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COUNTRY ENERGY IS BUILDING ON A FOUNDATION OF SUCCESS. 

COUNTRY ENERGY AT A GLANCE

WE CONTINUE TO INVEST IN THE WORLD’S SECOND LARGEST ELECTRICITY NETWORK SERVING
AROUND 1,500 COMMUNITIES ACROSS THREE QUARTERS OF NEW SOUTH WALES, WHILE
ENHANCING OUR STATUS AS ONE OF AUSTRALIA’S LARGEST ELECTRICITY RETAILERS. 

OUR NETWORK INVESTMENTS, AND THE MANY INVESTMENTS WE MAKE IN LOCAL COMMUNITIES,
MAKE GOOD BUSINESS SENSE.

OWNED BY THE NEW SOUTH WALES GOVERNMENT, WE ARE ONE OF THE LARGEST REGIONALLY-
BASED COMPANIES IN AUSTRALIA.  OUR RANGE OF PRODUCTS AND SERVICES INCLUDES
ELECTRICITY, NATURAL AND BOTTLED GAS, INTERNET SERVICES, GREEN ENERGY SOLUTIONS 
AND ENERGY CONSULTANCY SERVICES.

Owner and operator of the
world’s second largest

electricity network

• $7.9 billion in assets (replacement value)

• 185,000 kilometres of overhead powerlines

• 1.33 million poles 

• 307 zone substations

• 110,000 distribution substations

• 115,000 street lights

• Operational challenges of diverse terrain 
and climatic conditions

• Around 3,000 employees in 110 offices 
and customer and field service centres

One of Australia’s largest
electricity retailers

• $1.4 billion in annual revenue

• 750,000 customers in five states 
and territories

• Corporate offices in Bathurst, Port
Macquarie and Queanbeyan, eight regional
offices State wide and business centres in

Sydney, Melbourne, Brisbane and Newcastle

• Major customers include the Sydney Opera
House, Melbourne’s Rialto Towers, 
OneSteel Wollongong, CSIRO and 

Australian Dairy Farmers
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Northern Region

Far North Coast Region

Mid North Coast Region

South  
Eastern  
Region

Central
Western Region

Riverina 
Region

South Western
Region

North Western Region

Our network and community investments
make good business sense

• $550 million investment in capital works projects from 
July 2001 to June 2004 

• More than 200 apprentices across the business 

• New customer and field service centres – restoring service levels 

• Extensive community support and stakeholder relations programs 

• Customer satisfaction rating of 82.4 per cent (as at August 2002)

• Unique decentralised management structure to better service the
needs of our customers – local expertise, local solutions

• Comprehensive business monitoring, improvement and 
development programs

Retail operations in five states
and territories; network

operations across country and
coastal New South Wales.
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COUNTRY ENERGY’S 2002-2003 ACHIEVEMENTS ARE BOTH MEASURES OF PERFORMANCE 

AND INDICATORS OF WHO WE ARE AND WHERE OUR PRIORITIES LIE.  SOME OF THE YEAR’S

SUCCESSES FOLLOW.  

BECOMING AUSTRALIA’S LEADING
UTILITY BUSINESS

OUR ACHIEVEMENTS IN 2002-2003

Implemented a $140 million capital
investment program to upgrade our
network and improve reliability to our
customers.  This is another instalment 
in a long-term program commenced at
Country Energy's formation, which will
see around $550 million invested in
network improvements by June 2004.

Created new customer and field service
centres, often based on cost effective co-
sharing arrangements.  Country Energy
has opened new facilities in conjunction
with local governments and financial
service providers, bringing benefits to
both customers and their communities.
Five new customer service centres were
opened at Orange, Wagga Wagga,
Goulburn, Grafton and Tweed Heads,
and four new field service centres were
opened at Nambucca Heads, Jerilderie,
Holbrook and Gloucester.

Signed a multi-million dollar
agreement to purchase the entire
energy output from one of
Australia’s largest wind farms at
Lake Bonney, in south east South
Australia.  The first stage of the
facility will be operational in late
2004, when the wind farm will 
be producing enough energy to
power around 40,000 homes.

Began purchasing green energy from a
new food waste to energy plant in western
Sydney – the first of its kind in Australia.
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Released our Strategy Statement 2003-
2006.  Put simply, the Strategy Statement
is our blueprint for the future, providing 
a structure and process for achieving our
ambition to be Australia’s leading utility
business.  It builds on the results of an
organisation wide employee survey and 
is reflected in the design and structure of
this Annual Report.

Introduced Energy, Country Energy’s new customer information system and billing
software, providing a solid base for all customer contact activity. Country Energy’s
alliance with the creators of Energy, Peace Software, allows for ongoing
improvement in our processes – ensuring we continue to offer superior levels 
of cost efficient customer service.

Implemented a single, group-wide finance,
human resources and payroll system.  
The system is based on PeopleSoft software,
providing an internationally recognised model 
of best practice in these key areas. 

Adopted the ‘Dashboard’ concept 
for performance measurement.  
The Dashboard provides a clear and
consistent performance tool for each
business team, focused on the measures
they are best placed to influence.

Introduced the ‘WIN’ (Works Improvement Notice) system,
allowing Country Energy employees to report any safety,
environmental or network concern, outline a problem or
suggest an improvement, with confidence that the matter
will be addressed.

Constructed an innovative substation 
at Ganmurra, near Wagga Wagga,
designed to keep local wildlife away
from the power supply network.  
The adoption of this modern,
completely enclosed design is a first 
for Country Energy and the shape of
things to come. 
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YEAR IN REVIEW: CHAIRMAN
AND MANAGING DIRECTOR

Last year we made the observation that Country Energy had 

hit the ground running in its first full year of operations.

Continuing the sporting analogy, this year has been the 

second lap.  We have settled into our stride, assessed the 

other runners, fixed our race plan and positioned ourselves 

to be a leader. 

In more traditional business terminology, it’s been a year 

of consolidation, planning and some major advances.

Building on last year’s strong financial platform, we delivered an

excellent return for our shareholders, more than doubling our

after tax profit to $36.8 million.  Careful management of our

expenditure and growth in operating revenue of more than five

per cent combined to make this result possible.  

We delivered our expected dividend target and exceeded our

earnings before interest and tax target by more than $3 million.

Compared to the combined results of our three predecessor

organisations, this was the best financial result for five years.  

We’ve grown our customer base in both the business and

domestic segments.  Our customers gave us an overall score 

of 82.4 per cent for customer satisfaction in August 2002 

– a result that puts us in the top 25 per cent of surveyed

organisations worldwide.

We’ve maintained a focus on customers in everything we’ve

done in the past twelve months.  As some corporations

withdrew services, we improved our service delivery across 

the State.  We saw clear business merit in opening five new

customer service centres and four new field service centres and

the response of local customers and communities has been very

pleasing.  

During the year we invested more than $210 million in

maintaining and operating our power supply network.  

An additional capital investment of $140 million was aimed at

upgrading our network and improving reliability of supply to

our customers

Communities across New South Wales also benefited from our

sponsorship program, with more than a million dollars invested

in 1,300 environmental, social, sporting, education, arts and

cultural events and initiatives.

Country Energy has now successfully acquired, adapted and

rolled out a series of new information technology systems,

including a customer information and billing system, a new

asset management system and a single finance, human

resources and payroll system.

With an eye to the future, we have also embarked on some

advanced technology projects, including the development of a

virtual control room which will allow us to manage the network

by computer from almost anywhere.  

We have continued to turn green energy into a commercial

reality, purchasing the energy from one of Australia’s largest

wind farms at Lake Bonney and from a new food waste to

energy plant in Sydney.  We also began generating power from

an innovative hydro project on the Mulwala irrigation canal,

near Berrigan in southern New South Wales.   

The health, safety and well being of our employees, service

providers, visitors and customers are of paramount importance

to us.  Our many safety initiatives have a common thread – a

focus on awareness and harnessing the experience and shared

knowledge of our employees.  
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We have also responded to the new security imperative, being

an active participant in all Federal and State Government

working groups.  We have established roles at senior levels,

leading teams dedicated to security, safety and environmental

management. 

While people across the business have worked incredibly hard

over the past two years to successfully establish Country

Energy, our long term success depends on having a plan for 

the future and the ability to pinpoint areas for improvement 

– that plan is reflected in our Strategy Statement 2003-2006.  

The views and beliefs of our employees are the foundation for

the strategy.  They want a united organisation with a clear

sense of direction.  With that direction now set firmly in place

we are well positioned to run a great race next year.

Barbara Ward

Chairman of the Board

Craig Murray

Managing Director
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COUNTRY ENERGY IS ONE OF THE LARGEST ELECTRICITY RETAILERS IN AUSTRALIA. WE PROVIDE 

A RANGE OF ENERGY SERVICES TO MORE THAN THREE QUARTERS OF A MILLION CUSTOMERS 

IN FIVE STATES AND TERRITORIES. 

A LEADING NATIONAL RETAILER

WINNING CUSTOMERS 
Full retail competition from 1 January 2002 brought a whole

new set of challenges and expectations to the electricity market.

Country Energy rose to that challenge from day one.

This year we approached more than 120,000 potential

customers. This activity enabled Country Energy to achieve

significant penetration into energy markets outside of our

traditional retail base. 

Enhancements to our online energy quoting system have also

enabled us to quote to a wider customer base, keeping us

ahead of the competition.  

An indication of our success is our solid win to loss ratio of

nearly four to one for residential and small business customers.  

Our base of larger customers continued to grow, testimony to

our commitment to providing competitive pricing, excellent

customer service, innovative pricing options and tailored service

packages.  

This year we attracted and retained a number of major

customers, all against strong competition, including:

• Sydney Opera House, New South Wales

• University of Adelaide, South Australia

• Rialto Towers, Victoria

• Hungry Jack’s retail chain, Victoria and New South Wales

• Ricegrowers’ Cooperative Limited (Sunrice), New South Wales

• Bartter Enterprises Pty Ltd, New South Wales

• McWilliam’s Wines, New South Wales

• De Bortoli Wines, New South Wales

• Rockdale Beef, New South Wales

Throughout the year we provided our top 1,000 business

customers with important information to help them conserve

energy, add value and save money in their business.  This helped

us retain over 95 per cent of our commercial and industrial

customers in the face of fierce competition. 

NEW BILLING SOFTWARE
Central to our ability to provide superior customer service and

respond to our customers’ needs is an accurate and reliable

customer information system.  Following more than six months 

of planning to merge customer information from three former

organisations, Country Energy completed the implementation 

of a single, customer information and billing system across the

organisation in September 2002.  

Customers can expect further improvements in service levels in

the future as we continue to evolve and improve our system,

Energy, in alliance with software providers Peace Software. 
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WEBSITE REACHES NEW
HEIGHTS
Our website countryenergy.com.au moved a stepped closer 

to being named the best in the industry.  Internet research

company Global Reviews placed our website in second place

across the energy sector, up from tenth position in an earlier

review.  Additional enhancements are planned for our website

to further improve its customer interaction capabilities.  

GREEN ENERGY
Country Energy’s green products were consolidated into a new

product called country green.

Customers can reduce their greenhouse gas emissions by

purchasing energy from renewable sources, including:

• wind from Blayney and Crookwell wind farms, 

• solar from the Queanbeyan solar farm,

• hydro from Copeton, Oakey and Chichester, and

• biomass from Broadwater, Condong and Harwood 

sugar mills. 

Our customers can choose three levels of green energy:

• liteGREEN – 20c/day – 20 per cent renewable energy.

• livingGREEN – 50c/day – 50 per cent renewable energy.

• pureGREEN – $1/day – 100 per cent renewable energy.

Commitments to new green energy purchases from the Lake

Bonney wind farm and the Camellia food waste to energy

plant in Western Sydney were major highlights of the year.

EMPLOYEES THE STARS 
Country Energy’s employees became the stars of a new

advertising campaign.  The campaign reflected the core values

of the organisation, reinforcing our commitment to providing

local employment opportunities and community support across

country and coastal New South Wales. The campaign featured

in local newspapers and on radio advertisements, brochures

and mobile billboards. 

CEINTERNET EXPANDED
Country Energy has expanded CEinternet - a competitively

priced, high quality internet service for business and residential

customers.  This year we introduced ADSL Broadband which

allows customers to connect to the internet up to 20 times

faster than dial up internet services.  The service also allows

customers to use their phone and the high speed broadband

connection at the same time. 

Through CEinternet, our customers

can access the web and emails,

conduct online transactions

and publish their own web

pages.  The ISP service has

received positive feedback from

customers in Victoria, New

South Wales, Queensland and

the Australian Capital Territory.



COUNTRY ENERGY ANNUAL REPORT 2002–200310

COUNTRY ENERGY OWNS AND OPERATES THE WORLD’S SECOND LARGEST ELECTRICITY NETWORK,

WHICH COVERS NEARLY THREE QUARTERS OF NEW SOUTH WALES.  MEETING THE CHANGING

ENERGY NEEDS OF OUR CUSTOMERS, WHO LIVE IN MORE THAN 1,500 COUNTRY AND COASTAL

COMMUNITIES AND CITIES, REMAINED A KEY PRIORITY.

THE BEST NETWORK MANAGER

NETWORK INVESTMENT
During 2002-2003 we invested more than $140 million to

upgrade our network and improve the reliability of supply to

our customers across New South Wales.  In addition, we spent

over $210 million on routine maintenance and operation of our

power supply network.  

Country Energy’s significant investment in network

improvements and maintenance is part of our commitment to

keeping pace with the rapid growth of the 1,500 communities

we support across the State.  Some of these major network

investments included:

• Manildra

$2.8 million to upgrade substation (132/11kV), meeting

future energy demands of the Manildra Flour Mill and

surrounding areas.

• Tuncurry 

$2.6 million to construct zone substation (66/11kV) 

and increase supply capacity to Tuncurry and Forster

communities. 

• Grafton

Commencement of a $2.6 million project to construct a ring

system (66kV), improving capacity and minimising supply

interruptions.

• Snowy Mountains 

$1.4 million to upgrade substation (132/66/11kV), improving

reliability and meeting future energy demands in the

Jindabyne, Eucumbene and Adaminaby areas.

DESIGNING AHEAD
Country Energy’s sub-transmission design team completed

more than $45 million of major powerline and substation

design projects.  These projects included the design and

construction of the zone substations at Tuncurry and Manildra,

and in the Goondiwindi, Inglewood and Snowy Mountains

areas.

TUMUT VALLEY GETS GAS
A community event in Adelong in April marked the completion

of a major project to connect natural gas to the Tumut Valley.

The project originally began with a contract to transport gas to

the Visy Pulp and Paper Mill in 1999.

Since then, the project has made it possible for more than

2,500 homes and businesses in Gundagai, Tumut and Adelong

to connect to natural gas.  The project has also established a

strong foundation for future business growth and regional

development. 

SUPPLY RELIABILITY  
We continued to focus on providing reliable supply for our

customers.  This year we aimed to keep the average time

without supply from unplanned interruptions down to 178

minutes per customer.  We achieved a result of 230 minutes.   

The high number of total fire bans imposed across the State

during the year contributed significantly to the recorded

increase.  Prior to restoring power to a powerline during 

a total fire ban, we are required to visually inspect the full
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length of the line for potential fire hazards.  While this

obviously lengthened restoration times, it was essential to

ensure community and property safety during these high risk

periods.  

REMOTE CONTROL ON 
THE WAY
Country Energy’s ability to respond to major outages or

emergencies was enhanced in August 2002 with the

commencement of a project to establish a virtual control room. 

The virtual operations service centre (VOSC) will bring a wide

range of customer and organisational benefits.  These include

greater efficiencies and improvements to safety, response times,

system planning and communications regarding the network

conditions at any time.  The three-year VOSC project will also

allow Country Energy to manage our entire network remotely

from almost any of our operation service centres.

ASSETS MANAGEMENT
FRAMEWORK
In March we embarked on a project to implement a system to

streamline and better manage the value, use and performance

of our assets.  The asset management and operating support

system, or AMOSS, provides a framework to effectively manage

around $7.9 billion (in replacement value) of assets.  

The new system combines a geographic information and 

asset management system and interfaces with other business

systems to provide accurate and timely data for field

operations, works management, planning and regulatory

reporting.  The implementation of AMOSS across the

organisation will be completed in September 2003.

Country Energy is meeting the energy needs of country and coastal communities.
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POWERLINE COMMUNICATIONS 
Country Energy has been actively exploring the potential 

of using our extensive electricity network for fibre optic cable

installation, helping to deliver telecommunications services 

in country areas and strengthen our multi-utility status.

At the University of New England (UNE), for example, we have

been working with TransGrid and the Australian Academic and

Research Network (AARNet), to provide a twelve kilometre fibre

optic cable link between the university and TransGrid’s Armidale

zone substation.  The link will be connected in September

2003.

The joint venture will significantly increase UNE’s capacity to

communicate with students and staff both in the region and

across the globe – paving the way for high-quality video links,

face-to-face teaching, virtual seminars and participation in

international conferences.

COORDINATED RISK
FRAMEWORK
During 2002-2003, Country Energy consolidated many of its

risk management activities to ensure that any potential risks 

are identified and appropriately addressed.  

Among the outcomes emerging from this initiative was the

appointment of a risk management coordinator to administer 

a Country Energy-wide risk management framework consistent

with Australian and New Zealand Standards.  We now centrally

administer external contracts and commitments to ensure that

they meet our compliance requirements.

CLOSE WATCH ON SECURITY
In response to heightened levels of security for critical utility

infrastructure in New South Wales since October 2002, 

Country Energy has established a specialist team responsible 

for ensuring the security of our assets and employees.    

Our security team supports a number of critical areas across 

the business, including access and fire management, critical

infrastructure security and armed hold up survival training

coordination.  The team is also central to our crisis

management planning process.  

This year our security team began to implement new photo

identification cards for all employees.  In addition to allowing

access to our sites, the new cards will improve the ability of our

people to identify themselves as Country Energy employees

when requested by our customers.  

PRICE AND EQUITY
In August 2002, Country Energy introduced a retail price

change for all of our regulated electricity customers and our

regulated gas customers in Cooma, Bombala, Holbrook, Henty,

Culcairn and Temora.  The price changes were necessary to

ensure that we continue to deliver superior energy services 

to support business investment and lifestyles in country and

coastal communities.

All of the changes were made within the strict limits set by the

Independent Pricing and Regulatory Tribunal (IPART), the body

responsible for regulating electricity prices in New South Wales.  

During the year we made significant progress towards

consolidating our ‘inherited’ prices to ensure an equitable

pricing structure for all of our customers.  We reduced the

number of price categories, from over 550 to 300, and have

started to introduce a uniform price list for all new connections

from 1 July 2003.  We expect the price consolidation process to

take several years to complete, due to regulatory constraints

currently in place.
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CASE STUDY

INNOVATIVE NETWORK
SOLUTIONS 
When it came time to replace the outdated Ganmurra zone

substation located near Wagga Wagga, Country Energy was

faced with a challenge.  Bird and wildlife activity in the

substation had caused regular outages, and Country Energy

needed to find an innovative solution that was good for the

community, the organisation – and particularly the wildlife. 

Ganmurra zone
substation
before (left)
and after
(above).

We introduced a network price change on 1 August 2002

affecting some large business and small retail customers.  

The price change reflected increases in the high voltage

transmission charges we pay to the operators of the

transmission network.  The change was also necessary 

to allow us to fund investments in the long term quality 

and performance of our network assets. 

LOOKING TO THE FUTURE
We commenced a review of our network prices this year to

ensure we can continue to deliver a high standard network, in

turn supporting investment and lifestyles in country and coastal

communities and cities.  

The review is being undertaken in line with IPART’s 2004

Electricity Distribution Review.  Due for completion in March

2004, the review will determine network prices across the State

from 2004 to 2009 and recognise the link between network

revenue, spending and reliability.

Country Energy’s submission to IPART will recognise the need 

to balance equitable prices with the viability of our unique

regional network and the needs of our diverse customer base.   

The solution was a state-of-the-art, environmentally friendly,

substation kiosk – a first of its kind for Country Energy.  

Constructed off-site, the compact kiosk was transported to

its Ganmurra location where it was installed more quickly

and efficiently than a traditional zone substation.  More

importantly, the self-contained kiosk provides higher levels

of supply reliability for the local community by preventing

wildlife 

coming into contact with the electrical network. 

Following the success of the first kiosk, Country Energy is 

now planning to utilise the technology to upgrade other

zone substations.



COUNTRY ENERGY HAS GONE AGAINST THE CORPORATE TREND AND INCREASED ITS INVESTMENT

IN COUNTRY AND COASTAL NEW SOUTH WALES.  WHILE MANY NATIONAL CORPORATIONS ARE

WITHDRAWING SERVICES, WE HAVE EXPANDED AND ENHANCED OURS – NOT BECAUSE IT’S A

POPULAR IDEA, BUT BECAUSE IT MAKES GOOD BUSINESS SENSE. FOR US, IT’S AN INVESTMENT IN

OUR COMMUNITIES, OUR PEOPLE AND OUR BUSINESS IN REGIONAL AUSTRALIA.

A VALUED PART OF 
THE COMMUNITY
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SUPPORT FOR THE HARD TIMES 
In December, Country Energy launched Country Support – 

an innovative assistance program for customers experiencing

permanent or temporary hardship.  Country Support was

developed to provide our customers with long-term payment

solutions, not just short term fixes.

Since its launch, Country Support has assisted more than 1,900

customers.  The program has also helped to significantly reduce

the number of customer disconnections for non-payment from

9,285 last year to 3,631.  The program is now acknowledged

by the Energy and Water Ombudsman New South Wales, Clare

Petre as a solid benchmark for other energy businesses.  

Through Country Support we can provide support during times 

of drought, unemployment, family changes, in fact during any

circumstance where hardship affects customers and their

families.  Our dedicated Country Support team works with each

customer to tailor a solution to their needs including: advice on

best payment solutions; advice on relevant concessions

available, from pensioner to life support rebates; free referral to

registered financial support and community organisations; and

advice on ways to make cost savings on energy.
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Customer Satisfaction

CUSTOMER SATISFACTION RISES
Delivering excellent levels of customer satisfaction remained a

priority for Country Energy.  Our regular research tells us that

with customer satisfaction surveyed at 82.4 per cent in August

2002, our success in meeting customer needs and service

expectations continues to rise.

These results place Country Energy in the top 25 per cent of

250 organisations surveyed world-wide.  They indicate that 

we are performing better than average in the areas of supply

reliability, responsiveness to blackouts, professionalism, how

quickly we answer customer calls and customer focus. 

CUSTOMER RESPONSE 
Customer consultations made by the Energy and Water

Ombudsman New South Wales (EWON) rose slightly, from 

914 last year to 1,103.  None of these consultations progressed 

to complaint or dispute status.  

Despite the increase in consultations, only 17.5 per cent of 

the total consultations dealt with by EWON related to Country

Energy – a decrease from the previous period.  This reflects our

commitment to resolving customer concerns when they are raised

within our organisation. 

To complement our commitment to complaint resolution, we made

a total of 413 guaranteed service standards payments this year.
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CONSULTING WITH THE
COMMUNITY
Keeping our customers informed of our activities is a core part

of our day-to-day business.  Country Energy works closely with

both local and State media to keep our customers informed of

news and events in their communities.  

We also use a number of methods to keep our community

stakeholders informed.  

Customer Council

Country Energy’s Customer Council comprises community

members who represent our diverse customer base, from

people living in rural and remote areas and low-income

households to Aboriginal and Torres Strait Islanders and 

people from non-English speaking backgrounds.

Council members contribute to policy, planning and service

decision-making relevant to our small retail customers and

recommend solutions to customer concerns.  During the year,

council members met with the Energy and Water Ombudsman

New South Wales to discuss the changing needs of customers

across the energy industry.

Rural Advisory Group

Unique to Country Energy, our Rural Advisory Group was

established to hear the views of our rural customers and

provide feedback on issues affecting country people.  

Each member has a strong understanding and wide experience

of customers’ issues.  The group helps to develop new energy

policies and ensures that Country Energy meets the unique

needs of our rural and remote customers.

Regional Advisory Boards

Regional Advisory Boards have been established to represent

customers’ interests in our eight regions.  Board members come

from a variety of backgrounds, including local government,

chambers of commerce, rural and remote areas and domestic

customers.  The Boards receive regular briefings on our range

of products, promotional activities and planned network

improvements – and provide us with feedback on what we do.

VENUES ON THE MOVE
The Country Energy Board and Executive regularly travel to

country venues as part of our commitment to keeping in touch

with our country and coastal communities.  During these visits

our management teams meet with local councils, community

and media representatives and our employees to discuss first

hand the issues facing their community.  These visits ensure

that any business decisions Country Energy makes best meet

the needs of all our stakeholders. 

PROMOTING REGIONAL
DEVELOPMENT 
Country Energy is always looking for opportunities to support

regional development and encourage regional economic

growth in New South Wales.  During the year we contributed

towards government, private enterprise and community

initiatives.  

In Bathurst, for example, we contributed to the employment 

of a project manager to develop a business plan and 

secure funding for a proposed Bathurst Technology Park.  

The technology park will become a regional hub for science

and technology research and development. 

We were also the major sponsor for the Coonamble Tent

Summit – a forum to explore the concept of ‘regional

enterprise zones’.  The summit, hosted by Coonamble Shire

Council, Orana Regional Development Board and Orana

Development and Employment Corporation, attracted more

than 200 delegates from New South Wales and interstate.  

Other regional development projects undertaken throughout

the year include:

• A $1,500 contribution to each of the 27 regionally-based

Business Enterprise Centres that play an essential role in

incubating small business in regional communities.    

• Support for a series of regional sustainability seminars 

coordinated by the Sustainable Energy Development

Authority.  Hosted by local shire councils, the seminars

offered local businesses information and solutions to their

sustainability issues.

• Support for regional investment tours initiated by the

Department of State and Regional Development.  The tours

in Wagga Wagga and Goulburn were aimed at encouraging

regional investment by showcasing local investment

opportunities.
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Northern Region

Far North Coast Region

Mid North Coast Region

South  
Eastern  
Region 

Central
Western Region

Riverina RegionSouth Western
Region

North Western Region

WAGGA WAGGA

JERILDERIE

HOLBROOK

GLOUCESTER

NAMBUCCA 
HEADS

TWEED HEADS

GRAFTON

ORANGE

GOULBURN

Gloucester (FSC)
Opened March 2003. 

Orange (CSC)
Joint venture with the Energy Industries  
and Local Government Superannuation   
Schemes.  Opened August 2002.

Wagga Wagga (CSC)
Joint venture with the Energy   
Industries and Local Government   
Superannuation Schemes.  
Opened November 2002.

Goulburn (CSC)
Joint venture with the Energy   
Industries and Local Government    
Superannuation Schemes.  
Opened November 2002.      

Grafton (CSC)
Joint venture with First  
Pacific Credit Union.  
Opened December 2002.

Tweed Heads (CSC)
Opened March 2003.

Nambucca Heads (FSC)
Opened December 2002.

Jerilderie (FSC)
Opened May 2003.

Holbrook (FSC)
Joint facility with Holbrook Shire   
Council.  Opened March 2003.

CUSTOMER CENTRES MULTIPLY
This year we continued to build on our program of opening

new customer and field service centres, restoring service levels

across the State.  We opened five new customer service centres

and four new field service centres.  

Country Energy also expanded our successful initiative of

joining with one or more strategic partners, offering customers

a broader range of services in one convenient location.  

In addition to providing great benefits for local communities,

these strategic partnerships also ensure that our service centres

remain cost effective.   

For example, in Grafton, we have joined with financial services

provider First Pacific Credit Union, and in the small rural

community of Holbrook with the local shire council.  The new

level of service provided by these and other joint initiatives has

been well received by both our customers and those of our

partners. 

In the coming year, Country Energy will embark on a major

program to replace each of our eleven regionally based

appliance stores with a customer service centre.  The existing

Betta Electrical and Country Energy branded appliance

businesses are intended to be offered for sale.  

The new customer service centres will offer face-to-face

personalised service in a comfortable environment where our

customers can discuss energy needs and pricing, make general

inquiries and account payments, or arrange a connection or

disconnection.  
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BUSHFIRE RESPONSE
Country Energy was in the front line when devastating

bushfires swept through the Australian Capital Territory and

much of south eastern New South Wales in January and

February 2003.  Our employees worked tirelessly for more

than 17 days to carry out emergency repairs and restore

supply to more than 50,000 customers affected by the fires.  

Due to the magnitude of the disaster – which destroyed

around 200 poles and much of the associated power supply

network – we called in repair teams from Goulburn, Young,

Leeton, Albury, Griffith, Cooma, Bombala, Bega, Moruya,

Jindabyne and the Riverina.  These repair crews were

supported by our call centre, planning, operations, design,

communications and logistics teams across the State.  

Country Energy also sent repair teams from Queanbeyan,

Goulburn, Crookwell and Wagga Wagga to assist Canberra-

based counterparts in the clean up and restoration of supply 

in the national capital.  

Repair work in the Snowy Mountains and Brindabellas

continued for many months after the fires due to the terrain

and other environmental considerations.  Some of the fire

The clearing shows where powerlines once stood.

damaged overhead lines and wooden poles will be replaced

with underground cabling or concrete poles in late 2003.        

The efforts made by our employees during and following 

the fires have been warmly welcomed by the region’s

communities and our customers. 

CASE STUDY

Our customer service centres provide face-to-face personalised service.



Providing a helping hand to Careflight.

COMMUNITY SPONSORSHIPS
Central to Country Energy’s regional investment initiative is 

our community sponsorship program.  Throughout the year 

we provided a total of $1,133,950 to more than 1,300

environmental, social, sporting, educational, research and 

arts and cultural events and organisations across the State.

The following are just a few of the events we supported 

this year.

• Country Energy Art Prize 

In 2003 we launched the inaugural $35,000 Country Energy

Art Prize for Landscape Painting.  The art prize, a joint

partnership with the New England Regional Art Museum 

in Armidale, is the richest acquisitive art prize in New South

Wales, showcasing the talent of country and coastal artists

across the State.  The winner of the art prize will be

announced in July 2003 from more than 350 entries 

received by the end of June.  

• Keep Australia Beautiful

The Country Energy Tidy Town program entered its second

year in 2003.  The program helps improve local communities

and provides significant economic, social and environmental

benefits through a range of activities – from heritage, waste

and wildlife to beautification projects.

• CareFlight 

Country Energy’s ongoing support of this essential

community service is made possible by our customers who

have generously chosen to donate to CareFlight through

their energy account.  During the year we contributed 

more than $60,000 towards maintaining and expanding

CareFlight’s service.  With our customers’ support we expect

to build on this total in the coming year.

• Northern Stars Under the Big Top

Country Energy was a major sponsor of the inaugural

Northern Stars Under the Big Top.  This unique concept was

developed to showcase the instrumental, song and dance

skills and talents of 2,800 students across northern New

South Wales.  The event gave country students the

opportunity to develop and experience cultural ‘stardom’ 

on a scale usually only available to students from the city.

• Hume League

The Hume League draws football and netball clubs from

small towns across the Riverina and south eastern New

South Wales.  Our support contributes to the cost of 

umpires and trophies for the event, which attracts up 

to 2,000 players.

• Sports Academy Talent Search Program 

Through the talent search program Country Energy provided

regional kids with the same sporting opportunities as their

city counterparts.  Our funds enable the talent search to visit

regional schools in the Riverina and south eastern New South

Wales, and work with kids to identify a sport or activity that

best suits them.

• River Towns Project

In the Barwon Darling region of north western New South

Wales, Country Energy is helping to resolve some of the

social and economic issues being faced by the community.

Thanks to our sponsorship support a facilitator has been

appointed to work with the community to reduce domestic

violence and truancy, as well as encouraging small business

growth. 

• Queanbeyan Country Energy Gift 

Following two years of support, the Queanbeyan Country

Energy Gift is recognised as one of the most prestigious foot

races on the eastern seaboard.  The event was named as the

best organised and most entertaining professional athletics

carnival on the New South Wales circuit in 2002.

Acknowledged as Queanbeyan’s hallmark event, the Gift

attracts athletes and spectators from across Australia.  

COUNTRY ENERGY ANNUAL REPORT 2002–200318



• Northern Inland Excellence in Business Awards

As a major sponsor of the most prestigious business awards

in northern New South Wales, Country Energy is helping 

to support local inventors and innovations.  The awards

program promotes local business development opportunities

as well as advising the community of leading technology and

services available locally. 

• Towers of Strength 

Country Energy and our Port Macquarie field employees

volunteered time and equipment during the year to dig

trenches, lay cables and connect power to five lifeguard

towers on beaches in the Hastings area.  The sponsorship

was a major contribution to the Combined Hastings Rotary

Clubs’ project to improve beach safety. 

19

• Country Energy Banners of Balloons Competition

For the second year, Country Energy was the major sponsor

of this popular competition, designed to raise awareness of

the central west's renowned Balloon Fiesta.  This year the

competition attracted 14 entries from primary and high

schools depicting the Canowindra district and the Balloon

Fiesta.

• Surf and Water Safety Program 

More than 6,000 students from 45 schools in south eastern

New South Wales benefited from the Country Energy

supported Surf and Water Safety program.  The program

aims to teach children simple steps to stay safe in the water. 

Port Macquarie employees at work on Towers of Strength.

COUNTRY ENERGY ANNUAL REPORT 2002–2003
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HONEST ANSWERS
In December 2002, we launched our first comprehensive

employee survey, giving our people the opportunity to tell us

anonymously what they thought about the organisation and

where improvements could be made. 

The survey results highlighted Country Energy’s cultural

strengths, which included a high level of teamwork within work

groups, our strong commitment to safety and our focus on

customer service.  Significantly our employees also said they

have a strong desire to make Country Energy successful.  

The research also identified some areas for improvement.

The message from our people was clear – allow us to

contribute more regularly to Country Energy’s decision making

processes and help us better understand the organisation’s

overall vision and goals.   

We invested heavily this year to integrate the feedback of our

employees into developing a high performance culture for our

organisation.  

COUNTRY ENERGY’S SUCCESS TO DATE HAS BEEN DRIVEN BY THE HARD WORK, COOPERATION
AND COMMITMENT OF OUR EMPLOYEES TO DELIVERING EXCEPTIONAL CUSTOMER SERVICE.  

REALISING THAT HARD WORK AND DETERMINATION MAY NOT BE ENOUGH TO ACHIEVE OUR
AMBITION OF BEING AUSTRALIA’S LEADING UTILITY BUSINESS, THIS YEAR WE SET OUR SIGHTS
ON BUILDING A SOLID FOUNDATION FOR OUR FUTURE SUCCESS.  BY MATCHING THE VALUES
AND EXPECTATIONS OF OUR PEOPLE WE ARE ALSO WORKING TOWARDS BECOMING AN
EMPLOYER OF CHOICE.

AN EMPLOYER OF CHOICE

SHAPING OUR CULTURE
In May 2003, we launched a high performance culture program

to engage our people, focus us on our future direction and

align our activities with our vision, values and business strategy. 

We began by creating our Strategy Statement 2003-2006 – 

a guiding framework for the next three years of operation.  

The Strategy Statement communicates to our people our

overall vision and goals for the future.  We have begun to

translate the Strategy Statement into a set of measurable

operational objectives.  Our progress towards meeting these

objectives will be reported to our Board monthly from 

July 2003.  

Central to our goal of being Australia’s leading utility 

business are our corporate values.

• Safety is fundamental to our work.  

• Teamwork is our strength.  

• We like to have fun.

• We are enthusiastic about our work.  

• We strive for excellence in everything we do. 

• We take accountability for our actions.

We have commenced an intensive performance coaching

program to improve our performance and develop leadership

skills across the organisation.  This program will give our
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managers specific abilities in promoting communication and

teamwork across workgroups, and improving customer service.

Plans are now underway to deliver a personal development

program for all of our 3,000 people to further align individual

and organisational goals.  

RECRUITMENT EXCELLENCE
A fair and unbiased recruitment and selection process is at 

the forefront of our employment program.  All positions are

advertised internally through our regular recruitment bulletin 

to ensure that employees have the opportunity to advance 

their careers within the organisation.  External recruitment 

is undertaken if we are unsuccessful in attracting suitably

qualified internal applicants, or need to employ new skills 

for the business.

APPRENTICE NUMBERS GROW
This year we welcomed 70 new apprentices to our field 

service teams, continuing our plan to create local employment

opportunities.  Our highly-successful apprenticeship program

has seen more than 140 new apprentices join our workforce 

in the past two years. We now have over 200 apprentices

working across the business.

By investing in the skills of young people we are helping to

retain locally-based, qualified skills in regional communities,

from Bombala and Albury in the south, west to Cobar and

north to Kyogle.  We are also providing country people with a

foundation for long-term employment and career development.

CASE STUDY

APPRENTICE SUCCESS
Among the accolades collected by our apprentices were:

• Apprentice of the Year for Northern NSW in the Electrical

Apprentice Category – Stephen Bolton from Grafton. 

• Dubbo TAFE Awards Orana Group Apprentices Trophy for

outstanding achievement over three years of electrical

trade study – Greg Harris from Dubbo. 

• Dubbo TAFE Award for high achievement in Electro

technology, and top ranking student at stage three of an

electrical trade course – Jonathan Donnelly from Cobar. 

• First prize in the Overhead Lineworker Skills

Demonstration, National Worldskills Competition 

(team event). 

Apprentices competing in the National Worldskills Competition.
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SERVICE MILESTONE AWARDS
We recognised the long term service of our employees through the

Country Energy Service Milestone Awards.  The awards recognised

close to 1,500 employees who have been with Country Energy and its

predecessors continuously for between 10 and more than 40 years.

Milestone recipients were presented with gifts and certificates at a

series of celebrations which started in February 2003. 

Country Energy Service Milestone recipients from Wagga Wagga.
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Indigenous
Apprentices

Indigenous
Trainees

Non-Indigenous
Apprentices

Apprentices and trainees appointed throughout the year.

INDIGENOUS EMPLOYMENT
PROGRAM
Fundamental to our employment program is our commitment

to fostering indigenous employment.  We achieved this

through an innovative Indigenous Employment Program

launched in late 2002 – the first of its kind for the New 

South Wales energy industry.

The program has delivered exceptional results in its first 

year with: 

• ten indigenous apprentices from a total of 47 appointed in

January 2003. These apprentices have joined field service

teams located in ten communities across the State; and 

• six indigenous trainees located in six regional communities. 

Our Indigenous Employment Program is setting a solid

benchmark for indigenous employment in country New 

South Wales.
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MANAGING DIRECTOR’S
RECOGNITION PROGRAM
Our Managing Director’s Recognition Program enabled

employees to nominate colleagues who ‘stood out from the

crowd’.  The people selected have displayed extraordinary levels

of resilience or achievement in the face of hard work and

personal hardship.

EMPLOYEE DEVELOPMENT
PROGRAMS
We continued to support a number of training programs 

and development opportunities across the organisation. 

Frontline Management Program
New recruits joined our Frontline Management Program,

designed to build better career opportunities for employees

from a range of different backgrounds, locations and

disciplines.  The program also delivers widespread benefits to

our customers by improving the management and leadership

skills of our workforce.  

More than 130 employees from across the organisation are

currently in the program, from zone substation managers,

works schedulers and field team leaders to credit control,

customer relations and power quality employees.  Seventeen

employees will graduate from the Frontline Diploma Program 

in August 2003.

Graduate Diploma Program
Thirty one of our people were selected to complete the

Graduate Diploma Program through Charles Sturt University.

This competitive program was open to all employees 

who submitted an expression of interest to participate.  

On achieving the Graduate Certificate in Management,

participants can choose to undertake a Graduate Diploma 

of Management, followed by a Master of Management.

Specialist Training
Specialist training is also provided to ensure our people have 

all the necessary skills to deliver the highest level of service.  

In May, for example, three of our employees travelled to

Germany to undertake an intensive training course in 

managing and maintaining critical zone substation equipment.

The training will help improve customer service by reducing the

number of supply outages resulting from the failure of this

equipment.

NEW FINANCE AND PAYROLL
SYSTEM
A major project for Country Energy during the year was the

implementation of a single finance, human resources and payroll

system.  The implementation of the system on 1 July 2003 will

take us once step closer to consolidating all of 

our legacy finance, human resources and payroll systems.

Utilising PeopleSoft software, recognised internationally 

as a model of best practice, the new system will introduce

consistent processes across the organisation.  

CODE OF CONDUCT 
In December 2002, we introduced the Country Energy Code 

of Conduct, consolidating and building on our three former

codes.  The Code applies to any of our directors, employees,

consultants and contractors who represent or undertake duties

for the organisation.  

WORKPLACE RELATIONS
Negotiations are well underway to update the Country Energy

Enterprise Award, which was successfully implemented in July

2002.  A significant component of the updated award is a

competency-based classification structure that will provide

enhanced career opportunities for our employees. 

We also maintained our record of no time lost due to 

industrial disputes. 
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THE HEALTH, SAFETY AND WELL BEING OF OUR EMPLOYEES, SERVICE PROVIDERS, VISITORS AND

CUSTOMERS ARE OF PARAMOUNT IMPORTANCE TO US.  SO TOO IS NURTURING AND PROTECTING 

THE ENVIRONMENT FOR THE BENEFIT OF OUR COMMUNITIES, BOTH NOW AND IN THE FUTURE.

ACCLAIMED FOR OUR
ENVIRONMENTAL INITIATIVES
& SAFETY

A TEAM APPROACH 
A new team-based structure to drive further improvements 

in our safety and environmental performance has been

implemented.  

Employees at each location have nominated Safety and

Environment Local Employee Representatives (SELERs) to 

act as the eyes, ears and voice for local issues. 

Eight regional Safety and Environment Regional Improvement

Teams (SERITs) review our performance in health, safety, public

electrical safety and the environment and identify opportunities

for improvements.

Representatives from each regional team regularly meet as part

of the Safety and Environment Corporate Improvement Team

(SECIT) to recommend strategies to achieve improvements

across the organisation.  

BETTER REPORTING
In July 2002, we successfully introduced an innovative works

improvement notice, or WIN, system to manage safety,

environmental or network safety improvements across the

organisation.  

WIN provides a single, consistent system for all employees to

report any safety, network or environmental incident, outline a

problem or suggest an improvement.  The electronic system then

tracks and records the resolution or improvement actions taken.

Since its inception, WIN has been used to manage more than

2,700 issues across the organisation. 

OUR SAFETY PERFORMANCE 
Our Lost Time Injury Frequency Rate (LTIFR) improved from 9.1 to

7.8, while the Average Time Lost per injury (ATL) was 11.1 days,

up from 10.6 days last year.

Other Industry 
Players

SECIT 
Corporate team

Employees

SELERs 
Local employee 
representatives

SERITs 
Regional teams

A team approach to safety and environmental management.
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KEEPING TO THE RULES
In June we revised and consolidated our electrical safety rules 

for working on or near high voltage and low voltage electrical

systems.  The rules apply to all employees, contractors and

accredited service providers involved in the construction,

maintenance, repair and operation of our electrical network.

LUNG BUS
Nearly 1,600 employees accepted an invitation to participate 

in a respiratory screening and health assessment program for

signs of asbestos-related illnesses and other health issues.  

The Dust Diseases Board’s Lung Bus visited 28 field service

centres during March and April 2003.  

The program was well received by our people and increased the

general awareness of asbestos, other dust-related diseases and

health issues.  Only one employee was advised by the Dust

Diseases Board to undergo further assessment.

KEEPING THE PUBLIC SAFE
Our public electrical safety campaign continued to alert the

community to potential electrical hazards and advise how to

best avoid electrical accidents.

We continued to adopt the slogan Watch Out, Watch Out,

There Are Powerlines About to generate improved levels of

safety awareness, particularly in high risk areas such as crop-

dusting and the use of tall machinery.  Our specialist public

safety officers worked with the agricultural and construction

sectors to increase awareness of the need for vigilance. 

Public safety educational and awareness activities were also

implemented for other sectors of the community, including

school children, motorists, boat owners, home renovators and

gardeners.  These activities were timed to coincide with high

risk safety periods such as school holidays and spring.

CASE STUDY

SAFER REFLECTIONS 
We have commenced a program to re-badge our service

vehicles, vastly improving their visibility and enhancing the

safety of our employees.  More than 430 vehicles across

110 communities now display the prominent signage, which

incorporates reflective striping for some high use vehicles.  

The new signage has been welcomed by many of our rural

customers who have commented on the increased visibility

it provides when work is being undertaken on their

property.  

LEADING THE WAY IN GREEN
Country Energy is leading the way when it comes to

environmental sustainability and social responsibility, this year

announcing three new initiatives to source renewable energy.

• In February 2003, we signed a multi-million dollar agreement

to purchase green energy from the first stage of one of 

the largest wind farms to be connected to the Australian

national electricity grid.  The agreement with Babcock and

Brown Windpower Pty Ltd allows us to purchase the output

from Lake Bonney Wind Farm in south eastern South

Australia.  By the end of 2004, the wind farm will be

producing enough energy to power around 40,000 homes. 



COUNTRY ENERGY ANNUAL REPORT 2002–200326

• In February we also began purchasing green energy from 

a new food waste to energy plant in western Sydney – the

first of its kind in Australia.  The EarthPower Technologies

bioenergy plant at Camellia will recycle up to 800,000

tonnes of waste per year into electricity and organic fertiliser.

Our three-year agreement to purchase the entire energy

output from the plant will allow around 3,000 homes to 

be supplied with green energy annually.

• In October we began power generation from an innovative

‘run of the river’ hydro project called ‘The Drop’.  Located on

the Mulwala irrigation canal near Berrigan in southern New

South Wales, the power station generates renewable energy

from water flowing along the canal for up to eight months

of the irrigation season.  ‘The Drop’ will produce enough

green energy for around 1,600 homes each year. 

SUSTAINABLE PARTNERSHIPS
This year we established and continued a number of

commercial partnerships to deliver environmental benefits and

regional sustainability to country and coastal New South Wales.  

Recognising the contribution that cogeneration can make 

to the environment, we joined with the Sustainable Energy

Development Authority to assist businesses to investigate 

the feasibility of adopting cogeneration for their commercial

activities.  Cogeneration can help a business double energy

efficiency, halve power costs and reduce carbon-dioxide

emission by two-thirds. 

In October we signed a five-year exclusivity

agreement with Renewable Australia Pty Ltd 

to develop and commercialise technology 

to recover methane gas from landfill sites.  

The agreement follows a successful project by

University of New South Wales student, Jason

Scarborough, at Bathurst City Council last year.

The technology, which will continue to be

developed, will encourage better landfill

management, create regional job opportunities

and improve regional infrastructure and safety. 

REDUCING GREENHOUSE
GASES
Our strategies for reducing greenhouse gas emissions and

helping customers use electricity more efficiently expanded 

this year. 

In  December 2002 we launched our Corporate Renewable

Energy and Greenhouse Gas Abatement Strategy, reinforcing

our commitment to addressing greenhouse issues.  This

strategy provides a framework for Country Energy to meet our

organisational  targets  for  greenhouse gas emission reduction,

as well as those set by the Federal and State Governments. 

We announced that we will increase our fleet of gas-powered

vehicles from 115 to 500.  Over two years, the 500-strong LPG

fleet will reduce greenhouse gas emissions by 1,800 tonnes and

save around $1 million in fuel costs.  LPG vehicles are cleaner

and cheaper to run and have a greater driving range than

petrol vehicles.

Since February all of our energy accounts have displayed a

graph showing the level of electricity usage and the amount 

of greenhouse gases emitted.  Although the inclusion of this

graph was mandatory in Victoria, we provide the information

voluntarily on all our accounts.  The graphs help customers take

the first step towards reducing consumption by ensuring they

are aware of the environmental impact of their electricity

usage.  
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Total greenhouse emissions for this bill: 1.38 tonnes.

The graph on our accounts helps customers reduce greenhouse gas emissions.



CASE STUDY

SITE REMEDIATION
In association with the establishment of a contaminated

sites register, we continued to remediate parcels of land 

that contain inground fuel tanks or are affected by chemical

usage and waste disposal practices.

For the past five years we have conducted six-monthly

ground water monitoring at the decommissioned Koolkhan

Power Station site located adjacent to the Clarence River

north of Grafton.  The Environmental Protection Authority

(EPA) relaxed testing to 12 monthly intervals this year.  

This reflects the success of our remediation practices to

prevent potential contaminants migrating towards the

Clarence River.

We worked with the Clarence River County Council down

stream of Nymboida Hydro Power Station to construct rock

ramps.  The ramps maintain pools and riffles, helping to

reduce bank erosion in the Blaxland Creek system. The 

work has been welcomed by local property owners and 

the Department of Land and Water Conservation (DLWC).

Work continued to manage the decommissioning of the

Ashford Power Station.  We regularly sampled the ash

stockpile located adjacent to the Severn River, and are

planning its removal or stabilisation with the relevant

authorities.  
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Relocating Osprey nests.

WASTE RECYCLING AND
PURCHASING POLICY
We looked for better ways to reduce waste, recover resources

and use recycled material as part of our waste reduction and

purchasing policy.  Initiatives included:

• Implementing an electronic document and records

management system, allowing documents to be transferred

electronically and reducing the need for paper mailing.

• Investigating an alternative plastic recycling scheme for

plastic conduit and other items.

• Establishing a secure document recycling system for all our

sensitive and confidential records.

NATURE CONSERVATION
Our employees have been involved in several initiatives as 

part of our commitment to protecting the environment.  

In the Riverina, our employees worked with Greening 

Australia and local schools to plant trees along the banks 

of the Murrumbidgee River.  Trees were also provided to 

a local school for their wetlands project.

Our field teams in Forster-Tuncurry relocated osprey nests from

on top of our power poles to a nearby island.  By providing a

new home for the birds we removed the risk of the ospreys

contacting powerlines, saving their lives and improving supply

reliability in the area.  As part of the initiative our people assist

the National Parks and Wildlife Service to sample nest sites and

collect statistics on bird behaviour.
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Barbara Ward 

BEc, MPol. Econ

Chairman since 6 June 2001

Member of the Audit and Risk Committee

Chairman, EMMLINK Pty Limited

Chairman, Country Energy Gas Pty Limited

Chairman, East Coast Gas Pty Limited

Chairman, NorthPower Energy Services Pty Limited

Craig Murray

Managing Director since 8 June 2001

Member (ex officio) of the Safety and Environment Committee

Director, EMMLINK Pty Limited

Director, Country Energy Gas Pty Limited

Director, East Coast Gas Pty Limited

Director, NorthPower Energy Services Pty Limited

The Hon Michael Lee

BSc, BE (Hons), FIEAust

Director since 1 March 2002

Member of the Safety and Environment Committee

Greg McLean

Director since 30 April 2002

Member of the Safety and Environment Committee

ATTENDANCE AT BOARD
MEETINGS
Name Eligible Attended

Barbara Ward 11 11

Craig Murray 11 11

The Hon Michael Lee 11 11

Greg McLean 11 10

Tim Sullivan OAM 11 11

Rowena Sylvester 11 10

John Wearne AM 11 11

Tim Sullivan OAM

Director since 6 June 2001

Chairman of the Safety and Environment Committee

Rowena Sylvester

B. Bus

Director since 1 March 2002

Chairman of the Audit and Risk Committee

John Wearne AM

Director since 6 June 2001

Member of the Audit and Risk Committee

There were no changes to Country Energy’s Board

during the reporting year. 

The Hon Michael Lee, Tim Sullivan OAM, Craig Murray, Greg McLean, Barbara Ward, Rowena Sylvester and John Wearne AM.

OUR BOARD OF DIRECTORS
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Terry Miller, Ken Stonestreet, Bill Frewen, Craig Murray, Ron Craggs, Derek Lark, John Adams, Justin De Lorenzo and Gary Humphreys.

OUR EXECUTIVE TEAM

Craig Murray

Managing Director, Member Board of Directors

• Leadership, strategy, business performance, corporate values,

shareholder relations and stakeholder interfaces

John Adams

Group General Manager Retail, Dip. (Elect Eng), B Bus. FIE Aust.

• Retail business, including sales and marketing functions,

national and residential sales, retail pricing and product

development

Ron Craggs

Group General Manager Corporate Services and Company

Secretary, BE (Hons), Grad. Dip.Mgt.

• Corporate governance and services to the Board, and

executive oversight of safety, environmental and quality

systems and organisation development

Justin De Lorenzo

Group General Manager Finance and Regulatory Affairs,

B Com, ACA, ASIA

• Finance, strategy, energy trading, management accounting,

materials supply and regulatory affairs

Bill Frewen

Corporate Counsel, BA LLB

• Corporate affairs, legal services, government relations and

external relations generally

Gary Humphreys

Group General Manager Corporate Operations

• Corporate marketing, strategy and planning, customer

relations, risk management, property management and

corporate support services

Derek Lark

Group General Manager Business Development, 

BE, MBA, FAICD, CP Eng

• Development of innovative commercial uses for

infrastructure, green energy projects, new

telecommunications products and services, regional

development, business commercialisation and 

manages CE Gas Networks Pty Ltd

Terry Miller

Group General Manager Networks, BE, MBA, CP Eng, MIE Aust,

MAICD

• Overall commercial performance and regulatory compliance

of Country Energy’s networks business, network asset

management strategy, policies and specialised technical

services. Executive responsiblty for subtransmission system

design, development and construction, logistics, fleet and

generation

Ken Stonestreet

Group General Manager Service Delivery, BE (Hons), CP Eng

• Core service delivery functions such as network control, 

field safety management and regional management
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Country Energy is established by the Energy Services

Corporations Act 1995 and performs all functions related 

to the distribution and supply of cost-competitive energy and

energy related services.  

Country Energy holds distribution and retail licences in New

South Wales and Victoria (electricity and gas), retail licences in

South Australia, Queensland and the Australian Capital Territory

(electricity) and a special approval for the distribution and

retailing of electricity to franchise customers in parts of south

west Queensland. 

BOARD COMMITTEES
Audit and Risk Committee
Risk management remains a key focus for the Board and

management at all levels. The Board’s Audit and Risk

Committee regularly monitors the risks associated with key

activities across the organisation. Management Assurance

Services (MAS) team provides the committee with independent

internal audit and assurance services to review the

organisation’s management of risk. The committee sets the

annual audit plan to define the MAS team’s objectives and

project schedule and receives comprehensive reports on the

MAS reviews at each of its meetings.

The Audit and Risk Committee comprises at least three 

non-executive members of the Board.  The Chairman of 

the Board shall not be the Chairman of the Committee.  

Other non-executive Directors, the Managing Director, the

Group General Manager Finance and Regulatory Affairs, and

the External Auditor, have a standing invitation to attend

meetings as required, in the capacity of observer.

Safety and Environment Committee
Country Energy’s abiding concern for the wellbeing of

employees and the public is put into action by its Safety and

Environment Committee, that deals with issues of performance

and compliance in these critical areas. 

The committee meets regularly with management and internal

safety specialists to determine safety and environment

strategies and targets and monitor achievements. All significant

safety and environmental incidents are considered in detail and

actions are instigated to address any areas of concern. 

As discussed in this report, the year has seen an improvement

in safety performance; no reportable environmental breaches;

significant progress in our management of contaminated sites;

GOVERNANCE
and the continuation of our public safety campaign.

Workplace safety, however, remains the committee’s prime

focus.

FREEDOM OF INFORMATION
During the year, we received eight requests for information

under the Freedom of Information Act 1989. Seven of these

applications were granted access in full.  One was refused on

the basis that it:

• contained information that has commercial value to

competitors of Country Energy and would therefore affect

our business affairs;

• contained information that may affect the business affairs 

of our customers and would require us to consult with these

customers to obtain their view; and

• would have had the effect of substantially and unreasonably

diverting resources away from their use by Country Energy.

INSURANCE AGAINST RISK 
Country Energy maintained its comprehensive insurance

coverage secured on a competitive basis from appropriate

insurance sources. Fire, general liability, directors’ and officers’

liability insurance is secured under the NSW Electricity Industry

Group Scheme administered by a committee comprised of

nominees from each of the distributors involved.

LEGISLATIVE CHANGES 
The following legislative amendments were made this year:

• Independent Pricing & Regulatory Tribunal Act 1992 –

Electricity Supply Amendment (Greenhouse Gas Emission

Reduction) Act 2002 No 122 (assented to 16 December

2002, commenced 1 January 2003).

• Gas Supply (Gas Meters) Regulation 2002 (commenced 

1 September 2002).  This regulation replaces the Gas 

Supply (Gas Meters) Regulation 1997.

• Gas Supply (General) Regulation 1997 – Gas Supply

(Network Safety Management) Regulation 2002 

(commenced 1 September 2002).

• Gas Supply (Safety and Operating Plans) Regulation 1997

(commenced 1 September 2002).

• Electricity Supply Act 1995 No 122 – Electricity Supply

Amendment (Greenhouse Gas Emission Reduction) Act 2002

(commenced 1 January 2003).

• Electricity Supply Regulations – Electricity Supply (General)

Regulation 2001 – Electricity Supply (General) Amendment
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(Greenhouse Gas Emission Reduction) Regulation 2002

(commenced 1 January 2003); Electricity Supply (General)

Amendment (Greenhouse Gas Abatement Certificate

Scheme) Regulation 2003.

LICENCE COMPLIANCE 
Licence compliance annual reports for our gas and electricity

retail and distributor licences and our performance in safety

were submitted to the Ministry of Energy and Utilities and the

Independent Pricing and Regulatory Tribunal.  As a contestable

retailer in South Australia, Victoria and Queensland, compliance

reports were also submitted to the energy regulator in each of

those States, in accordance with current guidelines.

LAND DISPOSAL 
We disposed of nine items of property with a combined value

of $2,616,408.  All were considered surplus to our operations

and the proceeds were used to fund capital works projects.

Access to documents relating to the disposal of land can be

obtained under the Freedom of Information Act.

A. Trends in the representation of EEO Groups
% of Total Staff
Benchmark 

EEO Group or Target 2000 2001 2002 2003

Women 50% 16% 18% 18% 21%
Aboriginal people and Torres Strait Islanders 2% 1.8% 1.8% 1.4% 2%
People whose first language was not English 20% 1% 1% 1% 1%
People with a disability 12% 4% 3% 4% 5%
People with a disability requiring work-related adjustment 7% 0.9% 0.4% 0.6% 0%

B. Trends in the Distribution of EEO Groups
Distribution Index
Benchmark 

EEO Group or Target 2000 2001 2002 2003

Women 100 76 75 84 80
Aboriginal people and Torres Strait Islanders 100 81 83 88 61
People whose first language was not English 100 116 n/a 94 100
People with a disability 100 101 99 104 106
People with a disability requiring work-related adjustment 100 94 n/a n/a n/a

Notes:
1. Employee numbers are as at 30 June 2003.

2. Excludes casual employees.

3. A Distribution Index of 100 indicates that the centre of the distribution of the EEO group across salary levels is equivalent to that of other employees. 
Values less than 100 mean that the EEO group tends to be more concentrated at lower salary levels than is the case with other employees. The more 
pronounced this tendency is, the lower the index will be.  In some cases the index may be more than 100, indicating that the EEO group is less 
concentrated at lower salary levels. The Distribution Index is automatically calculated by the software provided by ODEOPE.

4. The Distribution Index is not calculated where EEO group or non-EEO group numbers are less than 20.

5. The statistics for 2000 and 2001 are an amalgamation of data collected from the three previous organisations – Great Southern Energy, 
Advance Energy and NorthPower.

OPPORTUNITIES FOR ALL
Country Energy is committed to creating an organisation that

reflects the cultural and gender diversity of our customer base.

These principles will be embedded in our new Equal

Employment Opportunity Plan, which also incorporates 

people with a disability, and our new Ethnic Affairs Priority

Statement Plan.  

The following table shows the equal employment groups

represented within our organisation at the end of the year.

CONTROLLED ENTITIES
EMMLINK Pty Limited (ACN 085 123 468)

A wholly-owned subsidiary of Country Energy established in

1998 to undertake the Directlink project, a 50/50 joint venture

between EMMLINK Pty Limited and Hydro Quebec International

Australia.  Directlink is a major transmission project between

Mullumbimby and Terranora in north eastern New South Wales,

forming an entrepreneurial interstate interconnector within the

national electricity market. 

Country Energy Gas Pty Limited (formerly Great Southern

Energy Gas Networks Pty Limited) (ACN 083 199 839)

A wholly owned subsidiary of Country Energy established in

1997 by Great Southern Energy to distribute and retail gas in

Wagga Wagga and surrounding areas.

EastCoast Gas Pty Limited (ACN 071 314 184)

A wholly owned non-operating subsidiary of Country Energy

Gas Networks Pty Limited.

NorthPower Energy Services Pty Limited

(ACN 075 619 895) 

A wholly owned non-operating subsidiary of Country Energy.
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OVERSEAS VISITS
During 2002-2003 the following overseas visits were

undertaken for promotional purposes:

England – Ron Craggs, visit to overseas insurers to attend

underwriter’s presentations, July 2002.

Switzerland – Ron Craggs, visit to overseas insurers to attend

underwriter’s presentations, July 2002.

India – Craig Murray and Derek Lark, meeting with Ankur

Scientific Energy Technologies Pty Ltd and demonstration of

waste to energy systems, November 2002.

Germany – Tony Drabsch, Greg Pickersgill and Mark Winkler,

training trip to Maschinenfabrik Reinhausen (MR) tap changer

plant to undertake competency development program, May

2003.

USA – Patrick Cooper, customer information systems

conference and meetings with Peace Software, May 2003.

EXECUTIVE REMUNERATION 
At the end of 2002-2003, Country Energy had 51 employees

with a total remuneration package equal to or exceeding NSW

Senior Executive Service (SES) Level 1, including three females.

The following employees had a total remuneration package

equal to or exceeding NSW SES Level 5:

• Craig Murray, Managing Director, $445,000

• Ken Stonestreet, Group General Manager Service 

Delivery, $275,000

• Justin De Lorenzo, Group General Manager Finance and

Regulatory Affairs, $275,000

• John Adams, Group General Manager Retail, $270,000

• Terry Miller, Group General Manager Networks, $270,000

• Ron Craggs, Group General Manager Corporate Services and

Company Secretary, $260,000

• Gary Humphreys, Group General Manager Corporate

Operations, $235,000

• Derek Lark, Group General Manager Business Development,

$235,000

• Terri Benson, General Manager Regulatory Affairs, $216,666

• Stuart Liddell, General Manager Organisation Development,

$205,000

• Ross Pooley, Regional General Manager - South Eastern,

$185,625

A programmed performance review was undertaken during 

the year and all of the above officers met or exceeded their

performance criteria.  Country Energy’s executive remuneration

policy excludes bonus and at risk payments. No bonus

payments were paid to any employee in relation to the 

2002-2003 reporting year.

CONSULTANTS 
The total amount spent on consultants was $795,724.  

Those consultancies valued at more than $30,000 are shown

in the following table.  An additional 22 consultancies in

management services ($83,440), legal ($41,920), organisational

review ($28,225) and engineering ($15,040) were valued at less

than $30,000.

Supplier Description of services provided Amount

Finance and Tax

Ernst & Young Research and development claim $81,033

Management Services

Pricewaterhouse Coopers Business advice $108,970

New South Wales Treasury Specialist regulatory advice $106,670

UMS Business advice $104,766

IBM Business Consultancy Business Improvement Project (BIP) $60,908

Biogy Pty Ltd Hastings project $35,240

Right of Way Services Coffs Harbour project $30,700

Legal

Deacons Lawyers Legal advice $57,647

Freehills Legal advice $41,166
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COUNTRY ENERGY
STATEMENT OF FINANCIAL PERFORMANCE
for the year ended 30 June 2003

Consolidated Corporation

NOTE 2003 2002 2003 2002

$’000 $’000 $’000 $’000

Revenue from Ordinary Activities 2  1,503,965  1,425,533  1,498,943  1,431,830 

Expenses from Ordinary Activities excluding Borrowing Costs 
and Employer Superannuation Contributions 2 (1,317,042) (1,269,091)  (1,316,510) (1,269,073)

Borrowing Costs  (104,221)  (92,924)  (104,221)  (92,924)

Employer Superannuation Contributions (refer note 29)  (27,263)  (39,105)  (27,263)  (39,105)

Profit  from Ordinary Activities before related Income Tax 
Expense  55,439  24,413  50,949  30,728 

Income Tax Benefit/(Expense) relating to Ordinary Activities 3  (18,550)  (6,689)  (14,419)  (9,324)

Profit from Ordinary Activities after related Income Tax 
Expense  36,889  17,724  36,530  21,404 

Net Profit Result Attributable to Members of the Parent Entity  36,889  17,724  36,530  21,404 

Total changes in equity other than those resulting from 
transactions with owners as owners 19  36,889  17,724  36,530  21,404 

The accompanying notes form part of this Statement of Financial Performance.
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Our publications and brochures remain a key source of information for our customers.  The following publications 

are available at countryenergy.com.au, from our customer service centres or through our call centre.  

Licence compliance reports

Demand Management Strategies

Greenhouse Gas Emissions

Minimum Standards of Service

Sources of Electricity Supplied

System Expansion

Network and pricing

Capital Contributions

Electricity Network Services Pricing and Service Information Package 2001 

Electricity Supply Standard

Network Price List August 2002

Reimbursement Scheme for Rural and Large Load Customers

Wagga Wagga and Uranquinty Natural Gas Price List

Proposed network improvements

Electricity System Development Review 2002

Joint TransGrid and Country Energy Request for Proposals for Demand

Management or Local Generation on the Mid North Coast

Retail Regulation 

Electricity Retail Price List

Standard Form Contract for Sale of Electricity and/or Network Connection

Standard Form Contract Terms and Conditions for the Supply of Natural Gas

Summary of Country Energy’s Standard Form Electricity Connection Contract for Small Retail Customers

Summary of Country Energy’s Standard Form Gas Contract for Small Retail Customers

Your Rights Regarding Electricity Bills and Charges

Your Rights Regarding Gas Bills and Charges

Corporate

Annual Report 2002-2003

Country Energy’s Privacy Policy

Customer Installation Safety Plan

Electrical Hazard Awareness 

Electrical Safety for Plumbers

Electrical Safety Rules Code of Practice

Environment Policy

Health and Safety Policy

Identifying Potential Cogeneration Sites

Keep Structures a Safe Distance

Public Electrical Safety Awareness Plan

Safety First Handbook

Sponsorship Guidelines

Statement of Affairs for the Period Ending 30 June 2003

Vegetation Management Plan

Your Country News

PROVIDING CUSTOMER
INFORMATION
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ACN Australian Company Number

ADSL Asymmetric Digital Subscriber Line

AFMA Australian Financial Markets Association

ATL Average Time Lost

ATO Australian Taxation Office

AMOSS Asset Management and Operating Support System

CPI Consumer Price Index

CSC Customer Service Centre

DLWC Department of Land and Water Conservation

EBIT Earnings Before Interest and Tax

EEO Equal Employment Opportunity

EPA Environmental Protection Authority

ETEF Electricity Tariff Equalisation Fund

EWON Energy and Water Ombudsman NSW

FSC Field Service Centre

GST Goods and Services Tax

GWh Gigawatt hour (Quantity of Energy: one GWh = 1,000 megawatt hours)

IPART Independent Pricing and Regulatory Tribunal

ISP Internet Service Provider

LPG Liquid Petroleum Gas

kV Kilovolts (1kV = 1,000 volts)

LTIFR Lost Time Injury Frequency Rate (the number of LTI’s multiplied by 1 million 

divided by the total hours worked by the workforce)

MAS Management Assurance Services

NEMMCO National Electricity Market Management Company

NTER National Tax Equivalent Regime

ODRC Optimised Depreciated Replacement Cost

SECIT Safety and Environment Corporate Improvement Team

SEDA Sustainable Energy Development Authority

SELERs Safety and Environment Local Employee Representatives

SERITs Safety and Environment Regional Improvement Teams

UNE University of New England

VOSC Virtual Operations Service Centre

WRAPP Waste Reduction and Purchasing Policy

WIN Works Improvement Notice

GLOSSARY OF TERMS
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