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Types of installations.
>  A service line and gas 

meter installation is where 
there is no existing gas line 
connected to the site, and 
both the service line and 
meter are required.

>  A meter only installation 
is where there is an existing 
service line installed, and only 
the physical meter installation 
is required. If you are unsure 
of the gas line installation, 
please call AGL.

What to submit.
For any installation request, 
you’ll need:

>  customer application, 
completed online at  
agl.com.au/newconnections 
or by using the printable form

>  your licensed gas plumber’s 
details.

How to apply.
The quickest way to apply 
is online at agl.com.au/
newconnections

Alternatively, complete the 
application form and send back 
via mail, email or fax. Details 
can be found on the form. 

Contacting you.
We’ll let you know at agl.com.
au/newconnections if 
information you provide needs 
revising, and you can respond 
online with the required 
information. Alternatively, we 
may contact you or your gas 
plumber for this information. 
Your application is ‘on hold’  
until the additional information 
is received. 

We’ll also contact you if  
your request attracts any  
non-standard charges. 

Issuing a Service Order. 
For both a service line and 
meter installation, we will 
notify you once the quote has 
been made on the request. 
After confirming the job with 
you as standard or non standard, 
and if any additional fees are 
involved, we will accept the 
quote, and your gas plumber’s 
details will be required.

For a meter only installation, 
once you provide the gas 
plumber’s details, we will  
notify them to contact the 
Distributor to arrange delivery 
of the meter. 

Timeframe.
For service line and meter 
installations, a standard quote 
will be provided in 5 business 
days, and a non-standard quote 
provided in 10 business days. 
After you accept the quote, the 
Distributor will determine the 
timeframe for the installation.

For meter only installations, 
once you have accepted 
the quote, the gas plumber 
will advise on timeframes 
for installation.

Site requirements.
You are responsible for ensuring 
satisfactory site conditions. 

To complete any installation, 
your Distributor will require: 

> a clean site free from rubbish 

> clear access to the meter box 

> unlocked gates. 

If the site is in a satisfactory 
condition, the Distributor will 
complete the installation.

If the site is not in a satisfactory 
condition, the Distributor will 
attempt to speak to the site 
contact or alert us to advise of 
any issues. If we are contacted, 
we will then notify you. 

Fees and charges.
Your acceptance of any 
standard fees is required as  
part of your application. 

If your Distributor classifies 
your fee as non-standard, we 
will contract you to obtain your 
approval before proceeding. 

>  You are responsible  
for submission.

> You can apply  
quicker online at  
agl.com.au/
newconnections

>  AGL is responsible for 
validation. 

>  Your application will  
be processed in 3-5  
business days.

>  Your Distributor 
is responsible for 
service line and 
meter installations.

>  Your gas plumber is 
responsible for meter 
only installations. 

>  The Distributor may take 
up to 40 business days 
(or as they advise) from 
when the quote is 
accepted to complete  
the request.

>  AGL will invoice you for 
any fees charged by the 
Distributor. 

Gas New South Wales. 
Installations.
How to request a gas service line or meter installation in New South Wales.

Gas New South Wales. 

 Submitting your 
application.

Validating your 
application.

 Site visit  
and installation.

 Completion of 
the request.



Who is responsible 
throughout the process?

Frequently Asked Questions.
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Tip.

AGL.
AGL is responsible for validating most of the required information to 
raise the request with the Distributor, and billing you at completion.

Distributor. 
Your Distributor is responsible for assets such as the gas service  
line from the road to the premises and the gas meter. The 
Distributor also allocates the Delivery Point Identifier (DPI), which 
identifies a site. 

To find yours, refer to the Australian Energy Regulator and search 
‘Who is my distributor?’ at www.aer.gov.au

Customer.
The person making the request is responsible for collecting  
the required information, authorising and submitting the 
application, providing clear site access and agreeing to standard 
charges. If the request attracts any non-standard charges, you will 
first be contacted for approval.

Gas Plumber.
Your gas plumber is responsible for the gas plumbing work on the 
site and installation to the meter.

What is an Installation?
This is where there is no current 
physical link between your 
site and the gas distribution 
system (for instance, a new 
or existing house or an office 
block) and where a new service 
line and meter needs to be 
installed. In some instances, 
your service line may already 
be installed, and only the new 
meter needs to be connected.

Can my request be 
escalated to be completed 
within a shorter 
timeframe? 
Completion timeframes are 
set by your Distributor, who 
may escalate urgent requests 
under certain circumstances. 
AGL is unable to guarantee 
the escalation of a request. 

To ensure your application 
is completed as soon as 
possible, we recommend 
applying online at agl.com.au/
newconnections and ensuring 
that all paperwork and site 
requirements are ready prior 
to submitting your request. 

Will I be notified once 
my order has been 
completed? 
Yes. For all requests, AGL can 
update you twice with an SMS:

1.  When your work request is 
accepted by the Distributor.

2.  When your request has  
been completed.

If your request is not completed 
within the timeframes outlined in 
this document, please contact 
AGL on 1800 680 430 (home) 
or 1300 721 366 (business).

Who is my Distributor?
Different Distributors operate 
in different regions.

To find yours, refer to the 
Australian Energy Regulator and 
search ‘Who is my distributor?’ 
at www.aer.gov.au 

What if I don’t provide 
clear site access to  
the Distributor? 
The Distributor requires clear 
access to your site to install 
the service line and gas meter. 
If providing clear access is not 
possible, AGL will pass the 
site contact’s details to the 
Distributor and together they 
must determine a time when 
clear access can be arranged. 

What if my site is 
not in a satisfactory 
condition when the 
Distributor arrives to 
complete the request? 
In this case, the Distributor will 
not complete the work request. 
AGL may contact you regarding 
the revised timeframe, or the 
Distributor may return to the 
site at a later date without 
notice. To avoid delays to your 
completion date, we strongly 
recommend that your site be 
in a satisfactory condition.

Are there any fees  
and charges I should  
know about?
Your acceptance of any 
standard fees is required as 
part of your application. If 
your Distributor classifies your 
fee as non-standard, we will 
contract you to obtain your 
approval before proceeding.

Gas New South Wales. 

You can track the progress of your 
application and view any updates  
online at agl.com.au/newconnections


