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1 Introduction 

1.1 Corporate Structure 

Squadron Energy Retail Pty Ltd (SQER) submits this application for an electricity retailer authorisation to the 

Australian Energy Regulator (AER).  

SQER is a wholly owned subsidiary of Squadron Wind Energy Assets Pty Ltd (SWEA), which is a part of the 

wider Squadron Energy Pty Ltd Group (Squadron). SWEA is the entity that owns all Squadron’s operating and 

development renewable energy portfolio. 

Squadron is a wholly owned portfolio company of Tattarang, the private investment group of Andrew and Nicola 

Forrest. Tattarang is proudly Australian and invests across a wide variety of sectors and asset classes.   

1.2 Squadron Overview 

Squadron plans to expand its current Power Purchase Agreement (PPA) product range into offering 

Commercial and Industrial (C&I) customers direct electricity agreements as their retailer, increasing 

competition in the National Electricity Market (NEM) and better meeting its customer’s needs. 

Squadron is one of Australia’s leading vertically integrated renewable energy companies that develops, 

operates and owns renewable energy assets in Australia. As both an energy asset owner and operator, 

Squadron is committed to the long-term success of its projects and seeing them through from development to 

decommissioning.  

Squadron aims to improve the environment for current and future generations by leading Australia’s transition 

to renewable energy through: 

 Being the leading provider of renewable energy to corporates and businesses. 

 Tailoring its approach to local communities and making positive lasting contributions to the regions in which 

it operates.  

 Positioning the company for further growth with a strong development pipeline. 

 Operating Squadron’s assets safely, efficiently and sustainably to achieve their optimal potential. 

 Investing in people and in skills training for the renewable energy sector. 

Squadron has grown significantly over the past two years and currently employs over 239 staff members and 

50 contractors across Australia with offices in Sydney, Wollongong, Canberra, Newcastle, Melbourne, 

Brisbane, Dubbo and Wellington.  

To date, Squadron’s operating portfolio has achieved:  
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1.3 Squadron’s existing operations  

Squadron has a portfolio of operating renewable assets, a liquified natural gas (LNG) import terminal, and a 

diverse pipeline of development projects across wind, solar, batteries and gas. This positions Squadron well 

to physically hedge its retail contracts and provide the firm power required to meet customers’ decarbonisation 

targets. 

Whilst Squadron’s primary focus is on renewable energy, it recognises the limited but important role that gas 

plays in Australia’s energy transition. Gas, generating at low-capacity factors, can firm variable renewable 

generation to provide reliable products to Squadron’s customers and support the retirement of Australia’s 

legacy coal fleet while maintaining energy security and reliability. 

Squadron has the largest renewable pipeline in Australia, including:  

 1.1 GW, five wind farms in operation.  

 900 MW, two wind farms under construction.  

 5.6 GW of advanced public development projects. 

 14.1 GW pipeline across wind, solar, batteries & firming generation expected to progress to financial close 

by 2030.  

Squadron also has Port Kembla Energy Terminal, an LNG import terminal that has the capacity to meet the 

expected supply shortfall in NSW and Victoria, supporting gas supply as Australia transitions to green energy. 

Figure 1 – Squadron’s footprint - operating and under construction assets 
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Rob Wheals – Chief Executive Officer 

Rob is a respected leader with over 30 years’ executive experience in energy infrastructure and 

telecommunications in Australia and internationally. He is widely regarded for creating value for stakeholders, 

through his leadership, strategic vision and expertise with a proven track record of driving growth and leading 

transformational change.  

Since becoming CEO of Squadron in March 2024, Rob has guided the company's strategy and operations. He 

leads the development and implementation of innovative, sustainable energy projects, cultivates vital 

relationships with stakeholders, and secures funding to ensure long-term growth. Rob is committed to 

upholding the highest standards of environmental and regulatory compliance while positioning the company 

as a leader in the renewable energy sector. 

Before Squadron, Rob served as CEO and Managing Director of APA Group - one of the top 50 ASX-listed 

energy infrastructure companies. He has also held significant leadership positions within the 

telecommunications and digital infrastructure sectors. Rob is passionate about creating sustainable 

businesses by fostering a shared sense of purpose, value-driven growth, and enhanced operational 

performance. 

With a robust leadership background, Rob is guiding the transition to clean energy, championing the adoption 

of renewable technologies and collaborating closely with government and industry bodies. As CEO of 

Australian’s leading renewable energy company, he ensures the company meets its sustainability goals while 

contributing to Australia's broader renewable energy objectives. 

Walter Schutte – EGM of Customer and Energy Markets 

Walter brings over 30 years of experience across the entire energy supply chain, including monopoly utilities, 

retail, trading, and generation. He has strong leadership capabilities, ensuring all business activities are 

conducted with integrity, compliance, and precision, while managing long-term projects that deliver tangible 

results. A results driven leader, he has proven negotiation skills, excellent planning abilities, and leads strategic 

initiatives daily. 

In his previous roles as Executive Manager of Customer Solutions at Iberdrola Australia and Executive 

Manager of Portfolio Strategy and Optimisation at Infigen Energy, he gained a deep understanding of both the 

customer and the transitioning energy markets. He also developed substantial expertise in leading strategic 

initiatives, driving business growth, and optimising energy portfolios. 

Walter’s extensive experience in managing customer relationships, navigating regulatory environments, and 

optimising renewable energy assets positions mean he is ideally placed to lead the Customer and Energy 

Markets division. His proven track record of delivering tangible results will be instrumental in advancing 

SQER’s objectives, enhance customer satisfaction, and shaping the future of energy markets. 

Steve Dwayhe – Director Business Development 

With over 25 years of experience in the energy industry, Steve has expertise in leading diverse teams and 

driving successful business outcomes. Having spent two decades at AGL, he has extensive experience across 

gas, electricity, and renewable energy across both wholesale and retail markets. 

During his time at AGL, Steve led teams in areas including pricing, product & marketing, commercial services, 

sales support, customer service, billing and credit & collections. He has a proven track record of managing 

teams through complex transformation initiatives, navigating challenges in technology, process, and 

organisational change.  

Throughout his career, he has delivered exceptional results in customer satisfaction and business 

development. Notably, he developed and implemented a new business customer complaint management 

system, leading to record high customer satisfaction scores. His leadership in cross-functional teams resulted 

in a new digital application, AGL Business IQ, that generated an additional $7.5 million in annual gross margin.  

In addition, Steve successfully executed a significant operating model change, improving customer satisfaction 

and employee engagement while reducing operating costs by $2 million. His strategic contributions to 
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acquisitions and integrations, including an $800 million Victorian gas and electricity business acquisition, also 

played a key role in developing a profitable gas supply portfolio across Eastern Australia. 

Christine Lu – Head of Market Operations 

Christine is an experienced energy markets and operations executive with more than 15 years of experience 

across electricity, renewable energy, commodities, treasury, risk management and retail operations. 

Combining strong commercial, financial and operational expertise, she has successfully led teams responsible 

for energy trading operations, risk management, compliance, customer operations and the implementation of 

critical business systems supporting energy market participation and growth. 

As Head of Market Operations at Squadron Energy, she leads the design, implementation and management 

of key operational platforms and processes across the organisation's retail energy business, including 

customer relationship management, billing, risk management, customer service and business intelligence 

systems. She works closely with commercial, trading and technology teams to ensure operational excellence, 

regulatory compliance and effective management of market and credit risks across the portfolio. 

Prior to joining Squadron Energy, she held senior leadership positions at Iberdrola Australia, including General 

Manager of Risk, Compliance and Retail Operations and Senior Energy Risk Manager. During this period, she 

oversaw retail and wholesale market operations, energy risk management, compliance frameworks, customer 

billing, trading controls and portfolio reporting. She played a pivotal role in scaling the company's retail 

business, implementing core billing and operational platforms, enhancing trading systems and supporting 

governance through executive and board-level risk reporting. 

Earlier in her career, she held treasury, energy risk and financial management roles with Infigen Energy and 

Nexen Marketing Europe, developing expertise across renewable energy markets, treasury operations, 

financial reporting, commodity settlements and energy trading. Her experience spans the full energy value 

chain, from wholesale trading and power purchase agreements through to customer operations, compliance 

and financial governance. 

A Chartered Accountant with a Bachelor of Commerce majoring in accounting, she brings a strong analytical 

approach to risk management, commercial decision-making and operational performance. She is recognised 

for building high-performing teams, delivering complex business transformation initiatives and creating robust 

operational frameworks that support sustainable growth in rapidly evolving energy markets. 

Tom Nightingale – Manager Customer Solutions 

With a solid background in accounting and finance, Tom brings extensive experience to his role as Manager 

Customer Solutions at Squadron. Holding an ACA qualification and a Bachelor of Commerce degree from the 

University of Sydney, Tom has contributed significantly to Squadron’s rapid growth in grid-scale renewable 

energy.  

Tom’s expertise spans across managing PPA tenders overseeing government tender processes and analysing 

the renewable energy market to determine contracting strategies. His previous roles include leading the due 

diligence and financial modelling for Squadron’s renewable energy assets, managing the LTESA for Uungula 

Wind Farm, and supporting Squadron’s expansion into offshore wind.  

Before joining Squadron, Tom worked at Energetics, where he consulted on energy and carbon markets, 

helping ASX200 clients navigate Renewable PPAs and advising on emissions reduction strategies. During his 

earlier career, he worked at EY in both London and Sydney, specialising in wealth and asset management 

assurance.  

Tom’s strong background in finance, audit, and energy markets has equipped him with the skills needed to 

drive the growth and development of renewable energy assets and the retail business. 

Andrew Thomson – Director Portfolio Optimisation 

With over 20 years of experience in the renewable energy sector, Andrew has a comprehensive background 

that spans engineering, operations, and risk management. He specialises in key areas such as portfolio 

strategy, energy market price forecasting, PPA operationalisation, LGC trading, BESS optimization, and billing 

system development. Andrew is also highly experienced in team leadership, overseeing analysts focused on 
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billing, strategy, and reporting, as well as contributing to academic research and publishing peer-reviewed 

papers. 

As Director of Portfolio Optimisation at Squadron, he manages PPA settlements, LGC management, and 

portfolio strategy for a wind farm portfolio, contributing to strategic planning and the implementation of 

significant contracts. Prior to this he worked as an Analytics Manager at CWP Renewables, where he 

contributed to market forecasting, PPA settlement, and LGC management.  

Andrew’s career also includes significant academic contributions particularly in the field of photovoltaic 

technologies, with his academic work widely published and highly regarded in the academic community. 

Bede Denham – Market Analyst 

Bede is a highly accomplished and versatile professional with a strong academic background and a proven 

track record in engineering, data analysis, and sustainability. He holds a Bachelor of Mathematics, a Master 

of Business in Applied Economics and Finance from the Queensland University of Technology, and a Bachelor 

of Engineering (Honours) from the Australian National University. 

Currently excelling as a Market Analyst at Squadron, Bede applies advanced technical expertise in portfolio 

analysis, PPA analysis, and the development and maintenance of billing systems for invoicing and 

reconciliation. His key achievements include the creation of the MW1 and MW2 billing systems, the correction 

of MW1 apportionment and lost generation logic leading to more accurate billing and a >2% increase in lost 

generation payments, and the development of a portfolio revenue model for earnings distribution analysis. 

Bede’s other skills include digital signal processing, FPGA implementation, MATLAB design, software 

development, hardware testing, and product optimization. He has also co-authored a paper for the World Bank 

on embedded emissions accounting to support climate policy and developed forecasting models as a data 

analyst at Credit Union Australia. His involvement in the ANU Solar Racing team further showcases his passion 

for renewable energy and problem-solving. 

Marilyne Crestias – Director Energy Policy and Regulation 

Marilyne is a highly respected energy policy, regulation and governance leader with more than two decades 

of experience spanning renewable energy, economic policy, government, advocacy, finance and corporate 

governance. Recognised for her ability to bridge the worlds of policy, investment and industry, she has played 

a significant role in shaping Australia's clean energy transition through strategic advocacy, regulatory reform 

and stakeholder engagement. 

As Director of Energy Policy and Regulation at Squadron Energy, Marilyne leads policy and regulatory 

strategy, providing expert advice to executive leadership on energy market reforms, legislative developments, 

regulatory compliance and emerging policy risks. She works closely with governments, regulators and industry 

stakeholders to advocate for frameworks that support investment certainty, market efficiency and the continued 

growth of renewable energy across Australia. 

Prior to joining Squadron Energy, Marilyne founded and led Renewable Energy Insights, an advisory business 

providing strategic advice to government, industry and community organisations on energy policy, 

sustainability, renewable energy procurement and investment. She also served as Head of Policy and 

Advocacy and Interim Chief Executive Officer of the Clean Energy Investor Group (CEIG), where she 

established the organisation as a leading voice for clean energy investors and successfully influenced major 

national energy policy reforms, market design initiatives and renewable energy investment frameworks. 

Earlier in her career, Marilyne held a range of senior leadership positions within the Victorian Government, 

including Director of Renewable Energy Policy and Director of Energy Consumer and Affordability Policy. She 

played a key role in the development and implementation of Victoria's renewable energy agenda, including the 

landmark Victorian Renewable Energy Target (VRET) auction process, energy market reforms and large-scale 

renewable energy procurement initiatives. Her experience also includes senior economic and policy advisory 

roles within the Victorian Department of Treasury and Finance, where she provided strategic advice on energy, 

climate, infrastructure and state revenue policy. 
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An experienced board director and governance professional, Marilyne currently serves as a Non-Executive 

Director of the Queen Elizabeth Centre and Chair of the Victorian National Parks Association. She is 

recognised for her collaborative leadership style, strategic thinking and ability to build trusted relationships 

across government, industry, investors and community stakeholders to deliver meaningful and lasting 

outcomes. 

Marilyne holds master’s degrees in international finance and economics from the University of Bordeaux and 

the University of Melbourne, together with qualifications in governance and project management. She is 

passionate about accelerating the clean energy transition while delivering economic, environmental and 

community benefits. 

Chris Allfrey – GM Legal – Corporate and Energy Markets 

Chris is a highly experienced commercial and project finance lawyer with extensive expertise across the 

renewable energy, infrastructure and energy markets sectors in Australia, the United Kingdom, Europe and 

Africa. With more than 15 years of legal experience, he has advised sponsors, financiers, developers and 

investors on the structuring, negotiation and execution of complex project finance, corporate and Mergers and 

Acquisitions (M&A) transactions, supporting the successful delivery of major infrastructure and renewable 

energy projects. 

As General Manager – Legal, Corporate & Energy Markets at Squadron, Chris leads the legal function 

supporting the company's corporate activities, energy markets and commercial operations. He provides 

strategic legal advice across project development, financing, acquisitions, power purchase agreements, 

wholesale energy markets and broader commercial initiatives, ensuring legal and commercial risks are 

effectively managed while supporting Squadron's continued growth. 

Prior to joining Squadron, Chris was a Senior Associate at King & Wood Mallesons in Sydney and previously 

a Managing Associate at Linklaters in London. During this time, he advised on many of Australia's landmark 

renewable energy and infrastructure transactions, including wind, solar and battery projects, electricity 

transmission infrastructure, transport public-private partnerships and major corporate acquisitions. His 

experience spans the full project lifecycle, from development and financing through to construction, operation 

and refinancing. 

Recognised for his pragmatic commercial approach and strong technical expertise, Chris works closely with 

executives, financiers, investors, developers and government stakeholders to negotiate complex commercial 

arrangements and deliver successful outcomes. Admitted to practise in both Australia and England & Wales, 

he brings an international perspective and deep understanding of the legal and commercial frameworks 

underpinning large-scale energy and infrastructure investment. 

Nollaig Daly - Director of Structured Transactions 

Nollaig is a commercial leader and engineer with more than 25 years of experience across energy, 

infrastructure, renewables, decarbonisation, telecommunications, and industrial sectors. With a proven track 

record in originating, structuring, negotiating, and executing complex transactions, including power purchase 

agreements (PPAs), project finance, infrastructure investments, and strategic partnerships. 

She is currently the Director of Structured Transactions at Squadron Energy, responsible for securing revenue 

pathways, customer agreements, and government support mechanisms to underpin Australia's renewable 

energy growth. Previously, she’s held Director-level roles at NAB and Westpac, managing multi-billion-dollar 

asset portfolios and delivering structured finance solutions across energy generation, battery storage, LNG, 

transport, mining, and infrastructure sectors. 

Recognised for combining deep technical expertise with commercial acumen to drive growth, optimise returns, 

manage risk, and deliver large-scale capital projects. Experienced in leading multidisciplinary teams, engaging 

regulators and senior stakeholders, and supporting organisations through energy transition and net-zero 

strategies. Passionate about leveraging technology and innovation to transform industries and accelerate 

sustainable economic development. 

Nollaig holds a Master of Business Administration (Finance) with Distinction from Central Queensland 

University, a First-Class Honours Bachelor of Engineering (Aeronautical) from the University of Limerick, is an 
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Accredited Appraiser with the American Society of Appraisers and has completed advanced financial modelling 

studies through UTS Sydney. 

Lucy Burke - Senior Manager of Portfolio Origination 

Lucy is an accomplished energy commercial leader with more than 14 years of experience across renewable 

energy, hydrogen, electricity and gas markets, specialising in power purchase agreements (PPAs), energy 

contracting, trading, commercial strategy and project development. Combining strong commercial judgement 

with deep technical expertise, she has built a reputation for originating and executing complex energy 

transactions, developing innovative market strategies and delivering commercial outcomes that support 

Australia's energy transition. 

As Senior Manager of Portfolio Origination at Squadron Energy, she leads the origination and execution of 

power purchase agreements for renewable energy projects across the company's operating and development 

portfolio. She is responsible for managing strategic customer relationships, identifying new market 

opportunities and developing commercial strategies that underpin long-term revenue certainty and project 

value. 

Prior to joining Squadron Energy, she led the development of major hydrogen and clean fuels projects at ATCO 

Australia, including the ScaleH2 hydrogen and ammonia export project. In this role, she directed feasibility 

studies, consortium governance and government funding negotiations while developing innovative commercial 

and operational strategies to optimise renewable energy integration, electricity procurement and hydrogen 

production economics. 

Previously, she served as Team Leader and Senior Manager of Energy and Carbon Markets at Energetics, 

where she advised corporate and government clients on renewable energy procurement, carbon strategy and 

risk management. She led numerous high-value renewable energy transactions, including the successful 

negotiation and execution of large-scale power purchase agreements, and acted as Responsible Manager 

under the company's Australian Financial Services Licence. 

Her earlier career included commercial trading and engineering leadership roles with Santos and Santos 

GLNG, where she managed gas supply portfolios, executed short-term trading transactions, optimised energy 

market positions and led upstream production operations. This diverse experience across energy markets, 

project development, operations and trading provides a unique end-to-end perspective on the commercial 

drivers of the energy sector. 

A Chartered Professional Engineer with qualifications in Mechanical Engineering, Mathematical and Computer 

Sciences, and Sustainable Energy, she is recognised for her analytical rigour, commercial acumen and ability 

to build trusted relationships across industry, government and investment stakeholders. She is passionate 

about accelerating the transition to a lower-carbon economy through innovative energy solutions, strategic 

partnerships and sustainable infrastructure investment. 

Joanne Stoneham - Head of Portfolio Strategy & Analytics 

Joanne is an experienced energy strategy, investment and transformation leader with a proven track record of 

driving growth, business performance and strategic change across complex organisations. With more than 15 

years of experience spanning energy, financial services, capital markets and commodities, she specialises in 

investment analysis, mergers and acquisitions (M&A), portfolio strategy, capital allocation and business 

transformation. 

Currently as Head of Portfolio Strategy & Analytics at Squadron Energy, Jo leads portfolio strategy, energy 

risk management, market analytics, forecasting and pricing activities that support the company’s long-term 

growth and commercial objectives. Prior to joining Squadron Energy, she spent more than eight years at Origin 

Energy, where she established and led the corporate investment and strategy execution function responsible 

for overseeing a portfolio of more than $1 billion in capital investments. 

Jo has built a reputation for delivering rigorous investment governance frameworks, objective strategic analysis 

and high-quality executive decision support. At Origin Energy, she designed and implemented the company’s 

investment management framework and capital prioritisation process, providing senior executives with a 
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consistent, transparent basis for investment decisions. She also led major transformation initiatives that aligned 

capital investment with strategic priorities and measurable business outcomes. 

Earlier in her career, Jo held senior strategy and business development roles with Macquarie Group in London 

and the Australian Securities Exchange (ASX), leading strategic evaluations, business development initiatives, 

transaction execution and large-scale M&A opportunities across international markets. Her experience 

includes landmark transactions involving energy and infrastructure assets, business integrations and strategic 

growth initiatives across Europe, the Middle East, Africa and Australia. 

Known for her analytical rigour, collaborative leadership style and ability to translate complex commercial 

issues into actionable strategic insights, Jo has successfully led high-performing teams, supported board and 

executive-level decision making, and driven organisational change through innovative and disciplined 

approaches to strategy execution. 

Jo holds a Bachelor of Business (Economics) with First Class Research Honours from Queensland University 

of Technology, where she was awarded the University Medal for Academic Excellence. 

William Nixey - Pricing and Forecasting Manager 

Wiiliam is an accomplished energy market and pricing executive with more than 20 years of experience across 

Australia's electricity and gas sectors, as well as international energy markets. Recognised for deep expertise 

in energy pricing, market modelling, forecasting, commercial strategy and regulatory frameworks, he has 

successfully led complex analytical, commercial and policy initiatives that have shaped investment decisions, 

pricing outcomes and energy market reforms. 

Currently as the Pricing and Forecasting Manager at Squadron Energy, he is responsible for developing market 

pricing strategies, forecasting and valuation frameworks that support renewable energy investments, customer 

contracting and commercial decision-making. Prior to joining Squadron Energy, he led Ausgrid's network 

pricing function, managing $2.5 billion in annual regulated revenue and overseeing demand forecasting, tariff 

development and revenue risk management. 

His career spans leadership roles across government, utilities, consulting and energy retailing, including senior 

positions with the NSW Government, Intelligent Energy Systems, Origin Energy, Ausgrid, EDF Energy and 

AGL Energy. He played a key role in the development of NSW's Electricity Infrastructure Roadmap and the 

design of Long-Term Energy Service Agreements (LTESAs), helping establish innovative mechanisms to 

support renewable energy investment and manage market risk. 

Combining strong commercial acumen with advanced analytical capability, he has delivered market forecasts 

for major infrastructure transactions, advised energy generators, networks and large energy users, and led 

teams responsible for pricing strategy, scenario analysis and regulatory submissions. He is highly regarded 

for his ability to translate complex market and policy issues into clear strategic insights for executives, boards, 

investors and government stakeholders. 

He holds bachelor’s degrees in chemical engineering (Honours) and Commerce from the University of Sydney, 

together with a Graduate Diploma in Applied Finance and Investment. His expertise spans energy markets, 

pricing, forecasting, financial modelling, commercial contracting, policy development and stakeholder 

engagement, supported by advanced capability in Python, Power BI and data analytics. 

Enzo Zhong - Energy Market Modelling Manager 

Enzo is an energy market modelling specialist with deep expertise in electricity market forecasting, quantitative 

analysis, and energy system optimisation. With extensive experience across renewable energy, market 

consulting, project due diligence and power system modelling, he is recognised for providing strategic insights 

that support investment decisions, risk management and the transition to a low-carbon energy system. 

As Energy Market Modelling Manager at Squadron Energy, Enzo leads the development of the company’s in-

house market modelling capabilities, delivering forecasts of electricity prices, generation dispatch and market 

dynamics across the National Electricity Market (NEM). He is also responsible for managing Squadron’s 

internal market assumptions framework, ensuring business decisions are informed by robust, consistent and 

forward-looking analysis. 
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Prior to joining Squadron Energy, Enzo spent five years with Baringa Partners, where he led the firm’s flagship 

NEM Reference Case forecasting program and managed teams delivering market analysis, due diligence and 

commercial advice to developers, generators, retailers, lenders and major energy users. His work supported 

more than 2 GW of renewable generation and storage projects through financial close, refinancing and M&A 

transactions. He also played a key role in developing market modelling tools covering price forecasting, storage 

economics, curtailment, marginal loss factors and ancillary services markets. 

Enzo has worked closely with government agencies, regulators and market operators, including the Australian 

Energy Regulator and the Australian Energy Market Operator, providing advanced modelling and analytical 

support for policy development, regulatory reviews and long-term energy planning initiatives. 

Combining strong technical capability with commercial understanding, Enzo is highly skilled in energy market 

modelling, scenario analysis, project due diligence and quantitative forecasting. He is recognised for his ability 

to translate complex market and technical concepts into clear, actionable insights for executives, investors and 

industry stakeholders. 

Enzo holds a Master of Engineering (Electrical Engineering) from the University of Sydney and is a Member 

of Engineers Australia. He has published research in international peer-reviewed journals and is an active 

contributor to capability development, mentoring and knowledge sharing within the energy sector. 

Sunith Kamella - Senior Manager for Energy Retail Systems 

Sunith is an accomplished technology and energy systems leader with extensive experience delivering 

complex digital transformation, software engineering and cloud platform initiatives across the Australian energy 

sector. Combining deep technical expertise with strong commercial acumen, he has built and led high-

performing teams responsible for developing innovative technology solutions that support energy retail 

operations, wholesale market participation, forecasting, pricing and risk management. 

Currently as the Senior Manager for Energy Retail Systems at Squadron Energy, he leads the delivery of 

strategic technology capabilities that underpin the company's energy retail operations. His responsibilities span 

enterprise architecture, cloud platforms, software development, data integration, cybersecurity, business 

systems and technology strategy, ensuring critical systems are scalable, secure and aligned with business 

objectives. 

Prior to joining Squadron Energy, he held senior leadership and development roles at SmartestEnergy 

Australia, Alinta Energy, Utility Software Services, Agility CIS and Tally Group. Throughout his career, he has 

successfully delivered large-scale technology programs across customer management, billing, pricing, 

forecasting, energy trading and market operations, with a particular focus on Australia's National Electricity 

Market (NEM). 

He has led the design and implementation of sophisticated cloud-native solutions, including wholesale pricing 

and market analysis platforms, forecasting and pricing tools for commercial and industrial customers, 

enterprise integration frameworks, and advanced data and analytics platforms. His expertise spans solution 

architecture, software engineering, cloud technologies, microservices, automation, system integration and 

business intelligence, with advanced capability across Microsoft Azure, .NET, Python and modern data 

platforms. 

Recognised for his ability to bridge technology and business strategy, he is highly regarded for translating 

complex operational and market requirements into scalable technical solutions that improve efficiency, 

manage risk and support growth. He has a strong track record of mentoring technical teams, driving innovation 

and delivering projects on time and within budget while maintaining high standards of quality and operational 

resilience. 

He holds a Bachelor of Science in Computer Science from the University of Auckland and has received multiple 

industry and company awards recognising his technical leadership, innovation and contribution to 

organisational success. 

 Key roles to be filled 

Squadron is currently in the process of filling key roles within its team to support the retail business, they are: 
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SQER has established a comprehensive compliance strategy, which includes the following key policies, 

procedures, and registers: 

 NECF obligations register; 

 Retail Compliance Policy; 

 Retail Compliance Reporting Procedure; 

 Retail Complaints Management Policy; 

 Complaints Register; 

 Privacy Policy; 

 NECF Life Support Policy; 

 Data Retention Policy; 

 Connection & Disconnection Processes; 

 Company Management System Policy; 

 Compliance Management Policy; and 

 Compliance Management Process. 

3.8 Risk Management Strategy 

As the energy market continues to face unexpected and unforeseen challenges, effective risk management 

remains crucial for energy retailers. SQER has established a comprehensive risk management strategy, to 

prepare the business for the risks associated with operating in the NEM. 

The risk management strategy includes the following key policies, procedures, and registers: 

 Risk Map; 

 Company Charters; 

 Risk Management Policy; 

 Retail Energy and Market Risk Management Policy; 

 Non-Compliance Register; 

 Wholesale Information; 

 Risk Register; 

 Gifts and Hospitality Register; 

 Retail Third-party Management Policy; 

 Delegation of Authority and Signing Policy; and 

 Risk and Opportunity Management Process. 

3.9 Independent audit of risk management and compliance strategies 

Evidence of an independent audit of the Compliance and Risk Management Strategies has been provided in 

the application. 

3.10 Membership  

At this initial stage, SQER will not be retailing to small customers. Therefore, SQER has not engaged any of 

the state ombudsmen that operate in the NECF states.  
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3.11 Market participant agreements 

As part of the market entry plan, SQER is aware of the requirement to engage with the following key parties: 

 AEMO; 

 ASX – Austraclear; 

 ASIC; 

 Network Service Providers; and 

 Metering Service Providers. 

SQER has approached a number of these participants. However, a number of these cannot be initiated or 

progressed further until SQER has received a retail authorisation. SQER has committed to these being 

finalised prior to retailing energy. 

SQER does not hold an Australian Financial Service Licence (AFSL). SQER will engage a third party to act on 

its behalf. Squadron already has an engagement with a third party who acts as an intermediary for Power 

Purchase Agreements (PPA) agreements. This will be expanded to cover SQER and retailing operations. 

4 Financial Resources  

SQER, supported by the wider Squadron group of companies not only has access to the necessary capital, 

capabilities and technology to enable it to successfully enter the energy market, but becoming an electricity 

retailer will allow Squadron to further invest in renewable energy projects supporting its efforts to decarbonise 

Australia. 

The application includes a collection of documents outlining SQER’s current financial position and its access 

to the financial resources necessary to support its energy retail business. 

The attachments consist of: 

 A statement detailing Squadron’s current financial status, including profit and loss, cash flow, and balance 

sheet. 

 Information on SQER’s ownership structure, contractual agreements, and access to additional capital. 

 Consolidated audited financial statements for the relevant group entities supporting SQER. 

 A going concern statement from Tattarang. 

 An independent auditor's declaration confirming that they are unaware of any factors that would hinder 

SQER’s ability to finance its energy retail activities under this authorisation. 

 Financial stress tests of SQER’s business plan under various customer acquisition and market price 

scenarios. 

5 Suitability  

5.1 Directors’ and officers’ suitability statement  

Written declarations from the Chief Executive Officer of SQER regarding the suitability of the management 

team, have been provided in the application. 
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5.2 Other offences or prosecutions  

SQER confirms that it has not been involved in any prosecutions under any territory, commonwealth or foreign 

legislation including but not limited to, the Corporations Act 2001 (Cth) and the Australian Securities and 

Investments Commission Act 2001 (Cth) that are relevant to its capacity as a holder of a retailer authorisation. 

SQER confirms that no offences have been committed against, or prosecuted under, any such legislation 

including by Directors or Officers.  

5.3 Criminal history check 

Upon request, SQER can provide a criminal history check on any Director or Officer who has a significant 

involvement in SQER. 

5.4 Declaration of bankruptcy or disqualification  

A written declaration from SQER’s Chief Executive Officer Rob Wheals confirms that no members of the 

management team have been disqualified from the management of corporations nor have any record 

regarding bankruptcy. 

5.5 Key officer address details  

The full names and current residential address for SQER key officers have been provided in the application. 

5.6 Probity and competence 

SQER has an ongoing commitment to developing and growing a business that will operate ethically. As part 

of this commitment, it has developed a robust governance framework supported by training and development. 

All staff of SQER are selected based on the agreed skill criteria in accordance with its developed standards 

and values.  

Candidates progress through intensive rounds of interview and reference checks to ascertain their level of 

competence. SQER always undertakes probity checks for senior management and other roles as required 

before hiring.  

Squadron has established and provided the following policies:  

 Code of Conduct; 

 Anti-Bribery, Corruption, and Money Laundering Policy; 

 Conflict of Interest Policy; 

 Conflict of Interest Register; 

 Performance and Training Policy; 

 Training Register; 

 Induction Checklist; 

 Health and Safety Policy; 

 Cyber Security Policy; and 

 Business Continuity Management Policy. 

6 List of Attachments 

A list of all attachments, categorised accordingly, has been provided in the application. 
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Energy Rules 
Compliance Working 

Group 

 A subgroup of  nominated Energy Rules Compliance Subcommittee members 
meets monthly as a Working Group with a standing agenda to discuss 

ongoing compliance matters relating to SQER’s operating energy assets and 
any changes to internal controls that may be required due to changes of  the 
Energy Rules that occur f rom time to time. Typically, every third meeting is 

attended by the full Energy Rules Compliance Subcommittee as described in 

the row above 

Energy Trading and 
Retail Compliance 

Manager 

 Serves as a central contact point for compliance management matters.  

 Principally responsible for, and ownership of , this Policy.  

 Supports with all aspects of  the Framework, including providing guidance on 

compliance management tools and templates available.  

 Provide quality assurance in relation to obligations. 

Customer & Energy 

Market Function 

 The area that is required to conform to the retail obligations through the 
development and implementation of  compliant business systems, 

procedures, controls. 

 Report any instances of  retail non-compliance. 

 Include retail compliance requirements in operational documentation.  

 Take active steps to remediate retail non-compliance within their division. 

 Communicate and train staf f  regarding retail compliance obligations as 

required. 

 Overseeing outsourcing arrangements to ensure they take account of  

compliance obligations. 

Governance, Risk 
and Compliance 

Function  

 Area with responsibility for ownership of  the Organisational Compliance 
Management Framework and providing support in its implementation and 

management. 

All Staff  Adhere to this Policy. 

 Notify management if  retail non-compliance occurs, so that appropriate action 

can be taken to report and address the retail non-compliance. 

 Participate in general and role-specif ic training as required. 

4 Structure of the Compliance Management 

Framework 

The Retail Compliance Policy is an integral component of  SQER’s broader Organisational Compliance 

Framework, ensuring that all retail operations align with our commitment to creating a culture of  compliance 

and integrity, and operational excellence. This Policy works in conjunction with the Organisational Compliance 

Framework which provides a structured approach to managing compliance risks, ensuring there are ef fective 

systems of  controls for meeting legal obligations, and maintaining trust. 

This Policy establishes the Retail Compliance Framework comprised of  the following measures: 

 compliance monitoring, 

 compliance reporting and record-keeping, including creating and maintaining Compliance Obligations 

Registers, 

 monitoring changes in the Relevant Laws, 

 dealing with breaches, 

 promotion and training, and 

 reviewing this Policy. 



 

SQUADRON ENERGY 3 

Retail Compliance Policy 

SQER-05-POL-040 

 

4.1 Role of the Energy Trading and Retail Compliance Manager 

The Energy Trading and Retail Compliance Manager has responsibility for overseeing the implementation of  

this Policy across SQER. Energy Trading and Retail Compliance Manager coordinates the retail compliance 

obligations register, retail compliance reporting, Line 2 assurance in line with section 4.2 monitoring 

compliance and assurance section below and attends relevant committees to discuss trends, issues and 

opportunities identif ied. 

4.1.1 Monitoring Regulatory Change 

The Energy Trading and Retail Compliance Manager has responsibility for: 

 monitoring changes or additions to the Relevant Laws and 

 if  necessary, as a result of  any such change, preparing any new or amended compliance measure, system 

or procedure, for the Functional Area’s approval. 

To ensure that the Energy Trading and Retail Compliance Manager remains up to date with all regulatory and 

legal changes af fecting the sale of  energy, they have subscriptions to news and updates f rom the regulator, 

monitor news and publications f rom a variety of  sources, monitor regulatory changes through SQERs alert  

subscriptions, and attend industry forums where relevant. 

4.1.2 Compliance Reporting Calendar 

The Energy Trading and Retail Compliance Manager is responsible for maintaining a compliance reporting 

calendar that includes all the compliance reporting due dates and the applicable internal approval processes.  

Refer to Section 5.2 Compliance Reporting for details on reporting requirements. 

4.2 Governance and Oversight 

As part of  the Compliance Framework, SQER has a robust governance structure in place to ensure ef fective 

oversight, reporting and escalation of  compliance management. 

 

Figure 1: The governance and coordination structures in place for the management and monitoring of 

retail compliance at SQER 

The roles of  these governance structures are: 

 Energy Rules Compliance Subcommittee: A subcommittee of  the Corporate Risk and Compliance 

Committee whose focus is on ensuring SQERs compliance with National Electricity Rules (NER), National 

Gas Rules (NGR) and National Energy Retail Rules (NERR) (or related energy system laws, regulations 

and rules). This Subcommittee monitors and provides advice on compliance practices, outcomes, and 

provides advice to the Corporate Risk and Compliance Committee and Senior Executive Management as 

to the ef fectiveness of  all aspects of  compliance with the NER, NGR and NERR. 
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 Corporate Risk and Compliance (CRC) Committee: The Committee's key role is to support Management 

regarding the application and operation of  Squadron Energy’s risk and compliance systems, and the 

adequacy of  internal controls.  

 Audit Risk & Compliance Board Committee: Has overall accountability for overseeing the systems of  

internal controls, including those relating to Retail Compliance. 

4.3 Monitoring Compliance and Assurance 

Assurance activities provide an opportunity to identify controls or functions that are missing, inef fective, 

redundant or inef f icient, and opportunities to improve, re-design, or replace them. To monitor and provide 

assurance that compliance obligations are being ef fectively controlled, SQER has implemented the 3 Lines of  

Defence assurance model (as detailed in the Internal Audit Process)  

From a compliance management perspective, Obligation Owners require an appropriate range of  assurance 

activities to be established to gain comfort that compliance obligations are being met and control def iciencies 

identif ied. 

The Energy Trading and Retail Compliance Manager coordinates and conducts Line 2 assurance activities to 

ensure the design and operating ef fectiveness of  the controls in place to manage SQERs retail compliance 

obligations. Outcomes of  assurance activities will be reported through the Retail Rules Compliance Working 

Group, Energy Rules Compliance Subcommittee, CRC Committee and where appropriate, to the Board 

through the Audit, Risk & Compliance Board Committee.  

At least once each year the Energy Trading and Retail Compliance Manager, in consultation with the Energy 

Rules Compliance Subcommittee, must report to the Board the ongoing appropriateness and relevance of  this 

Policy based on the outcomes of  any assurance activities. Refer to Section 6 for additional detail relating to 

the review, update and continual improvement of  this Policy. 

4.3.1 Audit  

The Internal Audit Manager provides Senior Management and the Board, through the Audit Risk and 

Compliance Committee, with independent and objective assurance that SQER’s system of  internal controls is 

ef fective in managing retail compliance obligations.  

Internal Audit takes a risk-based approach to developing and maintaining a 3-year rolling program of  topics, 

referred to as the Internal Audit Work Plan (IAWP). The IAWP is reviewed biannually to ensure that assurance 

remains appropriately focussed on key risk areas, including SQER’s retail compliance f ramework.  

The recommendations raised by Internal Audit will be monitored to ensure any issues identif ied in the audit 

have been resolved and that SQER’s retail compliance f ramework aligns with the relevant laws and 

regulations, and safeguards assets. Audits are conducted at least quarterly, or more f requently as required. 

Quarterly Audits of  the Retail Compliance Management Process and Procedures ensure that SQER’s 

compliance f ramework is achieving its objectives and appropriately addressing key areas, such as regulatory 

compliance, risk management, internal controls, and policy adherence. These periodic process reviews 

identify, manage, and mitigate compliance risks, as well as the ef fectiveness of  the current procedures to 

maintain compliance with relevant laws and industry standards. The audit schedule will be regularly updated 

to ref lect changes in regulations, emerging risks, or organisational shif ts. 

5 Management of Retail Obligations 

5.1 Compliance Obligations Register 

The Energy Trading and Retail Compliance Manager must prepare, for the Energy Rule Compliance 

Subcommittee’s approval, a Compliance Obligations Registers detailing: 
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 each obligation under the Relevant Laws applicable to SQER’s electricity retail business  

 the Obligation Owner responsible for developing a compliance measure for that obligation, and  

 a description of  each compliance measure. 

The Compliance Obligation Register is integrated into the Archer GRC system and  is maintained in line with 

ISO 37301 Compliance management systems — Requirements with guidance for use. 

5.1.1 Accountability for Compliance Obligations 

Our commitment to compliance is demonstrated in our Code of  Conduct.  

An appropriate Obligation Owner will be identif ied and held accountable for ensuring there is an ef fective 

system of  control in place to meet and demonstrate conformance with each compliance obligation.  

In coordination with the Obligation Owners must report on the management of  their compliance obligations to 

the Energy Trading and Retail Compliance Manager. 

5.2 Compliance Reporting 

The Energy Trading and Retail Compliance Manager has responsibility for ensuring all relevant compliance 

matters are reported to the Energy Rule Compliance Subcommittee or relevant Executive Management, as 

required. The Retail Compliance Reporting Procedure provides the process and reporting obligations in detail, 

with references to relevant regulatory guidelines. 

The Energy Trading and Retail Compliance Manager also has responsibility for ensuring all required retail  

energy reporting is provided to the Essential Services Commission under SQER’s Victorian electricity retail 

licence, the Australian Energy Regulator under SQER’s electricity retail authorisation and other jurisdictional 

regulators as required in each state where we operate. Required reporting is captured within SQER’s Retail  

Compliance Reporting Procedure. 

The Energy Trading and Retail Compliance Manager has responsibility for compliance reporting to: 

 the Energy Rules Compliance Subcommittee on a quarterly basis 

 the Audit Risk & Compliance Board Committee and Board at least once annually 

 as required, to SQER’s Directors in relation to compliance matters, and. 

 the AER and the ESC. 

5.3 Handling Compliance Breaches 

Any SQER staf f  member, service provider or other contractor who becomes aware of  any breach of  a Relevant  

Law, or of  any compliance measure, system, or procedure, must immediately report that breach to the Energy 

Trading and Retail Compliance Manager.  

The Energy Trading and Retail Compliance Manager will work with the staf f  member who identif ied the breach 

to record the noncompliance(s) in the centralised Issues register within Archer. 

Based on the severity of  the breach, the Energy Trading and Retail Compliance Manager must immediately 

escalate the Energy Rules Compliance Subcommittee and any corrective actions that must be taken. 

The Energy Trading and Retail Compliance Manager has responsibility for: 

 dealing with breaches, including identifying and implementing all mitigation measures and corrective 

actions, as well as subsequent management practices to avoid recurrence, and  

 reporting to, and dealing with the AER, the ESC and any other regulatory body or authority in relation to 

any breach. 
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1 Introduction 

Squadron Energy Retail (SQER) engages various external entities, including sof tware providers, analytical 

support and accounting and back-of f ice providers. Acknowledging the risks these third -party relationships may 

introduce; SQER is dedicated to managing and mitigating potential risks that could af fect its operational 

capabilities and business objectives. 

1.1 Purpose 

The purpose of  this Third-party Management policy (Policy) is to establish SQER’s approach to evaluate, 

address, monitor, and manage the risks associated with third -party engagements and to ensure compliance 

with contractual obligations. 

1.2 Scope 

This Policy applies to Squadron Energy Services Pty Ltd and its af f iliates (including trusts) in the Squadron 

Energy group of  companies (SQE) in relation to activities that pertain to the activities undertaken by and on 

behalf  of  SQER. This policy applies to all retail third-party engagements and is intended to manage the risks 

associated with these relationships. 

This Policy applies to all employees and all persons performing work at the direction of , or on behalf  of , SQE 

(for example, contractors, consultants, temporary staf f  and ‘workers’ as otherwise def ined under the Work 

Health and Safety Act 2011), collectively ref erred to as ‘Staf f ’.  

This Policy does not form part of any Staf f contract of employment or any contract for services between SQER 

and any Employee who does not have a contract of  employment with SQER. 

 

2 Definitions  

Engagement Any formal arrangement or contract between SQER and a third-party provider 

Third-Party Provider Any external entity that provides goods or services to SQER, including but not 

limited to vendors, suppliers, contractors, and consultants. 

 

3 Policy Statement 

The objectives of  this policy are to: 

 Ensure compliance with all applicable laws, regulations, and internal policies;  

 Protect the conf identiality, integrity, and availability of  SQER’s data and systems; 

 Identify, assess, and mitigate risks associated with third -party engagements;. 

 Maintain ef fective communication and collaboration with third -party providers; and 

 Ensure all Staf f  understand their obligations under this Policy. 
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4 Roles and responsibilities within the 

organisation 

 

To ensure compliance with this policy, SQER has def ined and delegated roles and responsibilities within the 

organisation. 

4.1 Chief Executive Officer 

The CEO approving major risk decisions, and reporting on key third -party risk exposures to the board of  

directors.  

4.2 Contract Owners (Accountable) 

The individual ultimately accountable for the Contract. In the third-party selection process, the Contract Owner 

ensures that all third parties are evaluated based on compliance, risk, and performance. They oversee the 

onboarding process, manage the execution of  contracts, collect necessary documentation, and complete due 

diligence checks. The Contract Owner engages the Compliance Off icer as well as legal support during this 

process. Contract Owners are also responsible for managing relationships with third parties, ensuring clear 

communication and collaboration, and addressing any issues or disputes in a timely and ef fective manner. 

4.3 Contract Holder (Responsible doer) 

The Contract Holder is responsible for monitoring and assuring SQER’s compliance on a particular contract 

and maintains a register of  the contractual obligations of  the SQER Entity (Principal) and third-party 

(Contractor) related to that contract. Contractual obligation items may include those of  the third-party for the 

purposes of  oversight by the Contract Ho lder on behalf  of  the Principal to mitigate any potential non-

compliances with the contract and any potential disputes that may arise should the third party be non-

compliant. The Contract Holder is responsible for communicating any potential risks of  non-compliance by the 

Principal or Contractor to the Contract Owner to assist in their managing of  third-party performance and 

relationships 

The Contract Holder is responsible for assigning individual contractual obligation records to the appropriate 

SQER staf f  member for actioning, and will either assign a record verif ier, or be the record verif ier for each 

action. 

4.4 GRC Function 

Conduct regular audits and assessments to ensure compliance with regulatory requirements. The GRC 

Function reviews and evaluates compliance issues and concerns within the organisation and ensures 

adherence to all relevant laws and internal policies. 

5 Risk Appetite  

SQER recognises that engaging third parties inherently involves various levels of  risk. Our risk appetite def ines 

the type and amount of  risk, on a broad basis, that SQER is willing to accept in the pursuit of  its objectives. 

These aspects are ref lected in the DoA that sets out the level of  risk the organisation is willing to take with 

increasing levels of  seniority. In relation to our third parties the most relevant a summarised below. 
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5.1 Health & Safety  

SQER is committed to providing a safe workplace for all staf f , contractors, the public and visitors that is f ree 

f rom physical or psychological harm. We maintain a proactive focus on mitigating risks. We have an Unwilling 

Appetite for risks in relation to the safety and wellbeing and will take all steps to prevent these.  

5.2 Legal & Compliance risks 

We have a Conservative Appetite for risks that would see us breach our obligations, incurring regulatory 

sanction or f ines, a loss of  licence, or ref lect negatively on our reputation.   

 This extends to our Third parties, where we expect that they must fully comply with all applicable laws and 

regulations. 

5.3 Business Operations 

Serving our customers is central to our business and therefore we have a Conservative Appetite for risks 

that could signif icantly disrupt critical operations, trading capability or reduce output f rom our assets.  

5.4 Security 

We have a Conservative Appetite for risks that could lead to breaches of  security, including cyber incidents, 

which may compromise sensitive information or disrupt our operations.   

 Third parties must adhere to stringent security protocols to protect our assets.  

6 Key processes in managing third-party 

providers 

 

SQER’s Risk Management Framework is applied to identify, assess, monitor, and mitigate risks associated 

with third party providers.  

6.1 Initial screening 

Prospective third-party providers undergo an initial screening, during which basic information is collected about 

their business, f inancial stability, and market reputation.  

6.2 Risk assessment 

Each provider is assessed on key risks, considering factors such as cybersecurity practices, compliance with 

relevant regulations, operational resilience, based on collection and analysis of  data.  

6.3 Approval and risk mitigation 

If  the third-party provider meets SQER risk objectives, they proceed to f inal approval. If  any risks fall outside 

SQER’s risk objectives, they must be mitigated through additional controls, revised contract terms, or specific 

provider commitments before proceeding. 

Upon successful completion of  the due diligence and risk assessment processes, and once all risk mitigation 

strategies are in place, a contract can be f inalised. This contract will include all necessary clauses related to 

compliance, data security, risk management responsibilities, and penalties for non-compliance. 
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6.4 Regular monitoring 

SQER monitors third-party adherence to contractual obligations, security requirements, and performance 

standards. This can include performing audits and assessments to evaluate the third party's compliance and 

will be scheduled when deemed appropriate by Contract Owners or Compliance Off icer.  

In the event of  security incidents, breaches, or compliance issues, the third party must report these immediately 

to SQER upon discovery, followed by a detailed incident report and any preventive measures taken within a 

mutually agreed timeframe. 

6.5 Communication 

Effective communication between SQER and third-party providers is crucial for maintaining compliance and 

performance standards.  

Regular meetings between SQER and the third party will be held, such as monthly or quarterly, to discuss 

performance, compliance, and any other relevant matters.  

All communications, including emails, meeting minutes, and reports, will be stored for future reference.  

Additionally, any changes to the services provided by the third party must be communicated to SQER. If  they 

have the potential to impact compliance and security, in which case they will be assessed, and necessary  

adjustments will be made to the contract or operational procedures.  

6.6 Escalation procedures 

If  any issues or risks are identif ied during the contracting period, the following escalation procedures will be 

followed: 

 Immediate notif ication to the relevant Contract Owner and the Compliance Off icer.  

 Assessment of  the issue’s severity and potential impact on SQER. 

 Development and implementation of  a mitigation plan.  

 Reporting to the Chief  Executive Of f icer if  the issue is critical or cannot be resolved by the Contract Owner 

and Compliance Off icer. 

 In the event of  signif icant disruptions caused by third -party failures or breaches, SQER will: 

− Activate the business continuity plan to minimise operational impact.  

− Coordinate with the third party to resolve the issue promptly.  

− Implement alternative solutions if  necessary to maintain business operations.  

− Conduct a post-incident review to identify lessons learned and improve future resilience.  

6.7 Termination procedure 

In the event that a third-party relationship needs to be terminated, the following procedures will be followed:  

 Review of  the existing contract for termination clauses and conditions.  

 Notif ication to the third party of  the termination decision and ef fective date.  

 Coordination across the business to ensure a smooth transition and mitigate any risks.  

 Collection and secure storage of  all data and documentation related to the third party.  
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7 Audit/Review 

A review of  this Policy and its associated records is required within 24 months f rom the date of  approval. 

Revisions may also be made in response to signif icant changes in regulatory requirements, business 

operations, or third-party risk prof iles. 

8 Variation 

SQE reserves the right to vary, replace or terminate this Policy f rom time to time. SQE undertakes to regularly 

review this policy to take account of  changes in relevant legislation. All Staf f  are required to comply with this 

Policy as varied or replaced. 

9 What happens if this Policy is not followed 

The directions contained within this Policy are authorised by the Chief  Executive Of f icer for SQE. Failure to 

comply with a direction contained in this document or its related documents may constitute a breach of  the 

Code of  Conduct and/or may also result in the potential breach of  the associated legislation.  
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1 Introduction 

1.1 Purpose 

The purpose of  this Retail Complaints Handling Policy (Policy) is a resource to help Squadron Energy (SQE) 
to ensure retail complaints are managed in an ef fective and compliant manner. This Policy provides an 

overview of  processes to help resolve retail complaints, reduce their recurrence, and ensure a continuous 

improvement culture. 

Building on SQEs Complaints Management Process, this Policy provides a f ramework for managing  
complaints, including access, response times, resolution, escalation, and is aligned with AS 10002:2022 

Guidelines for complaints handling in organizations.  

1.2 Scope 

This Policy applies to Squadron Energy Services Pty Ltd and its af f iliates (including trusts) in the Squadron 

Energy group of  companies. 

This Policy applies to all employees and all persons performing work at the direction of , or on behalf  of , SQE 

(for example, contractors, consultants, temporary staf f  and ‘workers’ as otherwise def ined under the Work 

Health and Safety Act 2011), collectively referred  to as ‘Staf f ’.  

This Policy does not form part of  any staf f  contract of employment or any contract for services between SQE 

and any Employee who does not have a contract of  employment with SQE.  

This Policy applies to all staf f  receiving or managing complaints f rom our customers and the public, made to 

or about us, regarding our services, staf f  and complaint handling.  This Policy sets out how SQE intends to 

address and resolve any customer complaints of  the retail nature. 

1.3 Retail Complaints Channels 

Complaints can be made using the following channels:  

 Whistleblower: https://www.yourcall.com.au/report 

 Phone number: 1300 790 228  

 Email: info@squadronenergy.com 

 Post: Complaints can be received by post. Complaints may be directed to any of  the SQE of f ices or 

operating sites. 

 Direct contact: Through direct contact to an SQE staf f  member.  

If  you require the use of  an interpreter service, please call the Translating and Interpreting Service (TIS 

National) on 131 450. 

2 Definitions  

Complaint An expression of  dissatisfaction made to an organisation, related to its products, 
or the complaints-handling Policy itself , where a response or resolution is 

explicitly or implicitly expected. 

A complaint covered by this Policy can be distinguished f rom:  

 staf f  grievances 

 code of  conduct complaints 
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SQE will take all reasonable steps to ensure that people making complaints are not adversely af fected because 

a complaint has been made by them or on their behalf .  

4.2 Guiding Principles 

 

SQE applies the following guiding principles when handling complaints:  

 Visibility – Information about how and where to complain is well publicised.  

 Accessibility – The Policy should be easily accessible and understood to all complainants, outlining 

details of  making and resolving complaints. Access to the Policy is f ree of  charge. 

 Responsiveness – Complaints are acknowledged to the complainant immediately and addressed 

promptly in accordance with their urgency.  

 Objectivity – Complaint should be addressed in an equitable, objective, and unbiased manner through 

the complaints-handling process. 

 Confidentiality – Personally identif iable information is only collected where required for the purposes of  

addressing the complaint and is actively protected f rom disclosure unless expressly consented to.  

 Customer-focused – A customer-focused approach is adopted where process is open for feedback and 

compliant, showing a commitment to resolving complaints by its actions.  

 Accountability – Clear accountability for and reporting on the actions and decisions with respect to 

complaints is clearly established. 

 Continual improvement – The continual improvement of  the process and the quality of  products should 

be a permanent objective. 

5 Principles and considerations for retail 

complaints management 
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 type of  communication (telephone, letter, email etc.) 

 name, address, contact telephone number of  contact or, if  no details were provided, a note to that ef fect  

 An allocated number to the person making complaint, which will remain with them for all their complaints, 

if  any 

 nature of  the complaint and issues raised 

 record of  operational and meteorological conditions contributing to the comment or complaint  

 the number of  people af fected in relation to the complaint 

 actions taken in response including follow up contact  

 details of  whether resolution was reached, and 

 any monitoring to conf irm that the complaint was satisfactorily resolved.  

5.3.1 Allocation of complaints 

Retail Complaints will be reviewed by the Stakeholder Engagement Manager before being allocated to the 

appropriate employee for analysis, rectif ication and response. 

5.4 Assess Complaints 

After acknowledging receipt of  the retail complaint, we will conf irm whether the issue/s raised in the complaint 

is/are within our control. We will also consider the outcome/s sought by the person making a complaint and, 

where there is more than one issue raised, determine whether each issue needs to be separately addressed.  

 When determining how a complaint will be managed, we will consider: 

 How serious, complicated or urgent the complaint is  

 Whether the complaint raises concerns about people’s health and safety  

 How the person making the complaint is being af fected  

 The risks involved if  resolution of  the complaint is delayed, and  

 Whether a resolution requires the involvement of  other organisations.  

We will keep the person making the complaint up to date on our progress, particularly if  there are any delays.  

 

5.5 Responding to Complaints 

SQE and its contractors will endeavour to achieve prompt resolution of  matters with fairness, care and 

understanding. Should there be a failure to come to a satisfactory resolution of a complaint, a response will be 

provided to the complainant in writing. 

Following consideration of  the complaint and any investigation into the issues raised, we will contact the person 

making the complaint and advise them: 

 the outcome of  the complaint and any action we took;  

 the reason/s for our decision; 

 the remedy or resolution/s that we have proposed or put in place; and  

 any options for review that may be available to the complainant, such as an internal review, external review, 

or appeal. Refer to Section 5.6.1 below. 
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5.7 Closure of Complaints 

Once a complaint has been resolved and communicated to the retail customer, the complaint record within 

Consultation Manager will be updated to ref lect: 

 How we managed the complaint 

 The outcome/s of  the complaint (including whether it or any aspect of  it was substantiated, any 

recommendations made to address problems identif ied and any decisions made on those 

recommendations, and 

 Any outstanding actions that need to be followed up.  

5.7.1 Unreasonable or habitual complaints 

Squadron Energy does not anticipate that there will be a signif icant number of  stakeholders who exhibit 

unreasonable complaint conduct. However, any that do arise have the potential to negatively impact on 

project team resources and ef f iciency, as well as on the safety and wellbeing of  individual team members 

and the stakeholders themselves. 

In managing unreasonable and habitual complainants, SQE follows the approach Managing Unreasonable 

Conduct (NSW Ombudsman, 2012). This approach is consistent across Australian ombudsman of f ices: 

https://www.ombo.nsw.gov.au/guidance-for-agencies/managing-unreasonable-conduct-by-a-complainant  

6 Continuous improvement 

In-line with SQEs Quality Management System, we are committed to continuous improvement in our 

operations. Quality, continual improvement and customer satisfaction are the responsibility of  all Staf f .  

Records captured in Consultation Manager will be periodically reviewed to improve the ef fectiveness and 

ef f iciency of  our complaint management approach and this Retail Co mplaints Management Policy. This  

periodic analysis will include: 

 Analysis of  trends and complaint f requency,  

 Quality of  outcomes, 

 Identif ication of  systemic issues, and 

 Assessment of  customer complaint resolution satisfaction. 

Periodic internal or independent audits may be conducted  to identify weaknesses or gaps in our complaints 

management processes, nonconformance with our processes, and opportunities for improvement. 

Remediation of  f indings and recommendations made during these assurance activities will be tracked in the 

Archer GRC System.  

7 Audit/Review 

A review of  this Policy and its associated records is required within 24 months f rom the date of  approval.  
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1 Introduction 

1.1 Purpose 

The purpose of this policy is to outline Squadron Energy’s responsibilities in respect of and commitment to 

the privacy of personal information and complying with the Privacy Act 1988 (Cth), the Australian Privacy 

Principles (‘APPs’) and other relevant legislation1 (collectively referred to in this policy as Privacy Laws). 

Privacy Laws regulate the collection, use, storage and disclosure of personal information in Australia. 

Squadron Energy will only collect, use, store and disclose personal information in accordance with this 

Policy. 

1.2 Scope 

This privacy policy (‘Policy’) applies to Squadron Energy Services Pty Ltd and its affiliates (including trusts) in 

the Squadron Energy group of companies (‘SQE’, ‘we’ or ‘us’).  

This Policy applies to all employees and all persons performing work at the direction of, or on behalf of, SQE 

(for example, contractors, consultants, temporary staff and ‘workers’ as otherwise defined under the Work 

Health and Safety Act 2011), collectively referred to as ‘Staff’.  

This Policy does not form part of any Staff contract of employment or any contract for services between SQE 

and any member of Staff who does not have a contract of employment with SQE. 

 

2 Definitions  

Personal Information Personal information is any information or an opinion about an identified 
individual or an individual who can be reasonably identified from the information 
or opinion. Information or an opinion may be personal information regardless of 
whether it is true. 

 

3 Policy Statement 

SQE is committed to managing Personal Information it holds in an appropriate manner and in accordance 

with Privacy Laws.  

To achieve this SQE will: 

 Only collect Personal Information that is necessary to fulfil, or directly related to fulfilling, a lawful purpose 

directly related to a function or activity of SQE. 

 Ensure appropriate notification is provided to (or, where applicable, consent obtained from) an individual 

when collecting Personal Information directly from that individual. 

 Take all reasonable steps to ensure that Personal Information in its control is protected against: 

− Loss; 

− Unauthorised access, use, modification or disclosure; or 

 

1 outlined in section 15 – Relevant Legislation 
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7 How do we collect and hold Personal 

Information? 

SQE usually collects Personal Information in the following ways: 

 Directly from a person (including Staff and job applicants), either in person, in documents or by email. 

Personal Information may also be collected through SQE’s website cookies when visiting SQE’s website;  

 From third parties such as other companies and trusts within the Tattarang group, SQE’s business 

associates, joint venturers, contractors, sub-contractors, suppliers, business counterparties or a person’s 

employer and 

 From publicly available resources. 

SQE holds Personal Information in hard copy and electronic files. 

8 Why do we collect Personal Information? 

8.1 Collection for business activities 

SQE only collects Personal Information where is reasonably necessary for, or directly related to, our 

business activities. SQE’s business activities include:  

 For administrative purposes, including: 

− processing payment transactions, 

− charging and billing, and 

− detecting or preventing fraud.  

 For purposes relating to the employment of our personnel, or our contractors including: 

− recruitment purposes such as pre-employment screening, contacting referees, processing 

applications, administering psychometric testing, assessment for suitability for future positions, 

background checks and ongoing analytic purposes such as ensuring we are reaching a diverse range 

of candidates. 

 For purposes relating to the management of relationships with joint venturers, clients, sub-contractors, 

suppliers and business counterparties. 

 For governance and compliance purposes including: 

− managing any quality, conduct or risk management issues including conflict of interest or 

independence obligations or situations, 

− meeting regulatory obligations, and 

− where we are required to or authorised by legislation or industry code, direction or standard to do so. 

 For business purposes such as part of an actual (or proposed) acquisition, disposition, merger or de-

merger of a business. 

SQE’s ability to carry out its business operations may be adversely affected if requested Personal 

Information is not provided, or is incomplete or inaccurate. 
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8.2 Anonymity 

Where possible, we will allow individuals to interact with us anonymously or using a pseudonym. For 

example, when subscribing to newsletters and general marketing material or if an individual contacts us with 

a general question, we will not ask for their name unless we need it to adequately handle their question. 

However, in some circumstances it might not be practical to deal with an individual who has not identified 

themself. In this situation we might request enough information about the particular matter to enable us to 

fairly and efficiently handle an inquiry, request, complaint or application, or to act on a report. 

8.3 Quality of Personal Information 

To ensure that the Personal Information we collect is accurate, up-to-date and complete we seek to: 

 record information in a consistent format; 

 where necessary, confirm the accuracy of information we collect from a third party or a public source; 

 promptly add updated or new Personal Information to existing records; and 

 regularly audit to check their accuracy. 

We also review the quality of Personal Information before we use or disclose it. 

 

9 How do we use Personal Information? 

9.1 Use for business activities 

SQE uses Personal Information for the purpose for which it was collected (i.e. in connection with SQE’s 

business activities) and for related secondary purposes, including the following purposes (depending on the 

circumstances):  

 providing information to persons regarding its business activities; 

 conducting its internal business operations and administrative management (including meeting any 

relevant legal requirements); 

 managing third party (including joint venture, client, supplier, contractor and sub-contractor) relationships 

and improve its business operations; and 

 assessing applications for employment. 

We generally only use or disclose Personal Information with consent and for the purpose we collected it, 

unless we have consent to use or disclose it for a different purpose.  

9.2 Disclosure of Personal Information to third parties  

We may disclose Personal Information to third parties in accordance with this Policy in circumstances where 

it would be reasonably expected to help us carry out our business functions. For example, we may disclose 

Personal Information to: 

 our related entities; 

 our third party service providers (for example, IT providers);  

 our professional advisers, such as auditors and lawyers; 
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 government and regulatory authorities (as required or authorised by law or a court/tribunal order); and 

 any other person where you have given your consent. 

9.3 Use and disclosure without consent 

We may also collect, use or disclose Personal Information in situations where it may be impracticable to 

obtain consent or give prior notice, if we reasonably believe it is necessary: 

 to lessen or prevent a serious threat to life, health or safety; 

 when we are required or authorised to do so by or under a law; 

 to take appropriate action in relation to suspected unlawful activity or serious misconduct; and 

 for enforcement related activities conducted by, or on behalf of, an enforcement body. 

10 Security and accuracy of Personal 

Information  

SQE will take reasonable steps to ensure that all Personal Information SQE holds is: 

 accurate, complete, up-to-date, relevant and not misleading; 

 stored in a secure environment; and 

 protected from misuse, interference and loss as well as unauthorised access, modification or disclosure. 

Staff with access to such information are subject to obligations of confidentiality.  

If a person’s details or any Personal Information that they have provided changes, they are required to notify 

SQE as soon as practical so SQE can maintain the accuracy of all Personal Information. 

10.1 What happens if we no longer need Personal Information?  

If we no longer need recorded Personal Information for any purpose, we will take reasonable steps to 

destroy or permanently de‐identify the information, unless we are required by law, or a court/tribunal order, to 

retain the information. 

The Personal Information we retain, will be reviewed at a minimum every 24 months to determine if we no 

longer need the information for any purpose for which it was used or disclosed.  

11 Unsolicited Information 

If an individual or a third party provides information that SQE did not request, SQE may keep and use that 

information if it is information that we could otherwise have lawfully collected and used and notify the 

providing party how we will handle that information going forward. In all other cases we will de-identify, 

delete or securely destroy the information. 

12 Complaints 

If we receive a complaint about how we have handled Personal Information, we will determine what (if any) 

action should be taken to investigate and resolve the complaint. The Privacy Officer  should be made aware 

of all complaints. 

We will acknowledge receipt of complaints promptly and will provide a response within 30 days. 
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17 What happens if this Policy is not followed 

The directions contained within this Policy are authorised by the Chief Executive Officer for SQE. Failure to 

comply with a direction contained in this document or its related documents may constitute a breach of the 

Code of Conduct and/or may also result in the potential breach of the associated legislation. 
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