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21 July 2026 
 
 
Clare Savage 
Chair - Australian Energy Regulator 
GPO Box 3131 
Canberra ACT 2601 
 
Lodged electronically: consumers@aer.gov.au  
 
Dear Ms Savage, 
 
AER Retail Guidelines Review - Draft Guidelines 
 
Origin Energy (Origin) appreciates the opportunity to provide comment on the Australian Energy 
Regulator’s (AER) Review of the Retail Guidelines – Draft Guidelines. Origin supports the AER’s 
objective of consolidating the Guidelines and improving the clarity, consistency and usefulness of 
customer information, including changes that help customers understand their bills, compare offers and 
make informed decisions. However, several aspects of the Draft Guidelines appear to move beyond 
consolidation and operational clarification and would introduce new policy positions and substantive 
obligations that have not been subject to a full regulatory impact assessment. 
 
Origin’s key concern is that the Draft Guidelines would materially expand the scope and complexity of 
existing obligations. In particular, the proposed definitions of benefit and benefit change should remain 
aligned with the National Energy Retail Rules (NERR). The Draft Guidelines would broaden the concept 
of a benefit beyond benefits provided under a market retail contract and remove the requirement that a 
benefit be provided for a minimum or fixed benefit period. In Origin’s view, this exceeds the appropriate 
scope of the Guidelines and should instead be progressed through the statutory rule change process if 
the policy intent is to expand the notification obligation. 
 
Changes to variable tariffs, charges or energy payments should also be treated as price changes only, 
unless the benefit itself changes or ceases. Requiring both a price change notice and a benefit change 
notice where only the underlying price has changed would be confusing for customers and operationally 
impractical, particularly for annual price changes following publication of the final Default Market Offer. 
 
Origin is also concerned that the proposed deemed better offer methodology may require retailers to 
compare a customer’s current plan against materially different tariff structures, including flat tariffs, time-
of-use tariffs, standing offers and offers aligned to different network tariffs. This would move the 
framework beyond like-for-like comparisons and into tariff optimisation, requiring complex customer-
level modelling and system changes that may make better offer messages less clear and less credible 
for customers. 
 
The Guidelines should also recognise that flexible plans require tailored treatment. These plans are 
designed around active customer participation, digital engagement and optimisation of energy 
resources, meaning a standard best offer comparison based on historical consumption may not provide 
an accurate or meaningful assessment. Where a robust like-for-like comparison cannot be undertaken, 
customers should receive clear information explaining the nature of the flexible plan and where they can 
obtain further information or discuss alternative products. 
 
More broadly, customer communications should remain clear, targeted and proportionate. Origin 
supports principles-based communication requirements but is concerned that several proposed 
requirements would add complexity and clutter to bills, benefit change notices and bill notifications. 
Customers are best served by concise communications that focus on the key information they need to 
understand and act upon. 
 
Finally, the proposed implementation timeframe is not achievable. The Draft Guidelines would require 
substantial changes to billing systems, digital channels, product management processes, customer 
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communications and compliance controls. Origin recommends further consultation and a 
commencement date no earlier than 12 to 18 months after publication of the final Guidelines, with 18 
months required if the deemed better offer calculation is materially amended. Origin’s key concerns are 
explained in more detail below. Detailed drafting comments are provided in Attachment A. 
 
Origin supports clearer and more useful customer information, but considers several proposed changes 
would expand existing obligations beyond the current regulatory framework, create customer confusion 
and require significant system and process changes. 
 
1. Benefit and benefit change definitions should remain aligned with the NERR 

 
The Draft Guidelines would broaden the concept of a benefit by extending it to features merely 
associated with a market retail contract and by removing the requirement that a benefit be provided for 
a minimum or fixed benefit period. Origin considers this is inconsistent with rule 45A of the NERR, which 
confines the obligation to benefits provided under a market retail contract for a minimum or fixed benefit 
period. 
 
While the NERR allows the AER to specify what constitutes a benefit change, that power must be 
exercised within the statutory framework established by the Rules. It does not authorise the AER to 
redefine the underlying concept of a benefit or expand the class of arrangements to which the notification 
obligation applies. If the policy intent is to expand the obligation, this should be progressed through the 
AEMC rule change process. 
 
2. Variable price changes should not also trigger benefit change notices 

The Draft Guidelines would treat changes to underlying tariffs, charges or fees as benefit changes where 
they alter the financial value of a benefit, even if the benefit itself remains unchanged. Origin does not 
support this approach. A change to a variable tariff, rate, charge or energy payment should trigger a 
price change notice only, unless the retailer has separately committed to a fixed or minimum benefit for 
a defined period. 

 
Requiring both a price change notice and a benefit change notice where only the underlying price has 
changed is likely to confuse customers. For example, if a customer receives a guaranteed percentage 
discount and underlying prices fall, the dollar value of the discount may reduce even though the 
customer pays less overall. A benefit change notice could wrongly imply that the customer is worse off. 
The proposal is also impractical for annual price changes. Benefit change notices require at least 20 
business days’ notice, but the final Default Market Offer is not published sufficiently in advance to allow 
retailers to determine market prices, update systems and issue both notices within that timeframe. If the 
AER retains this requirement, the timing for benefit change notices should align with the price change 
notice timeframe in these circumstances. 
 
Origin recommends that changes relating solely to variable prices, charges or energy payments be 
treated as price changes only. A benefit change notice should be required only where the benefit itself 
changes or ceases. 
 
3. Deemed better offer comparisons should remain like-for-like 

Origin is concerned that the proposed deemed better offer definition may require retailers to compare a 
customer’s current plan against every generally available plan for which the customer is eligible, 
including plans with materially different tariff structures. Retailers currently undertake like-for-like 
comparisons, such as comparing flat tariff products with other flat tariff products. 

 
Expanding the comparison to include flat tariffs, time-of-use tariffs, standing offers and products aligned 
to different network tariffs would move the framework beyond identifying a better offer and into tariff 
optimisation. This is a materially different and significantly more complex obligation. Such comparisons 
would require customer-level modelling across multiple tariff structures, significant system 
enhancements and extensive testing. They may also be difficult to explain in a clear and credible best 
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offer message, particularly where the customer would need to change network tariff to realise the 
estimated saving. 
 
Origin recommends retaining the existing like-for-like approach to deemed better offer calculations. If 
the AER proceeds with a materially broader methodology, retailers will require at least 18 months to 
implement the necessary system and process changes. 
 
4. Better offer calculations should be tied to the relevant bill 

The Draft Guidelines would require better offer messages to be generated at the date a communication 
is issued. Origin seeks clarification that, where a subsequent communication relates to an existing bill, 
retailers may rely on the better offer calculation performed when the bill was issued. 
 
Requiring recalculation for each bill-related email, SMS or app notification would significantly expand 
system requirements and could result in customers receiving different better offer messages for the 
same bill, depending on the date each communication is generated. 
 
5. Flexible plans require tailored treatment 

Flexible plans should be treated differently from traditional generally available energy plans for the 
purposes of the deemed better offer and Energy Made Easy frameworks. These products rely on 
customer participation, digital engagement and optimisation of energy resources, meaning customer 
outcomes may not be accurately assessed using historical consumption alone. 
 
The Draft Guidelines already recognise the distinct nature of flexible plans by requiring additional 
information about the type of customer the plan suits, how the customer can maximise value, the role 
of automation or optimisation, protections against unreasonably high bills and where further information 
is available. 
 
Where a robust like-for-like comparison cannot be undertaken, a message that a customer could save 
money on another plan may be inaccurate or misleading. Origin recommends that customers on flexible 
plans instead receive clear information explaining the nature of their plan and where they can obtain 
further information or discuss alternative products. 
 
Energy Made Easy should also distinguish flexible plans from traditional generally available plans 
through a separate category or filtering mechanism. This would help customers compare products with 
similar characteristics and better understand different pricing and engagement models. 
 
6. Customer communications should remain concise and proportionate 

Origin supports clear customer communications, but is concerned that several proposed requirements 
would add unnecessary complexity to bills, benefit change notices and bill notifications. These 
communications should focus on the information customers need to understand and act on, rather than 
attempting to summarise extensive plan information and eligibility conditions. 

 
On bills, much of the proposed additional information would duplicate existing requirements relating to 
charges, tariffs, rates, fees, discounts, incentives and rewards. Adding further information on pricing 
structures, variability, contract terms, customer obligations and links to plan information documents risks 
cluttering bills and reducing the prominence of key messages. 
 
Origin also considers that any requirement to identify the month and year a plan commenced should 
apply only to new plans developed after commencement. Applying this retrospectively to legacy plans 
would be difficult given older product records and legacy systems. 
 
7. The proposed implementation timeframe is not practicable 

The proposed commencement date of 31 December 2026 is not practicable given the breadth and 
complexity of the changes. The Draft Guidelines would require changes to billing systems, digital 
channels, customer communications, product management processes and compliance controls. 






















































































