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1. Disclosure of Information Required (Clause 7(1)(a)(i) – The Price 
Path Threshold) 

  

Horizon Energy Distribution Limited (“Horizon Energy”) has complied with the 

requirements of the price path threshold at 31 March 2006, as specified in the 

Commerce Act (Electricity Distribution Thresholds) Gazette Notice (“Gazette 

Notice”). 

 

Clause 5 (1) (a) Notional Revenue (“NR2006”) at 31 March 2006 should not exceed 

Allowable Notional Revenue (“R2006”) at 31 March 2006. 

 

Test: NR 2006

R 2006

Result: 0.9881 < 1

Result: Threshold is not breached

 ≤ 1

 

 

Notional Revenue at 31 March 2006 does not exceed allowable Notional Revenue 

under the CPI-X price path at 31 March 2006.  Supporting evidence is presented 

in Appendices A and B. 
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Clause 5 (1) (b) Notional Revenue at any time during the assessment period 

1 April 2005 to 31 March 2006 should not exceed the greater of Notional Revenue 

at 31 March 2005 and 31 March 2006. 

 

Test: 

Result: = 1

Result: = 1

Result: NR is equal. Threshold is not breached

1.000

NR Max

$15,156,336 / $15,156,336

Max(NR 2005 ,NR 2006 )
≤  1

 

 

Revenue at anytime during the assessment period ending 31 March 2006 did not 

exceed the greater of Notional Revenue at 31 March 2005 and 31 March 2006.  

Supporting evidence is presented in Appendices A and B. 

 

Notional Revenue: 

In accordance with the Gazette Notice, the following source of revenue has been 

included in the calculation of Notional Revenue: 

• The sale of electricity conveyance services to electricity retailers and 

customers. 

 

Excluded Services: 

In accordance with the Gazette Notice the following sources of revenue have been 

excluded from the calculation of Notional Revenue: 
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• Rent and interest income because this revenue has not been derived from 

electricity conveyance services. 

• Warehouse sales income because all items sold from the warehouse are 

readily available from multiple electrical sales outlets operating within close 

proximity. 

• The sale of electricity conveyance services to two major customers because 

there was effective competition for the provision of these services at the time 

the sales were agreed.  Explanation and supporting evidence for excluding 

revenue from these customers was presented in Appendix F of the Threshold 

Compliance Statement (“Compliance Statement”) at the first assessment date 

(6 September 2003).  We would be happy to provide this information again on 

request. 

 

All excluded services are the same as disclosed in the previous Compliance 

Statements at 6 September 2003, 31 March 2004 and 31 March 2005.  There has 

been no change to the provision of these services from previous Compliance 

Statements, and accordingly, previous evidence presented remains relevant. 

 

Pass Through Costs - Transmission Charges 

In accordance with the Gazette Notice, the following components of transmission 

charges have been included in pass through costs: 

• connection charges 

• interconnection charges 

• notional embedding charges 

• loss constraint excess payments (rental rebates) 

• provision of system operator services 
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• avoided transmission charges 

• rental rebate remissions 

 

Pass Through Costs – Local Body Rates 

Local body rates applying to system fixed assets (electricity lines, cables, 

equipment, substation land and substation buildings) have been passed through 

in accordance with the Gazette Notice. 

 

Pass Through Costs – Electricity Commission Levies 

Electricity Commission levies incurred during the year ending 31 March 2006 have 

been passed through in accordance with the Gazette Notice. 
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2. Disclosure of Information Required (Clause 7(1)(a)(ii) – The 
Quality Threshold) 

 

This section contains Horizon Energy’s performance against the quality thresholds 

as specified in Gazette Notice. 

 

Clause 6 (1) (a) Interruption Duration 

 

Test:

Result:  187 > 161

Result: SAIDI breaches the threshold by 26 minutes










 ++++
≤

5
SAIDISAIDISAIDISAIDISAIDI

SAIDI 20032002200120001999
2006

 

 

Clause 6 (1) (b) Interruption Frequency 

 

Test:

Result:  2.04 > 1.87

Result: SAIFI breaches the threshold by 0.17 interruptions










 ++++
≤

5
SAIFISAIFISAIFISAIFISAIFI

SAIFI 20032002200120001999
2006
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Supporting evidence underpinning the derivation of SAIDI and SAIFI is presented 

in Appendix C. 

 

2.1 SAIDI and SAIFI Quality Breaches – Extreme Weather Events 

For the year ended 31 March 2006, Horizon Energy breached its 1999 to 2003 

five-year average SAIDI and SAIFI thresholds.  These breaches are a result of two 

weather events that Horizon Energy considers extreme in terms of severity and 

duration: 

• Matata Flood 

• January 2006 Storm 

 

The impact of these two events on SAIDI and SAIFI were: 

Cause Matata Flood January 2006 Storm Total  

SAIDI  33 22 55 

SAIFI  0.03 0.37 0.40 

 

Had these extreme weather events not occurred, Horizon Energy would have 

achieved its SAIDI and SAIFI threshold targets as set out below: 

 

Threshold 1999–2003 
5 Year 

Average 

As 
Reported 

Excluding 
Matata 
Flood 

Excluding 
Jan Storm 

Excluding 
Both Events

SAIDI 161 187 154 165 132 

SAIFI 1.87 2.04 2.01 1.67 1.64 

 

The table highlights that both extreme events have had a significant impact on 

SAIDI and SAIFI for Horizon Energy: 
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• Excluding the Matata Flood the Company would have been 7 SAIDI minutes 

below its SAIDI threshold. 

• Excluding the January 2006 Storm the Company would have been 0.20 

interruptions or 11% below its SAIFI threshold. 

• Excluding both events the Company would have been 29 minutes or 18% 

below its SAIDI threshold and 0.23 or 12% below the SAIFI threshold. 

 

The impact of these two events on SAIDI and SAIFI are evident in the following 

graphs.   
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The graph above highlights the significant impact of the two extreme events in 

May 2005 and January 2006 on the Company’s SAIDI statistics compared against 

the other 10 months of the year.  In addition the blue line highlights the average 

SAIDI for the 1999-2003 period for each month.  Whilst it is an average it also 

highlights the severity of the extreme events that occurred in 2005-06. 

 

Monthly Network SAIFI
System Average Interruption Frequency
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The graph above depicts the significant SAIFI impact of the January 2006 Storm on 

the Company’s SAIFI statistics compared against the other 11 months of the year.  

In addition the blue line highlights the average SAIFI for the 1999-2003 period for 
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each month.  Whilst it is an average it also highlights the severity of the January 

2006 Storm that occurred in 2005-06. 

 

Finally the following graph considers the total number of interruptions on the 

network.  Again with the exception of the January 2006 Storm, Horizon Energy has 

been tracking below the average number of interruptions over the 1999-2003 

base period. 
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2.1.1 Matata Flood 

A deluge, reported as having a 1 in 120 or 1 in 130 year return rate1, hit the 

Matata and the Manawahe and Pikowai regions over a 24-hour period.  By the 

afternoon of 18 May 2005 more than 300mm of rain had fallen with 94.5mm 

between 4.30pm and 5.30pm on 18 May2.  The rain brought severe flooding to 

the area resulting in a Civil Emergency being declared for the area at 6.43pm on 

18 May.  The state of emergency was not lifted until 12 days later.  The severity of 

the storm was reported nation wide.  For example MetService’s “Severe Weather 

Events Analyses” reported: 

“The small township of Matata (between Tauranga and Whakatane) was devastated 
by floods and mudslides which tore through the town late afternoon/early evening 
of the 18th after a torrential downpour. Nearby, there was a report of an amazing 
94.5mm in 1 hour, between 430 and 530pm. Homes, vehicles, roads, bridges and 
the railway were destroyed and much of the town evacuated. It’s remarkable no 
one was killed. A family of five was inside their house while it was swept more 
than 700 metres. It took 12 days before the state of emergency was lifted and 
State Highway 2 through the town reopened.”3 

 

Horizon Energy’s Manawahe distribution feeder, which supplies 745 customers in 

the affected area, tripped at 5.15pm on 18 May.  Contractors were immediately 

dispatched to patrol the line and isolate the fault however the contractors 

reported heavy flooding in the area and were unable to proceed due to slips and 

impassable roads.  To ensure the safety of the Company’s contractors, the general 

public and for prudent network operation, the decision was made to leave the 

                                                 
1 The Whakatane Beacon, 20 May 2005, Quoted Source – Environment Bay of Plenty, page 3. 
2 The Whakatane Beacon, 31 May 2005, Quoted Source – Environment Bay of Plenty, page 3. 
3 Source - http://www.metservice.co.nz/default/index.php?static=2005autumn4 
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supply off and continue to monitor the situation until a full assessment could be 

made. 

 

The heavy rain abated by morning and at first light Horizon Energy hired a 

helicopter to assess the impact of the flood.  A representative of the Whakatane 

District Council also accompanied the Company’s Engineer.  The flight not only 

allowed an assessment of the impact of the flood but identified areas where 

supply could be reconnected immediately with minimal work.  As a result 

contractors were able to progressively supply power to all customers except those 

in the township of Matata.  For safety reasons, the 11,000 volt supply into the 

township could not be reconnected until service lines to many of the affected 

houses were disconnected.  In one case a house had been carried by the flood 

waters to immediately below the main 11,000 volt circuit.  Clearance of the 

11,000 volt line was required before it could be re-livened. 

 

The devastation of the flood is evident in the photos (included at Attachment D).  

More than 93 homes were affected with some swept hundreds of metres and 

some destroyed.   

 

The impact on Horizon Energy’s infrastructure in the area was significant.  For 

example: 

• Damage to the high voltage 11,000 volt feeder 

• Damage to both overhead lines and underground cables 

• 10 electricity poles were swept away with flood waters with a further 15 

brought down by slips or hit by trees brought down by slips 
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• Pillar boxes and associated infrastructure were either buried in silt, rocks 

and/or mud or completely washed away 

• Water ingress to switches and other equipment 

• Damage to transformers including 5 transformers needing replacing. 

 

The impact on Horizon Energy’s infrastructure is set out at section b) of Appendix 

D. 

Future Mitigation 

Given the severity and widespread nature of this event, there is little that can be 

done from a construction or maintenance perspective to mitigate such impact.  

However Horizon Energy is currently working with the Whakatane District Council 

and a local consultancy firm to commence a study to look at the location of key 

electrical and other infrastructure in the Eastern Bay of Plenty to determine the 

ideal location and position to reduce the impact of extreme weather events such 

as flooding. 

 

2.1.2  January 2006 Storm 

On 23 January 2006, parts of Auckland, the Coromandel and the Eastern Bay of 

Plenty experienced the effects of a northerly flow that brought tropical rain clouds 

and a low-pressure system.  The low-pressure system deepened on the 24th of 

January bringing extremely high winds (measured up to 150km per hour in 

Auckland4) and heavy rain. 

 

                                                 
4 New Zealand Herald, 25/01/2006. 

 13



MetService’s “Severe Weather Events Analyses” has not been updated to January 

2006 however MetService has indicated that storm was ‘significant’ and worthy of 

inclusion in the Severe Weather Events Analyses. 

 

The combination of high wind, heavy rain and lightning impacted significantly on 

Horizon Energy’s network across a wide area.  The Company’s contractors worked 

throughout the night and resources were spread thin due to the widespread 

nature of the severe weather.  The following map highlights the spread of outages 

across the network: 

 

 

 

To identify the cause of many of the outages around Opotiki (50km east of 

Whakatane) that were experienced between 20:00 on Tuesday evening until 12:20 
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Wednesday afternoon, two helicopters were required.  Eventually an 11,000 volt 

insulator that had been hit by lighting was identified as the cause.  A summary of 

the other larger outages is as follows: 

 

Time Location Cause SAIDI SAIFI 
24 Jan 
14:54 

Half Kawerau 
township 

Twisted wires 2.2 0.06 

24 Jan 
17:06 

All Ohope Suspect branch 1.2 0.08 

24 Jan 
18:54 

Part Ruatoki Unknown 0.2 0.02 

24 Jan 
19:37 

Factory Feeder Unknown 3.3 0.01 

24 Jan 
18:24 

Waihau Bay Insulator 5.2 0.00 

24 Jan 
21:33 

Waimana Unknown 3.6 0.02 

26 Jan 
10:33 

All Galatea Tree on line 4.2 0.07 

26 Jan 
05:00 

Ruatoki Suspect debris 1.1 0.02 

 

2.2 Horizon Energy’s Continued Quality Focus 

Horizon Energy has an ongoing program to develop and implement cost effective 

quality related projects to maintain and improve supply quality in line with 

prudent network management and customer requirements (as determined from 

our customer consultation processes).  Examples of these initiatives include: 

• Live line techniques employed. 

• Continued investment in mobile generator sets. 

• To assist in targeting high risk lightening strike areas, information is being 

obtained from the MetService from which strike rate density can be 
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geographically defined.  Appendix E sets out the output that is currently 

being evaluated. 

• Investigating the installation of surge arrestors on pole mounted transformers 

to reduce lightning caused faults. 

• Continued system automation enabling faster isolation of faulted circuits 

• Studies to identify the optimal location for electrical and other key 

infrastructure to limit the impact of extreme weather events. 

 

Horizon Energy’s ongoing focus on quality is clearly evident from the declining 

fault levels recorded for fault types within Horizon Energy’s direct influence as 

highlighted in the following graph: 
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An analysis of the cause of unplanned interruptions shows that significant 

improvement has been made in the controllable areas of tree interference 

defective equipment.  Horizon Energy’s Asset Management Plan has detailed 

analysis with respect to each of these individual outage types. 
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2.3  Underlying Quality Performance 

Sections 2.1 through to 2.3 of this document demonstrate that, consistent with 

2004-05, extreme weather events have resulted in Horizon Energy’s quality 

performance being distorted.  Horizon Energy considers that its underlying 

performance is strong.  This is supported through the results of the Company’s 

customer consultation process undertaken between December 2005 and February 

2006.   

 

As set out in the following table, an overwhelming percentage of respondents 

indicated that the current level of quality is satisfactory.  This is consistent with 

the results of a similar survey undertaken in 2004. 

 

Survey Question Good Average Poor 
Availability of 
Continuous Power 

73% 24% 3% 

Quality of Voltage 
Consistency5 

56% 36% 8% 

Timeliness of Power 
Restoration 

58% 38% 4% 

 

The results of this survey, which was undertaken during the period of the January 

2006 Storm, demonstrates that customers are cognisant that outages caused by 

uncontrollable events such as extreme weather are not reflective of the underlying 

quality performance of Horizon Energy. 

                                                 
5 The results of the quality of voltage consistency can be impacted by the quality of customers’ services and operation 
of customer equipment that may distort this result. 
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3. Disclosure of Customer Communication (Clause 6 (1) (c)) 
 
 

Under clause 6 (1) (c) of Gazette Notice, Horizon Energy is required to report on 

customer communications once during the two-year period ending 31 March 

2006.  Horizon Energy last reported on customer communication in its 31 March 

2004 Compliance Statement.   

 

3.1  Definition of Quality 

Horizon Energy defines quality from an end user or consumer perspective: 

• Availability of continuous power 

• Voltage consistency within regulated limits 

• Quick response to restore power following an outage 

• Good customer service levels. 

 

3.2  Summary of Results 

The results of the communications indicate that customers are generally satisfied 

with the price and quality trade-off that Horizon Energy provides.  This is evident 

in a number of ways: 

• Survey respondents were generally satisfied with current quality levels  

• No general response from customers for improvements in quality levels 

(associated with a higher price) 

• Low level of response to surveys from both commercial consumers and 

large industrial consumers  
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• No queries on disclosed information including the Asset Management Plan 

and pricing schedules 

• Continued growth in network connections both at a residential and 

commercial level. 

 

3.3  Demonstration of Customer Consultation 

Horizon Energy has continually interacted with customers with respect to price 

and quality trade-offs over the last two years.  Horizon Energy has also 

undertaken a formal communication process with its customers in relation to the 

price-quality trade-off specifically targeted to meet the requirements of clause 6 

(1) (c) of Gazette Notice.   

 

The following table provides a summary of the three main processes employed by 

Horizon Energy that demonstrate compliance with clause 6 (1) (c) of Gazette 

Notice: 
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Process (i) Properly Advise (ii) Consult (iii) Consider (iv) Action 

Surveys 

Surveys were distributed 
considering specific price and 
quality options to: 
• Major industrial customers 
• Small Commercials 
 

Consumers were consulted 
about price and quality they 
require by: 
• Requesting consideration 

of price-quality trade-offs. 
• Following up on requests 

for further information. 

Results of the customer 
surveys were aggregated, 
analysed and considered by 
senior management. 

The analysis of the results has 
been incorporated into the 
AMP by: 
• Consideration of customer 

consultation results, 
historical and forecast 
quality and financial data 

• Other actions including 
sponsorships 

Direct 
Consultation

Horizon Energy properly 
advised customers or 
representatives by providing 
information directly to: 
• New customers 
• Large industrial customers 
• Consumer advocacy bodies 

Customer quality and price 
requirements were consulted 
directly with: 
• New customers 
• Large customers annually 

or more regularly 
• Customer advocacy groups 
• Retailers with respect to 

initially establishing and 
renewing UoSA. 

Customer views were 
considered when: 
• Developing new connection 

agreements 
• Undertaking annual pricing 

or changing connection 
agreements 

Customer views were taken 
into account through: 
• Agreement on new or 

changed connections. 
• Agreement on price and 

quality matters. 
 

Information 
Disclosure 

Horizon Energy publishes price 
and quality information via its 
website, newspapers and 
retailers: 
• Tariff disclosures 
• Pricing Methodology 
• Information Disclosure  
• Use of System Agreements 

(UoSA) 
• Standard Terms and 

Conditions 

Horizon Energy engages with 
customers directly on any 
aspect of information 
disclosure.  However this rarely 
occurs. 

Horizon Energy will consider 
any feedback on information 
disclosures from customers.   
 
Horizon Energy engages in and 
considers best practice reviews 
undertaken on information 
disclosure and reporting 
requirements 

Horizon Energy will action any 
appropriate feedback on 
information disclosures from 
customers.   
 
Horizon Energy incorporates 
appropriate best practice 
recommendations into 
information disclosure and 
reporting requirements. 

 

 20



3.4  Customer Consultation Process - Detail 

Whilst the table above demonstrates compliance against the four limbs of clause 6 

(1) (c) of Gazette Notice, in practice compliance with the four limbs does not occur 

in discrete components.  For example it is typical that properly advising and 

consulting with customers occurs simultaneously and the consideration and 

action of customer views occurs generally in close succession.  In fact the process 

tends to be iterative whereby following consultations with customers, 

consideration and taking action on customers needs may require a further round 

of consultation. 

 

The remainder of this section sets out the process undertaken on this basis: 

 

3.3.1 Properly Advise and Consult 

Horizon Energy has properly advised and consulted with its customers of the price 

and quality trade offs available to them in relation to the goods and services 

provided by the Company in a number of ways: 

 

  a) Surveys 

During 2005-06 a Horizon Energy representative hand delivered a survey (refer 

Appendix G) to approximately 900 commercial customers.  The main purpose of 

the survey was two fold: 

• Quality – Get an understanding of customers’ satisfaction with the quality 

level provided by the Company. 

• Price & Quality Trade-off - Determine whether urban and rural customers 

would consider a price increase of $10 and $20 per month respectively to 
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halve the number of outages experienced per annum and an additional $10 

and $20 per month respectively to halve the time taken to respond  

 

In addition to the specific questions asked, a section for additional comments was 

provided.  Where customers requested further information or to meet with the 

Company, the company consulted individually with those customers. 

 

In support of the Company’s view the customers are generally satisfied with the 

price and quality trade-offs offered by Horizon Energy, only 187 or 21% of those 

survey responded.  

 

A second survey (Appendix G) was also sent to all major customers operating on 

the Horizon Energy network.  This detailed survey covered, in additional to 

operational issues, price and quality information.  The survey was sent in 

November 2005 and no responses have been received at the date of this report. 

 

b)  Direct Consultation 

Horizon Energy engages both formally and informally through a combination of 

meetings, telephone and email communications: 

• New customers – When any new customer wishes to connect to Horizon 

Energy’s network, either an employee of the Company or a third party on 

behalf of Horizon Energy consults with the customer directly to discuss the 

new connection.  Specific information with respect to the different 

connection types available (for example, different level of capacities) is 

provided to the customer along with the pricing implications.  Depending 
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on the customer and connection type advising and consulting with 

customer on price and quality options can be extensive. 

 

• Large industrial customers – Horizon Energy usually meets at least annually 

with larger industrial customers.  These meetings can be to discuss pricing 

for the coming year, renewal of connection agreements or changes to 

connection agreements (including system changes).  Inherently through 

this process, information on price and quality trade-offs are provided and 

consulted on. 

 

• Customer advocacy bodies – Horizon Energy directly consulted with the 

Eastern Bay Energy Trust, which is a consumer-owned Trust that has a 

shareholding in Horizon Energy.  Whilst price and quality trade-off 

information was specifically discussed with the Trust during this process, 

Horizon Energy has also discussed other supply side options to improve 

the price and quality trade-off for customers including for example, truck 

mounting of a mobile generator to enable improved responses to outages 

at no additional cost to consumers.  In addition Horizon Energy met with 

the Federated Farmers who represent Farmers interests.  During these 

meetings price and quality were discussed. 

 

c) Information Disclosure 

Horizon Energy makes a significant amount of information available on the price 

and quality trade-offs available to all groups of customers via newspaper 

advertisements, gazetted documents and website disclosures.  The information 

includes: 

 23



• Tariff Schedules – pricing for differing levels of connection offerings 

• Asset Management Plan – this has considerable historical, current and 

forecast technical, quality and financial related information. 

• Information Disclosure – information on both financial performance of the 

regulatory business of Horizon Energy and corresponding quality 

performance 

• Threshold Compliance Statements – Provides customers with information 

with respect to price and quality performance 

• Pricing Methodology – provides customers with information on the 

methodology used to derive prices 

• Use of System Agreements – Whilst negotiating the UoSA in 1999 with 

retailers, the customer representatives, were provided with price and quality 

information in order to reach agreement.  These contracts include Network 

Performance Standards, which are reviewed at the time of any re-

negotiation of the agreements.  Renegotiations of the UoSA are currently 

underway with the incumbent retailer on the Company’s network.  After 

these negotiations are finalised, the revised UoSA will be a template for 

negotiations with other retailers using the Horizon Energy network. 

• Standard Terms and Conditions – Provided to customers to enable them to 

understand the price and quality trade-offs associate with new or changed 

connections. 

 

3.3.2 Consider and Action 

Horizon Energy has properly considered and where appropriate acted upon the 

views of its customers during and after consultation by: 
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  a) Surveys 

Proper consideration is demonstrated by the aggregation and consideration of the 

results of the surveys undertaken during the year.  The action based on 

customers’ views will be considered in the asset management planning process.  

The results of the survey (and lack of response) indicate that Horizon Energy 

customers are generally happy with the current price and quality trade-off.  The 

asset management planning is complex, however at a high level, Horizon Energy’s 

current asset management planning strategy is to continue to maintain or 

improve quality at the lowest cost for customers.  This is evident in section 3 of 

Horizon Energy’s AMP (available on the Horizon Energy website) where: 

• Customer survey results are set out 

• A slightly improved and flat target quality level over the next five years  

• Comparisons of historical quality levels since 1996-97 

• Service level targets that are flat over the forecast period and consistent 

with prior years 

• Forecast and historical comparisons of financial performance and key 

indicators such as maintenance spend (section 6). 

 

Horizon Energy considers its provides a good level of information to customers 

and notes that many of the above bullet points were best practice 

recommendations arising from the recent Commerce Commission review of 

distribution business AMPs. 

 

At an operational level, given the increase in incidents of extreme weather events 

Horizon Energy has targeted tree-trimming programmes to reduce the impact of 

these events.  In addition, due to the impact of the extreme weather events, 
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Horizon Energy has increased its use of live line techniques to reduce the impact 

on customers and attempt to maintain historical levels of quality. 

 

The surveys also indicated that many customers are unclear as to Horizon 

Energy’s role as an electricity distributor compared with that of retailers in the 

electricity industry.  As a result of the survey and past anecdotal evidence Horizon 

Energy is increasing awareness of the Company in the Community.  Sponsorship 

including ‘Stadium Horizon’ is a demonstration of this. 

 

b)  Direct Consultation 

Horizon Energy has continued to grow the number of network connections on its 

network for residential, commercial and industrial.  Consideration of customers’ 

views is inherent in the end result of entering into new (or changing existing) 

connection agreements and agreeing prices.  The key aspect is finding the right 

technical solution that meets the customer’s quality and pricing requirements. 

 

Horizon Energy has been consulting with and considering and (where appropriate) 

acting upon customer feedback with large customers.  Consideration of and 

acting upon customer views with respect to price and quality is implicit in the 

annual price review process that encompasses changes in customer demand 

levels and changes in price or connection requirements. 

 

Consultation with the Eastern Bay Energy Trust has indicated that the conclusions 

based on the customer surveys are correct and the asset management planning 

actions undertaken or being undertaken are appropriate.  In addition Horizon 

Energy and the Trust have agreed to undertake truck mounting of a mobile 
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generator.  This reflects the Trust’s and Horizon Energy’s desire to improve, at 

minimal cost, reliability of supply for all customers and particularly rural 

customers.  Discussions with Federated Farmers indicated a key concern was 

quality rather than price.  Aside from providing more information with respect to 

the impact of the quality threshold on rural sector, Horizon Energy also 

investigated the provision of other supply side options (including price) to meet 

the quality requirements of farmers. 

 

The current terms of the UOSA are the result of historical negotiations with 

retailers, who represent customers.  Following agreement on the terms of a new 

UoSA, these conditions will flow through from a price and quality perspective. 

 

c) Information Disclosure 

Horizon Energy has been closely monitoring and providing input into the various 

submission processes being undertaken by regulatory bodies that aim to improve 

the content of regulatory driven information disclosures.  In particular, Horizon 

Energy is currently incorporating appropriate best practice recommendations on 

reviews of the Asset Management Plan (“AMP”) and processes such as Customer 

Consultation.  This is evident in section 3 of the AMP that incorporates specific 

references to recent regulatory initiatives around customer consultation.  Other 

best practice initiatives will be incorporated into information disclosure document 

when re-published during the 2006-07 year. 
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Horizon Energy welcomes any feedback from customers with respect to its 

information disclosure.  However it is extremely rare that customers provide any 

feedback or require further consultation on this information. 
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4. Disclosure of Information Required (Clause 7(1)(a)(iii) – Policies & 
Procedures for recording SAIFI & SAIDI statistics) 

 

Policies And Procedures Used To Record SAIDI And SAIFI Statistics 

Horizon Energy does not have an automated system for the capture of outage 

data.  Control Room staff by means of a written procedure record network outage 

data. 

 

Capture Of Statistical Information 

The procedures followed to capture statistical information for planned outages 

and unplanned outages (less than 24 hour notice) are the same except for the 

initial recording of outage data.  The following diagram sets out the procedural 

flow for the recording of planned and unplanned outage data.  Each flow is also 

discussed in detail below. 

 

Planned: 
Record Outage data 

Unplanned: 
Record Outage data  
 

Planned & Unplanned: 
Monthly Management and 
Board Review 

Planned & Unplanned: 
Ops Manager Review & 
Database Entry 

Planned & Unplanned: 
Source Customer 
Numbers 

Planned & Unplanned: 
Complete Supply 
Interruption Data Input 
Form 

 

Planned Outages – Initial Recording of Outage Data 

All planned outage data must be recorded on the Network Switching Schedule 

(refer Appendix F).   
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This schedule records: 

• outage dates 
• outage location and equipment 
• outage type 
• switching instructions  
• mechanism for notification of outages 
• issuing of permits 
• the exact time of each operation from the SCADA screen 

 
Unplanned Outages – Initial Recording of Outage Data 

For initial data capture and recording of unplanned outages, similar details as 

above are recorded on the reverse side of the Supply Interruption Data Input Form 

(refer Appendix F). 

 

Planned and Unplanned Outages – Supply Interruption Data Input Form 

Following the initial recording of planned or unplanned outage data, information 

is transferred to a Supply Interruption Data Input Form.  Individual line switching 

operations are completed, including customer numbers (discussed below) and 

length of time before restoration.  This data enables the calculation of SAIDI and 

SAIFI impacts.  The impact of each operation is summed to generate the outage 

statistics. 

 

Planned and Unplanned Outages – Customer Numbers 

Customer numbers for both unplanned and planned outages are sourced from the 

NMS database.  Customer numbers can be sourced between nodes or at an 

individual transformer level.  The database is continually updated (with new and 

disconnected customers).   

 30



Planned and Unplanned Outages – Collation of Data 

On completion of the Supply Interruption Data Input form, it is delivered (within 

two working days) to the Operations Manager.  The Operations Manager reviews 

the form for accuracy and completeness and enters the data into the Horizon 

Energy Support Systems Database.  During 2005-06 the calculation of statistics 

including customer minutes and SAIDI and SAIFI were automated on the input 

form.  This is decreases the risk of human error in the derivation of the statistics.  

The form is then stamped as processed and filed.  This database contains the data 

for all outages during the year (and historical data). 

 

Planned and Unplanned Outages – Management and Board Review 

From the database, a monthly report is generated containing rolling 12-monthly 

outage statistics (including outage type, duration and impact on SAIDI and SAIFI 

statistics) and is provided to management and the Board of Directors for review 

and discussion. 

 

 

 

 

 

Disclaimer 

The information presented in this Threshold Compliance Statement has been prepared solely for the 

purpose of complying with the requirements of the Commerce Act (Electricity Distribution 

Thresholds) Notice 2004.  This statement has not been prepared for any other purpose and Horizon 

Energy Distribution Limited expressly disclaims any liability to any other party who may rely on 

this statement for any other purpose.   
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5. Auditor’s Report on the Threshold Compliance Statement 
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6. Directors’ Certificate on Threshold Compliance Statement 

(Clause 7(1)(c)) 

 

We, Colin George Houston Holmes and Graeme Scott Hawkins, being directors of 
Horizon Energy Distribution Limited certify that, having made all reasonable 
enquiry, to the best of our knowledge and belief, the attached Threshold 
Compliance Statement of Horizon Energy Distribution Limited, and related 
information, prepared for the purposes of the Commerce Act (Electricity 
Distribution Thresholds) Notice 2004 complies with the requirements of that 
notice except in the following respect: 
 
• Clause 6(1)(a) and Clause 6(1)(b):  Horizon Energy Distribution Limited has, for 

the year ending 31 March 2006, breached its five-year average SAIDI and SAIFI 
thresholds.  The extenuating circumstances leading to these breaches are 
detailed in the Threshold Compliance Statement. 

 
 

 
 
22 May 2006 
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Appendix A – Notional Revenue at 31 March 2006 – Assessment Date 
 
This appendix details the calculations underpinning the compliance with the Price 
Path Threshold at 31 March 2006.  Details of prices and quantities are contained 
in Appendix B. 
 
Clause 5 (1) (a) 
• Notional Revenue at 31 March 2006 (NR2006) 
 

Term Description ($)

Σ P i,2006 Q i 

Prices at 31 March 2006 
multiplied by 31 March 2003 

Base Quantities
 23,453,928 

Transmission Charges for 
year ending 31 March 2006  8,119,781 

Rates for year ending 31 
March 2006  119,928 

Electricity Commission 
Levies for year ending 31 

March 2006  57,883 

NR 2006  = Σ P i,2006 Q i  - K 2006
Notional Revenue for the 

year ending 31 March 2006  15,156,336 

K 2006

Notional Revenue for the year ending 31 March 2006

 
 
Refer Appendix B for details of prices and quantities. 
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• Allowable Notional Revenue at 31 March 2006 (R2006) and  
Performance Against the Threshold 

 

Term Description ($)

X X Factor 1%

R 2004

Maximum Revenue at 31 
March 2004 that would not 

have caused a breach 
under the Initial Notice

 14,849,570 

(1+ ∆ CPI 2005 )
Average change in 

Consumer Price Index over 
2004

 1.0229 

(1-X) 1-X Factor  0.99 

R 2005

Allowable Notional Revenue 
under the CPI-X Price Path 
for the year ended 31 March 

2005

 15,037,766 

(1+ ∆ CPI 2006 )
Average change in 

Consumer Price Index over 
2005

 1.0304 

(1-X) 1-X Factor  0.99 

R 2006

Allowable Notional Revenue 
under the CPI-X Price Path 
for the year ended 31 March 

2006

 15,339,521 

NR 2006  / R 2006

Expression must be less 
than or equal to 1 to avoid 

breaching 5(1)(a)
 0.9881 

R 2006  - NR 2006
Value of Compliance or 

(Breach)  183,184 

For presentation purposes, the CPI Index has been presented to four decimal places, however, for 
the calculation of R2006, the full index (with no rounding) has been applied. 

Allowable Notional Revenue under CPI -X price path

 
 
• Change in CPI 
 

CPI Q1,2004 1115 CPI Q1,2003 1098

CPI Q2,2004 1124 CPI Q2,2003 1098

CPI Q3,2004 1131 CPI Q3,2003 1103

CPI Q4,2004 1141 CPI Q4,2003 1111
Total 4511 Total 4410
∆ CPI 2005

Source: Statistics New Zealand All Groups SE9A Index

CPI Q1,2005 1146 CPI Q1,2004 1115

CPI Q2,2005 1156 CPI Q2,2004 1124

CPI Q3,2005 1169 CPI Q3,2004 1131

CPI Q4,2005 1177 CPI Q4,2004 1141
Total 4648 Total 4511
∆ CPI 2006

Source: Statistics New Zealand All Groups SE9A Index

∆ CPI 2006
Numerator Denominator

3.04%

2.29%

Numerator Denominator

∆ CPI 2005
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Clause 5 (1) (b) 
• Maximum Notional Revenue during the period 1 April 2005 to 31 March 2006 

(Rmax) 
 

Term Description ($)

Σ P Max   Q i

Maximum Price Between 1 
April 2005 and 31 March 

2006 multiplied by 31 March 
2003 Base Quantities

23,453,928

Transmission Charges for 
year ending 31 March 2006  8,119,781 

Rates Charges for year 
ending 31 March 2006  119,928 

Electricity Commission 
Levies for year ending 31 

March 2006
 57,883 

NR Max

Maximum Notional Revenue 
for 1 April 2005 to 31 March 

2006
 15,156,336 

K 2006

Maximum Notional Revenue for the period 1 April 2005 to 31 March 2006. 
Enter P x Q using 31 March 2006 Prices and 31 March 2003 Base Quantities if there has been no 

change in prices over this period, otherwise use prices which generate the maximum notional 
revenue over the period when using 31 March 2003 quantities

 
 
There was no change to tariffs between 1 April 2005 and 31 March 2006, refer 
Table 1, Appendix B. 
 
• Clause 5 (1) (b) Compliance Summary 
 

Term Description ($)

NR Max

Maximum Notional Revenue 
for 1 April 2005 to 31 March 

2006
 15,156,336 

NR 2005
Notional Revenue at 31 

March 2005  14,789,146 

NR 2006
Notional Revenue at 31 

March 2006  15,156,336 

Max(NR 2005 ,NR 2006 )
Maximum of the Notional 

Revenue at 31 March 2005 
and the Notional Revenue 

at 31 March 2006

 15,156,336 

NR Max  / Max(NR 2005 ,NR 2006 )
If expression is greater than 

1, Clause 5 (1) (b) is 
breached

 1.0000 

Max(NR 2005 ,NR 2006 ) - NR Max
Value of Compliance or 

(Breach) - 

Notional Reveue during the period is not to exceed the maximum of the Notional Revenue at the 
end of the assessment period and the Notional Revenue at the end of the previous assessment 

period
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Appendix B – Schedule of Prices and Quantities 
 

2002/2003 SALES DATA Number Line Charges Pass Through
March 2006 Prices of ICP's Fixed Variable Charge Annual Line Charges Revenue Pass Through Total
Days in the Year 365                                      $ per day c/kWh c/kWh kWh Fixed ($) Variable ($) Revenue ($) Revenue ($)

DOMESTIC  
Urban 11,550 $0.150 6.0520 1.9810 75,134,823     632,363             4,547,159           1,488,421           6,667,943              
Urban - Concession 5 $0.150 -                  274                    -                      -                     274                        
Rural 7,029 $0.150 6.0520 1.9810 51,312,821     384,838             3,105,452           1,016,507           4,506,797              
Rural - Concession 74 $0.150 -                  4,052                 -                      -                     4,052                     

Total Domestic 18,658 126,447,644    1,021,526          7,652,611           2,504,928           11,179,065            
GENERAL
Specials
U/Verandah Lights 126 $0.086 $0.034 / day 45,990            3,955                 -                      1,564                  5,519                     
Electric Fence 33 $0.194 $0.080 / day 24,090            2,337                 -                      964                     3,300                     
Lanark 1 $260.00 /mth ($303.42) /mth -                  3,120                 -                      (3,641)                 (521)                       
Street Lights 27 6.7810 1.9810 1,969,726       -                    133,567              39,020                172,587                 
Telecom - PCM 24 hour 78 $27.16 /mth $7.27 /mth 341,640          25,417               -                      6,808                  32,225                   
Telecom - controlled 18 $10.46 /mth $3.02 /mth 32,850            2,259                 -                      652                     2,912                     

Total Specials 283 2,414,296       37,088               133,567              45,366                216,022                 
Capacity Groups

N1U 1ø 60A (0 - 14 kVA) 417 $1.117 3.9590 1.9810 2,556,081       170,013             101,195              50,636                321,844                 
N1R 1ø 60A (0 - 14 kVA) 684 $1.167 4.0710 1.9810 3,035,034       291,353             123,556              60,124                475,034                 
N2U 3ø 60A (15 - 42 kVA) 695 $1.320 3.5330 1.9810 11,343,042     334,851             400,750              224,706              960,306                 
N2R 3ø 60A (15 - 42 kVA) 1,810 $1.421 3.7660 1.9810 24,464,191     938,784             921,321              484,636              2,344,741              
N3U 3ø 100A (43 - 70 kVA) 237 $1.726 3.5330 1.9810 7,173,788       149,308             253,450              142,113              544,870                 
N3R 3ø 100A (43 - 70 kVA) 196 $1.929 3.7660 1.9810 7,071,497       138,001             266,313              140,086              544,400                 
N4U 3ø 150A (70 - 100 kVA) 66 $2.233 3.5330 1.9810 3,299,002       53,793               116,554              65,353                235,700                 
N4R 3ø 150A (70 - 100 kVA) 45 $2.538 3.7660 1.9810 2,508,399       41,687               94,466                49,691                185,844                 Capacity
N5U > 3ø 150A (> 100 kVA) 48 1.66 c/kVA/day 3.3500 1.9810 3,521,012       45,765               117,954              69,751                233,470                 7,576 kVA
N5R > 3ø 150A (> 100 kVA) 42 1.79 c/kVA/day 3.6440 1.9810 1,996,191       38,242               72,741                39,545                150,527                 5,863 kVA
CC Capacity Concession (U) 13 -$0.650 -                  (3,084)                -                      -                     (3,084)                    
CC Capacity Concession (R) 137 -$0.700 -                  (35,004)              -                      -                     (35,004)                  

Total Capacity Groups 4,390 66,968,238     2,163,707          2,468,300           1,326,641           5,958,649              
TOU

99 0.9030 1.9810 34,785,794     -                    314,116              689,107              1,003,222              
Cap $0.609 /kVA/mth -                  175,305             -                      -                     175,305                 23,985 kVA
MD $5.989 /kVA/mth -                  943,022             -                      -                     943,022                 13,121 kW

Total TOU 99 34,785,794     1,118,327          314,116              689,107              2,121,549              
MAJORS
SPEC 0.3612 c/kWh 36,428,890     -                    131,581              131,581                 Demand
SPEC 1 $8,425.75 /mth $55.81 /kW/yr 154,878,840    101,109             1,404,833           1,505,942              22,497 kW
SPEC 1 $12,767.33 /mth $55.81 /kW/yr 107,800,385    153,208             1,635,512           1,788,720              20,000 kW
SPEC 2 $55.81 /kW/yr 6,041,474       -                    83,418                83,418                   1,030 kW
SPEC 1 $5,772.75 /mth $55.81 /kW/yr 19,306,030     69,273               208,307              277,580                 3,342 kW
SPEC 1 $3,272.00 /mth $55.81 /kW/yr 21,240,699     39,264               143,380              182,644                 2,259 kW
SPEC 1 $730.00 /mth 3,168,825       8,760                 -                     8,760                     

Total Major Customers 7 348,865,144   371,614 0 3,607,030 3,978,644            

Grand Total 23,437 579,481,116   4,712,262        10,568,595       8,173,072         23,453,928           
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Appendix C – SAIDI and SAIFI Statistics 
 
SAIDI and SAIFI (Class B and Class C) for Years Ended 31 March 1999 – 2003 and 
the Year Ended 31 March 2006 
 

Class B Class C Total Class B Class C Total

1999  81  172  253  0.50  2.71  3.21 

2000  49  72  121  0.36  1.54  1.90 

2001  41  77  118  0.31  1.24  1.55 

2002  35  179  214  0.22  1.43  1.65 

2003  20  77  97  0.18  0.88  1.06 

 161  1.87 

2006  30  157  187  0.16  1.88  2.04 

Five Year Average SAIDI Five Year Average SAIFI

Year
SAIDI (Interruption Duration) SAIFI (Interruption Frequency)
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Appendix D – Supporting Evidence: Matata Flood 
 

a) Storm Impact on Matata Township 
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b) Storm Impact on Horizon Energy Infrastructure 
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Appendix E – Innovative Solutions to Extreme Events 
 

 
 

Lightning Strike Density March 2004 to March 2005 
This diagram shows the ranking for fault cause for the year ending 31 March 
2005. (Note the graph shows the number of interruptions not the impact on 
customer minutes.  
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Appendix F – Outage Schedules 
 

 
Switching Schedule 

Number 
 

Day:    Date:  Times:  
Substation:  
Feeder:  
Reason for Switching:  
Area Affected:  
Customers Notified by:  Network Req#  
Arranged by  Checked by  Controlled by 

SWITCHING   SEQUENCE 

 1   

 2   

 3   

 4   

      5   

 6   

 7   

 8   

 9   

 10   

 11   

 12   

 13   

 14   

 15   
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SUPPLY INTERRUPTION DATA INPUT FORM REPORT NUMBER
UNSCHEDULED     SCHEDULED    (circle one) FILE ONLY ?    YES  NO  (circle one)

ZONE SUBSTATION DATE

FEEDER NAME VOLTAGE 400V 11KV   33KV   110KV    (circle one)

FEEDER NUMBER O/H    OR    U/G    (circle one)

TRANSFORMER NUMBER OUTAGE CLASS (letter a-g)
(a) Transpower Planned Shutdowns

AREA AFFECTED (b) HEDL Planned Shutdowns
(c) HEDL Unplanned Shutdowns

MAJOR CUSTOMERS AFFECTED (tick ) (d) Transpower Unplanned Shutdowns
CAXTON (e) ECNZ Unplanned Shutdowns (Generation)
TASMAN PULP (f) Other Generation Unplanned Shutdowns
BMP (g) Planned or Unplanned Any other cause
TASMAN LUM
WBM CAUSE OF INTERRUPTION (number 0-9)
WBM 0 UNKNOWN
NZ DISTILLERY 1 PLANNED SHUTDOWN GENERATOR AVOIDED CUSTOMER MINUTES

2 LOSS OF BULK SUPPLY
FAULTMAN TIME CALLED 3 TREE CONTACTS

4 LIGHTNING
CONTRACTOR TIME CALLED 5 DEFECTIVE EQUIPMENT LIVE LINE AVOIDED CUSTOMER MINUTES

6 ADVERSE WEATHER
SYSTEM CONTROLLER 7 ADVERSE ENVIRONMENT

8 HUMAN ELEMENT
FAULT TYPE?    EF     OC    (circle one) 9 FOREIGN INTERFERENCE

FROM SW 
NO. TO SW. NO. NO. OF CUSTOMERS TIME OFF

TIME ON 100% 
RESTORED

TOTALTIME OFF   
100%  

CUST*MINS 
100%        TO BE COMPLETED WHERE MAJOR CUSTOMERS ARE AFFECTED

TOTAL SECTION (mins)        AND  /  OR SIGNIFICANT OUTAGES OCCUR (including all 33kV and above)
Major customer Spoke to
(include time)

HEDL Staff 
(include time)

TOTALS

DETAILS OF FAULT/SHUTDOWN:  
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APPENDIX G – Surveys 
a) Commercial Customers 
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b) Major Customers 
 
 
 
Horizon Energy Distribution Ltd 2005:  Customer Satisfaction Survey 
–Operations & Senior Manager Survey- 
  
Organisation  
Date  
Survey Completed by  

  
Your views will provide valuable feedback so that Horizon can improve their services to you.  
  
Product (P) 
  
Firstly, there are some questions about the actual product Horizon delivers such as quality and 
reliability of supply issues.  
 P1 On a scale of 1 to 7 where 1 means you are very dissatisfied and 7 means you are very 
satisfied – over the last 12 months how satisfied are you with the following services provided by 
Horizon? Remember you can use any number between 1 and 7. 
 1  2  3  4  5  6   7 
Very Dissatisfied Neutral     Very Satisfied 
  
A   The quality of supply, that is the frequency and voltage supplied 
B   The reliability of supply, that is the continuity of supply or level of outages 
C   The management of contracting services 
   
P2 In your view does Horizon meet its contract obligations in the 

following areas –  
1. Always 
2. Most of the time 
3. Sometimes 
4. Never 
5. Unsure 

  
A   The quality of supply, that is the frequency and voltage supplied 
B   The reliability of supply, that is the continuity of supply or level of outages 
C   The management of contracting services 
  
[IF MOST/SOMETIMES/ NEVER MEET OBLIGATIONS IN P2a :] 
P3a In what ways has Horizon not met its obligations on quality of supply? Please describe? 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
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[IF MOST/SOMETIMES/ NEVER MEET OBLIGATIONS IN P2b :] 
P3b In what ways has Horizon not met its obligations on reliability of supply? Please describe? 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
 
[IF MOST/SOMETIMES/ NEVER MEET OBLIGATIONS IN P2c :] 
P3c In what ways has Horizon not met its obligations on management of contracting services? 

Please describe? 
 
 _______________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
P4   Overall, how confident are you that the supply system of Horizon has the ability to meet the 
demands that are made of it, on a scale of 1 to 7, where 1 means you are not confident at all, and 7 
means you are very confident? 
 
1  2  3  4  5  6   7 
Very Dissatisfied Neutral     Very Satisfied 
  

A   Now 

B   In two years time 

C   In five years time 
  
Operations Service Items (OP) 
  
The next questions are about service issues – please keep in mind these questions are not about the 
price Horizon charges or any costs associated with doing business, but about the actual operational 
service Horizon provides. 
  
OP1 Thinking about service issues that relate just to the operations function. Can you please tell 

me on a scale of 1 to 7 where 1 means you are very dissatisfied and 7 means you are very 
satisfied - how satisfied you are with how Horizon operations staff have handled the 
following over the last 12 months? 

  
1  2  3  4  5  6   7 
Very Dissatisfied Neutral     Very Satisfied 
  
A   Communication on the reason or cause for an unplanned outage 
B   Communication on the progress made to restore services during an unplanned 
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outage, including any possible overrun and the cause 
C   Consultation and communication regarding planned maintenance activities 
  
OP2 How can the operations staff at Horizon improve the way they communicate issues to you? 

Please describe? 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
   
OP3 Has Horizon conducted any contractual work (i.e. new investment, minor works agreement 

etc) for your organisation in the past 12 months? 
1. Yes 
2. No 
3. Unsure 

   
[IF ‘YES’ IN OP3:] 
OP3a Please outline below the most recent contractual work undertaken by Horizon for your 

organisation (such as additional 11kV transformers, switchgear connection, network 
connection, SCADA update etc? 

  
________________________________________________________________________________ 
   
[PLEASE REFER TO THE MOST RECENT CONTRACTUAL WORK UNDERTAKEN BY 
HORIZON WHEN ANSWERING OP3b:] 
OP3b How satisfied were you with the following aspects of this particular project, on a scale of 1 

to 7 where 1 means very dissatisfied, and 7 means you were very satisfied?  
  
1  2  3  4  5  6   7 
Very Dissatisfied Neutral     Very Satisfied 
  

A   Work being done to time 

B   Work being done to budget 

C   The communication process before the project began 

D   The communication process during the project 

E   The communication process after the project was completed 

F   The overall communication process 

OP4 Thinking about Horizon’s overall approach to project management, have you any particular comments 
about its approach?   

 _______________________________________________________________________________ 
  
________________________________________________________________________________ 
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Communication from Horizon (C) 
  
The next set of questions is about the different forms of communication you get from Horizon.   
  
C1 On a scale of 1 to 7 where 1 means it is very ineffective and 7 means it is very effective – 

please tell me how effective the following are:  (8=Never read, 9=Not applicable) 
  

1  2  3  4  5  6   7 
Very Dissatisfied Neutral     Very Satisfied 

  
A   Senior Executive contact and visits 
B   Account Manager contact and visits 
C   The Horizon Internet site 
D   The Annual Report and/or Half year Report 
E   Network Operator 
  
C1A Thinking about the different types of communication used by Horizon, can you suggest any 

specific improvements for any of the forms of communication discussed earlier?  Please 
specify the type of communication and then the suggested improvements. 

  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
  
C2 Where do you get most of your information regarding Horizon?  
1. Senior Executive contact and visits 
2. Account Manager contact and visits 
3. The Horizon Internet site 
4. The Annual Report and/or Half year Report 
5. Formal request for information 
6. Staff within our company 
7. Technical, engineering and operational planning meetings 
  
Other (specify)____________________________________________________________ 
  
C2a Where else do you get information regarding Horizon?  
 
(specify)____________________________________________________________ 
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Price – Quality (PQ) 

  
With regard to the price versus quality aspects of the supply that you receive from Horizon: 
 
PQ1 Would you be prepared to pay more for an improvement in the quality of supply that you 

receive? 
1. Yes 
2. No 
3. Unsure 

 
PQ2 If you answered yes to PQ1, would you be prepared to pay an extra 50% for a halving of the 

number of interruptions that you have received? 
1. Yes 
2. No 
3. Unsure 
 

Customer Relationship Management (CR) 
  
The next questions are about your account manager. Please keep in mind these questions are only about the 
performance of your account manager and are not about the overall performance of Horizon. 
  
CR1 Do you know who at Horizon is responsible for your account? 

1. Yes 
2. No 
3. Unsure 

CR2 If you answered Yes to Question CR1 who is the person you deal with at Horizon? 
 
________________________________________________________________________________ 
 
CR3 Thinking about your account manager - on a scale of 1 to 7 where 1 means you are very 

dissatisfied and 7 means you are very satisfied - how satisfied are you with the following 
over the last 12 months? 

  
1  2  3  4  5  6   7 
Very Dissatisfied Neutral     Very Satisfied 
  
  Account 

Manager 
  

A   Their knowledge of your business 
B   Their knowledge of Horizon's business 
C   Their ability to effectively communicate issues between your 

business and other parties within Horizon 
D   Their commitment to set milestones on major issues such as 

service changes or resolution of disputes 
E   Your relationship with your account manager 
F   Their overall performance 
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CR4 Thinking about your account manager, do you have any suggestions on how they could 
improve their service to you? What could they do better? 

  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
    

Overall (OV) 
  

With regard to Horizon’s overall performance in the last 12 months.   
  
OV1 On a scale of 1 to 7 where 1 means you are very dissatisfied and 7 means you are very 

satisfied - overall and taking everything into account, how satisfied are you with Horizon on 
the following. 

 1  2  3  4  5  6   7 
Very Dissatisfied Neutral     Very Satisfied 
 
A   Horizon’s overall performance 
B   Being flexible 
C   Resolving issues 
D   Value for money as the network asset owner 
E   The ease of doing business with Horizon (this refers to issues such as working with 

their systems, invoicing processes etc.) 
F   Being a valued business partner (this refers to whether Horizon adds value to your 

business or operation) 
  
OV2 Do you have any suggestions on how Horizon can improve its overall performance? 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
   
OV3 Do you have any suggestions on how Horizon could make doing business with them easier? 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
OV4 Do you have any suggestions on how Horizon could become a more valuable business 

partner to you? 
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________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
________________________________________________________________________________ 
  
 
Thank you for completing the survey and we value the input that you have given to the way that we 

do business.  
 
All the best for the 2006 year. 
Dene Biddlecombe  
Chief Executive 
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