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• Clarifying the application of life support protections to different customer types. It is 
the AER’s understanding that in Victoria life support protections1 only apply to small 
customers and customers in embedded networks while in the states and territories 
that have adopted the National Energy Customer Framework, life support protections 
apply where a customer resides at a premises regardless of whether the customer is 
large or small. 

• The timing of the implementation of the medical confirmation form.  

The AER is committed to working with the ESC Vic to develop the medical confirmation form 
and supports the use of lived experiences to simplify and make the form accessible for 
consumers and Medical Practitioners. We consider the rule should give sufficient flexibility to 
develop the form with the ESC Vic instead of detailing its contents in the rules. This will 
assist us to develop and maintain one form across all jurisdictions which is accessible and fit 
for purpose. 

Regulatory harmonisation would support greater consistency and reduce costs for energy 
businesses operating across frameworks. 

Life support protections for customers in embedded networks 

The AER supports the clarification of information sharing for on-market retailers to inform 
embedded network managers or exempt embedded network service providers of customer 
life support needs. We would like to highlight that the AER Network Exemptions Guidelines 
only apply to electricity embedded networks and that gas embedded networks are dealt with 
at a jurisdictional level.  

The Australian Government Department of Climate Change, Energy, Environment and 
Water has commenced consultation for the Better Energy Customer Experiences review. 
The review is considering how to improve levels of customer protection in different market 
settings, including embedded networks, and is specifically considering the consumer 
protection gaps. The AER highlighted in its submission to the review the requirement for 
legislative change to address gaps in protections for embedded network customers including 
life support.  

The rule change proposal will have broader resourcing implications for the AER 

The draft rule requires the AER to update our Retail Performance Reporting Procedures and 
Guidelines to reflect the amending rule by the effective date (currently 1 December 2027). 
We will also need to review and consider updates to our Compliance Procedures and 
Guidelines. Both guideline updates must be undertaken in accordance with the retail 
consultation procedure set out in rule 173 of the National Energy Retail Rules. This is a 
resource-intensive process for both the AER and stakeholders. 

As identified in our submission on the consultation paper, the draft rule change proposal 
would require updates to the AER’s non-enforceable Life support registration guide 2021 
and consumer-facing fact sheet.  

We require sufficient flexibility in reviewing Guidelines and guidance materials and consider 
the AEMC should not impose a timing requirement on such reviews. 

 

 
1  Clauses 163, 168, 173 and 174 of the Energy Retail Code of Practice. 






