepared to comply with the additional requirements set out by the Commerce 
Commission published on 25 November 2022, by 30 June 2023 in respect of Tranche 1 Information 
Disclosures update 30 June 2023, Amendment Q3 – add ID requirements on time taken to set up new 
connections, specifically describing their customer connection practices. 

A "Quote" is defined as a connection application that has been "reviewed" and "approved" and a quote 
returned to the customer.  

To consider and measure acceptable timeframes for processing, applications are categorised in order to 

measure and differentiate between complexity of connection applications and customer needs. Current 

reporting capabilities support performance indicators that endeavour to exceed customer expectations.   

Reporting from previous 12 months (April 2022 to March 2023) were as follows:   

• Greenfields: 67% approved within 5 days of application and average days of 8 days.  

• Brownfields: 42% approved within 20 days and average days are 34 days. 

• Temporary Connections: 79% approved within 10 days of application. 

• Large Connections in excess of 100A: 68% approved within 40 days of application and average days 

are 19 days. 

• Distributed Generation: 100% approved within 10 days with assumed average days the same, from 

date of application.  

Reporting measures currently do not capture reasons for delays in review and/or approval which could 

occur for several reasons.  

Note: Orion has no control of the time taken once the quote is sent out. It is up to the customer to decide on 

whether to accept or discuss the quote with Orion during the customer’s decision-making process. 

1. Average time taken to make a new ICP  

mailto:infrastructure.regulation@comcom.govt.nz


 

"Make a new ICP" is defined as the administrative process in place following the request by a customer to 

connect and liven an approved connection application.  

Orion, and other EDBs are required to comply with the requirements of the Electricity Industry Participation 

Code 2010, and EDBs are audited periodically through their Distributor Compliance Audits. The Code allows 

for 3 days to make a new ICP. 

ICPs are created on the registry and approvals sent to the retailer within 3 days of acceptance of the quote. 

Once the retailer claims the ICP, Orion issues the request for connection and livening within 3 days after the 

acceptance.  

Orion’s new ICPs created in the past 12 months were: 

 

2. Average time taken to give a quote for alterations to be made to an existing ICP 

"Quote for alteration of an existing ICP" is defined as an alteration application that has been “reviewed” 

and “approved”.  

Alterations subcategory type is defined as OH to UG conversion, capacity upgrade/downgrade and/or 

temporary disconnection of an existing ICP.  

The average processing time for these types of applications was 25 days. Orion had 3164 applications to 

make alterations to existing connections in the past 12-month period. 

3. Average time taken to make alterations to an existing ICP 

"Alteration to a new ICP" is defined as the administrative process in place following the request by a 

customer or retailer to alter the details of an existing ICP.  

https://www.ea.govt.nz/documents/899/Electricity_Industry_Participation_Code_2010.pdf
https://www.ea.govt.nz/documents/899/Electricity_Industry_Participation_Code_2010.pdf


 

This process is at the request of the retailer and the expectation is that changes are made within 24 hours. 

Alterations to alter ICP details is email based and we do not currently have any mechanism to measure the 

timeframe for alterations. 

Require EDBs to describe their customer connection practices, including: 

4. Orion’s approach to planning and management of new or altered connections (load and injection 

connections) 

Orion manages new and altered connection applications through a queued system.  

On application, the type of connection, location and capacity requirements are defined by the customer. 

This allows for sorting the different applications and allocating each application to an appropriately 

experienced Connections Contract Manager.  

Orion’s Connection Contract Manager roles are defined in line with Orion’s policy where: 

• the connection of single phase up to 100amps are considered a “Standard Connection”. 

• applications over and above a standard connection capacity is considered "Non-Standard" 

• distributed generation connection applications are defined at the start of the application process. 

These connection types are managed by a select number of Connection managers and large-scale 

DG connections are managed by the "Connections Futures Lead" to ensure the relevant and 

appropriate conversations are undertaken and measures put in place to ensure safe connection to 

the Orion network.  

All connection applications are effectively managed through a standard streamlined process to ensure 

consistency.  Following application approval, it is the applicant’s responsibility to engage an Orion 

authorised connection agent for scheduling of connection and livening. 

5. How Orion is seeking to minimise the cost of new or altered connections for consumers 

Orion defines a connection type under its Policy as either "standard" (with sub-categories of either 

greenfield, brownfield or alteration) or "non -standard".  

“Standard” connections require set capital contribution for connection of any new ICP on the Orion 

network. Orion will then build the required network to support the requirements of the new connection at 

Orion’s cost. Orion’s capital expenditure to support new standard connections far outweighs the value of 

capital contribution received for connecting customers. Orion also covers the costs for any connection and 

livening requirements, provided by a select number of Orion authorised service providers.  



 

"Non-standard" connections fall into a design build process where the customer has the opportunity to 

elect its contractor from a number of Orion authorised service providers. This supports the customer in 

being able to choose the most effective/competitively priced contractor to undertake the required work to 

establish the network connection point/s. Orion contributes towards establishing the connection of this 

work through capital expenditure upgrades (recoverable assets).  

The cost of alterations to existing connections, whether it is an upgrade, replacement or conversion of the 

existing connection are the responsibility of the customer. Customers still have the opportunity to elect 

their preferred contractor from Orion’s authorised service providers to ensure they receive competitive 

pricing. 

6. Orion’s approach to planning and managing communication with consumers about new or 

altered connections.  

Orion has an online services portal system (https://online.oriongroup.co.nz/Default.aspx) where customers 

are able to sign in using their unique "enquiry for supply" number. This gives them access to apply for 

services and to the current status of their connection application. At this stage, visibility of applications is 

limited to ICP creation and allocation stages. The status also indicates the application stakeholders (i.e.; 

Orion, Retailer, Contractor, or Customer) requiring action to move the application to the next stage. This 

aims to reduce the number of enquiries and provide applicants with a level of transparency of the status of 

their application. At this stage, 

• it is the responsibility of Orion’s contract managers to communicate with customers in respect of 

the progress of their application. Contract managers also provide their contact details to customers 

should they have any questions or queries throughout the application process. 

• Orion’s Customer Support team are also available via the standard Orion call line to be able to 

provide any base level information that the customer may need throughout the process. 

We are in the process of identifying further enhancements by providing additional information and updates 

to customers on the status of their applications via the portal.  

Kane Tamou 

Customer Connections Manager 
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Annexure B: 

 

The Commerce Commission 

Infrastructure Regulation 

 

E-mail: infrastructure.regulation@comcom.govt.nz  

 

Communications protocol for outage notifications 

 

This paper has been prepared to comply with the additional requirements set out by the Commerce 

Commission published on 25 November 2022, by 30 June 2023 in respect of Tranche 1 Information 

Disclosures update 30 June 2023,  

Amendment Q1 – expand ID requirements related to how much notice of planned interruptions is given 

to consumers, including planned interruptions that are booked but not carried out and more specifically 

the requirement for EDBs to describe how it provides notice and communicates planned and unplanned 

interruptions, including any plans for changes. 

Planned outages (notified) 

As an Electricity Distribution Business (EDB) Orion is required to publish information on planned 

outages no less than ten working days ahead of the date of the works. Release Planning schedule 

some work earlier, and notifications may go out as early as four weeks ahead of the date of the 

outage. Currently, we use the following methods for notifications: 

• Orion’s Release Planning team sends an email to the relevant retailers to notify them. The 

retailers then notify their impacted customers. This is a standard procedure in line with 

section EIEP5A: Planned service interruptions of the Electricity Authority’s Electricity 

information exchange protocols (EIEPs). 

• We provide an additional level of service through an opt-in system to receive txt and email 

outage notifications. Subscribers receive an automated txt and email ten days ahead of the 

scheduled work with a link to the website for more information. We also advise subscribers  via 

txt the day before, day of and upon completion of works. 

• The Outages page of our website lists all current, recent and upcoming planned outages and 

mailto:infrastructure.regulation@comcom.govt.nz


 

includes a map of the area, the number of properties affected, the date and time of the planned 

interruption and any potential alternate dates. We also notify customers 24 hours beforehand, 

including if the work has been rescheduled. We use PowerOn Advanced Data Management 

System (ADMS) software which generates automated updates to our website. 

• Depending on the location, our contractors will sometimes do a letterbox drop to affected 

properties. This measure is additional to the process outlined above. 

Unplanned outages 

• The Orion website is our primary channel for outage notifications. The outages page lists and 

maps all outages (planned and unplanned, and current and recent), see the example image 

taken from our outages page in the appendix on page 2. The information on the public- facing 

website is never more than 60 seconds out of date with the network, as it is an automated 

system. Users can view details of the outage, including the suspected or confirmed cause, time 

of incident and estimated time for power to be restored. 

• Our Customer Support team handle any calls about outages and can be contacted via our     0800 

number 24 hours a day, seven days a week. Customers can also email the Customer Support 

team, who respond directly. 

• The Customer Support Team updates each incident on the website with pertinent information 

as it comes to hand. Updates often include the cause of the outage, progress on  restoration and 

updates to timing of restoration if we experience complications and delays. 

• If there is a major outage, the Customer Support Team adds an additional message to the  front 

of our standard phone message so it’s the first thing customers hear when they ring  the Orion 

0800 number. 

• For any emergency works our procedure is to ring any affected customers directly. 

 

Next steps 

We’re looking at some untapped customer interactions for notifications, as well as considering other 

options for how to support retailers to better inform customers. We’re also exploring improving our 

system for unplanned notifications, and specifically we’re currently exploring a notification system for 

unplanned outages. 



 

We have a targeted campaign planned for late 2023 to push more people to sign up to our txt and 

email notification system. 

 

 

 

 

 

 

  



 

 

 

 

 
 

Annexure C: 

Innovation Strategy (https://www.oriongroup.co.nz/assets/Company/Innovation/Orion-Innovation-Strategy_AGLX-Final-20230626.pdf)  

 

 

https://www.oriongroup.co.nz/assets/Company/Innovation/Orion-Innovation-Strategy_AGLX-Final-20230626.pdf


 

 

 

 



 

 

 

 

 



 

 

 

 



 

 



 

 

 

 

 



 

 

 

 



 

 

 

 

 



 

 

 

 

 



 

 

 

 

 



 

 

 

 

 



 

 

 

 



 

 



 

 

 

 



 

 

 

 



 

 

 

 

 



 

 

 

 

 



 

 

 



 

 

 

 

 



 

 

 

 



 

 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 

 



 

 

 

 



 

 

 

 



 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 



 

 

 

 


