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Shortened forms

ACCC Australian Competition and Consumer Commission

AEMO Australian Energy Market Operator

AER Australian Energy Regulator

business Has the meaning given in section 2 of the Natidrargy Retail Law.

customer (A customer who is not a residential custonSee also residential customer.)
Customer The National Energy Customer Framework, includimg Mational Energy Retalil
Framework Law and National Energy Retail Rules

GSL Guaranteed Service Level

large customer

PPM

residential
customer

Retail Law

Retail
Regulations

Retail Rules

small business
customer

small customer

small market
offer customer

Has the meaning given in section 2 of the Nati@rargy Retail Law
(A business customer who consumes 100 MWh or mioeéeotricity or 1 TJ or
more of gas per annur8ee also business customer.)

Prepayment meter

Has the meaning given in section 2 of the Natid&rargy Retail Law
(A customer who purchases energy principally faspeal, household or domestic
use at premises.)

National Energy Retail Law

National Energy Retail Regulations

National Energy Retail Rules

Has the meaning given in section 5 of the Nati@rargy Retail Law.

(A business customer who consumes less than 100b8M\&lectricity or 1 TJ of gas
per annumSee also business customer.)

Has the meaning given in section 5 of the Natid&radrgy Retail Law.

(A customer who is a residential customer, or vwha business customer who
consumes less than 100MWh of electricity or 1 Tgaxf per annungee also
residential customer, business customer.)

Has the meaning given in section 5 of the Natid&radrgy Retail Law.

(A small business customer who consumes 40-100Mf/gtectricity or 0.4-1TJ of
gas per yearSee also small business customer.)




Retail consultation procedure

This notice and the attached draft AER Performdeeorting Procedures and
Guidelines (the guideline) have been publishedceoalance with the retail
consultation procedure set out in r. 173 of thedwall Energy Retail Rules.

The AER invites comments on the draft guidelinesgrases to this consultation will
inform the AER in its approach to retail marketfpanance reporting under the
National Energy Customer Framework (the Customamiework) and the
development of its final guideline.

This is the final stage of the AER’s consultationtbe guideline. As advised in the
Ministerial Council on Energy’s Standing Committd#eOfficials Bulletin No. 190 on
21 March 2011, all activities carried out by theRARrior to the commencement of
the Customer Framework (such as consultation, ngakstruments and decision-
making) will be supported by appropriate transidiioprovisions enacted by
participating jurisdictions to ensure instrumemd decisions made as a result of
these activities are validly made under the Réiiv and Rules and take effect on
commencement of the Customer Framework.

Written submissions on the draft guideline aretewiby3 June 2011

Submissions can be sent electronicallyABRInquiry@aer.gov.awith the title
“Draft AER Performance Reporting Procedures andd€élines — attn Lynley
Jorgensen”, or by mail to:

General Manager, Markets Branch
Australian Energy Regulator

GPO Box 520

Melbourne VIC 3001

Submissions provided by email do not need to be provided separately by mail.

PLEASE NOTE:

The AER prefers that all submissions be publicly available to facilitate an informed and transparent consultative
process. Submissions will therefore be treated as public documents unless otherwise requested, and will be placed
on the AER’s website (www.aer.gov.au). Parties wishing to submit confidential information are asked to:

. clearly identify the information that is subject of the confidentiality claim
. provide a non-confidential version of the submission for publication, in addition to the confidential one.

The AER does not generally accept blanket claims for confidentiality over the entirety of the information provided.
Such claims should not be made unless all information is truly regarded as confidential. The identified information
should genuinely be of a confidential nature and not otherwise publicly available.

In addition to this, parties must identify the specific documents or relevant parts of those documents which contain
confidential information. The AER does not accept documents or parts of documents which are redacted or ‘blacked
out'.

For further information regarding the AER’s use and disclosure of information provided to it, please refer to the
ACCC-AER information policy: the collection, use and disclosure of information, which is available on the AER
website under ‘Publications’.




1 Requirement to develop procedures and
guidelines

The National Energy Retail Law (Retail Law) reqgsitbe AER to publish retail
market performance reports providing informationaoseries of matters identified in
the Retail Law and National Energy Retail RulestéiR&ules). The matters
identified include information and statistics abthé energy retail market and the
activities and performance of energy retailers disttibutors (regulated entities).
The AER’s reports must provide sufficient detaiktglain the key factors relevant to
the level of and trends in the performance of ragd entitieg.

The AER Performance Reporting Procedures and Guefe(the guideline) support
the AER'’s reporting function by specifying the manand form in which regulated
entities must submit relevant information and datthe AER, including the date or
dates each year by which it must be submittedeMBR > The reporting
requirements specified in the guideline are bindingegulated entities, and non-
compliance may attract civil penalties or infringamhnotice$.

The guideline will apply to all regulated entitiesparticipating jurisdictions from the
date on which the Customer Framework commencesAHRmay amend the
guideline at any time in accordance with the retaiisultation procedure.

ss. 284, 285, Retail Law; rr. 166, 167, RetaileR
r.167(2), Retail Rules

s.286(3), Retail Law

s. 282, Retail Law

s.286(4), Retail Law

abrhwWwNPRE




2 Context in which draft procedures and
guidelines have been prepared

The Customer Framework is the final stage in taedition to national regulation of
the energy markets. The Ministerial Council on y&r (MCE) consultation on the
Customer Framework started in 2006 and includedrsk¢e consultation on two
exposure drafts in 2009 and 2010.

The National Energy Retail Law (South Australia)l BD10 was introduced in
November 2010. At the same time, the MCE reledsedNational Energy Retail
Rules and Regulations to be made. Nadonal Energy Retail (South Australia) Act
2011 andSatutes Amendment (National Energy Retail Law) Act 2011 received the
Royal Assent on 17 March 2011.The MCE agreed oDdd&ember 2010 that
jurisdictions would work toward a common targetedat 1 July 2012 for
commencement of the Customer Framework.

Part 12 of the new Retail Law creates an AER perémice regime, requiring the
AER to publish retail market performance repoifse nature and content of those
reports was determined by the MCE through its clhason on the Customer
Framework, and is now specified in the Retail Landl &ules.

To support this role, the Retail Law empowers tlkegRA0 develop performance
reporting procedures and guidelines. The guidepeifies the manner and form in
which regulated entities are to provide informatsod data to the AER for the
purposes of its performance reports, and the datates by which that information
and data is to be submitted.

In preparation for its new roles in retail marketfpormance reporting, the AER
commenced preliminary consultation in 2010. ThdrRARublished an issues paper on
approaches to retail market performance reportinfine 2010. The AER also hosted
a stakeholder forum on 4 August 2010 in Melboumigh(video conferencing to

other states).

Consultation on development of Hardship Progranchtdrs commenced separately
with an Issues Paper in April 2010 followed by staédder forums on 28 May and 8
September 2010. The AER also met individually wétailers to discuss their
hardship programs throughout July and August. Aalddtl forums were held in
October 2010: the first with the Energy Retailessdciation of Australia (ERAA)
and retailers; and a subsequent forum with consgmoerps and energy ombudsman
schemes.

In November 2010, the AER published a consolidatesition paper on retail market
performance reporting, which included the AER’s afied proposals on Hardship
Program Indicators. The AER held a further stakeéoforum on 26 November 2010
in Melbourne (with video conferencing in other egtto discuss the proposals in the
Position Paper. Meetings with energy retailersttwedAER’s Customer Consultative
Group continued in early 2011.

Responses to the position paper have informededtielopment of the draft guideline
released with this notice.




This will be the final stage of the AER’s consubiaton these instruments. As
advised in the Ministerial Council on Energy’s Steng Committee of Officials
(SCO) Bulletin No. 190 on 21 March 2011, all adtes carried out by the AER prior
to the commencement of the Customer Framework (asi@donsultation, making
instruments and decision-making) will be suppoligdppropriate transitional
provisions enacted by participating jurisdictioashsure AER instruments and
decisions made as a result of these activitiesardly made under the Retail Law
and Rules and take effect on commencement of tiseo@wer Framework.

Comments on the draft guideline will be taken iatgount in development of the
final guideline. The AER is aiming to publish thedl guideline in the third quarter of
2011, well in time for regulated entities to prepéor the commencement of the
Customer Framework on 1 July 2012.




3 Issues involved in the preparation of
procedures and guidelines

As noted above, this is the fourth stage of the AFfblic consultation on its
approach to performance reporting under the Custémaenework and the
development of the guideline. Submissions receingdsponse to the issues papers
released in April and June 2010 guided us in thveldpment of the position paper
and proposed indicators for consultation in Novermbe

Responses to the position paper have informeddielopment of the draft guideline
released with this notice, and allowed us to furtieéine our proposed approach. All
submissions received are available on the AER websi

Key issues raised in submissions, and the appitb&cAER has taken to them in the
draft guideline, are summarised in Appendix B te tiotice. There are, however, a
number of issues raised by stakeholders on theopeabapproach, and on the
Customer Framework itself, which are usefully desad here.

The Customer Framework requires the AER to pulvksil market performance
reports on a range of issues, including informaéind statistics on the retail market,
and the activities and performance of regulatediesit The AER must perform its
performance reporting role in a manner that wilisoirkely to contribute to the
achievement of the National Energy Retail Objectospromote efficient investment
in, and efficient operation and use of, energyises/for the long term interest of
consumers of energy with respect to price, quadigyety, reliability and security of
supply of energy.Importantly, the AER must exercise this respotisjin a manner
that will be compatible with the development anglegation of consumer protections
for small customers, including, but not limited pootections for hardship customérs.

Regulated entities questioned the scope and olgsotif the reporting requirements
proposed in the November draft decision. The AER$ithat the issue of what
should be included in the AER’s reports was considas part of the MCE’s
consultation on the development of the CustomemEveork. The information and
statistics that the MCE determined must be includdtose reports are now
prescribed in the Retail Law and RufeBhe guideline is an administrative tool which
enables the AER to perform its reporting functidhprescribes the manner and form
in which regulated entities must submit informatéord data relating to the prescribed
matters to the AER to inform these repdrts.

The information and data requirements specifietthéguideline, referred to in this
notice agndicators, will work in combination to allow the AER to:

= measure the performance of regulated entities

®s. 13 National Energy Retail Law

's. 205 National Energy Retail Law
8s. 284 National Energy Retail Law
°s. 286 National Energy Retail Law




« to understand changes in individual regulatediestiperformance over
time

« to understand differences in performance acrosmtr&et

« to allow comparisons to be made between businesheswill help to
identify examples of good practice which can beeathacross industry. It
will also highlight areas where a regulated emngifyerformance compares
less favourably and can help to direct our regmatesources to those
areas where further action or improvement may beired.

= consider contextual information to help explaimtte in the information and data
reported

= understand the effectiveness of the Customer Framkewnd help inform the
decision-making processes of regulated entitiegjla@ory agencies and
Government

= monitor how the market is evolving over time.

Data for each indicator will be collected eithenaally (by reference to the previous
financial year) or quarterly. Submissions on tlegérency of reporting reflected the
need for balance between the cost of generatingamchitting analysis and reports at
different intervals and the benefits that flow fromore timely consideration and
publication of information. The AER’s decision dretappropriate frequency of data
collection and reporting for each indicator hasrbesde on a case by case basis. The
frequency of reporting for each indicator in thaftiguideline has been proposed with
regard to the following considerations:

= whether the indicator targets circumstances or goniikely to have a material
impact on customers, so that the early identificadf seasonal trends or systemic
issues is necessary to allow the AER, regulateitiesnand other interested parties
to respond to issues as they emerge

= whether the information or data in question is &y to be informative from
year-to-year or within a year

= whether the value derived from reporting at altéweafrequencies is outweighed
by the cost or complexity of collection, analysmlaubmission of the relevant
information and data by regulated entities at #levant interval.

If, over time, it becomes apparent that collecaod reporting of information and

data for a particular indicator does not provide élxpected benefits, or that additional
or different indicators would add value, the AERIwonsider consultation on
appropriate amendments to the guideline. Similaripformation and data collected
in the early years of the regime’s operation reweadds that warrant escalated
attention (so that reporting should be increasaddelatively flat or stable results (so
that reporting might be decreased) consultatiothemmerits of changing the
frequency of reporting will be considered.




4 Possible effects of procedures and
guidelines

As noted above, the AER will be responsible for itaying and reporting on retalil
market performance in each participating jurisdictirom the date of commencement
of the Customer Framework.

The guideline will create a streamlined nationalcure for regulated entities to
adhere to. The centralising of current, jurisdiciibregimes in a single framework,
with accountability to a single regulator, will ete savings for regulated entities in
management of these obligations.

Regulated entities may need to make adjustmentgeimal performance reporting
systems to ensure compliance with the new, natiguakeline from the date of
commencement. Our approach seeks to minimise toste by taking existing
jurisdictional arrangements into account in deviglgphe AER’S own requirements.
Our adoption of tiered quarterly and annual repgrtequirements is consistent with
approaches in most participating jurisdictions, ahduld not pose significant
changes for regulated entities.

By consulting on and releasing the guideline aleddabe transition date, we have
sought to give regulated entities adequate timar poi 1 July 2012 to identify and
implement any changes required before the obligatimposed by the guideline take
effect.

The details relating to each proposed indicatoicargained in Appendix A of this
notice:

= A1l Retail market structure,

= A.2 Energy affordability for small customers,
= A.3 Customer service and complaints,

= A4 Handling customers experiencing payment diffies,
= A5 Prepayment meters (PPMs),

= A.6 De-energisations (Disconnections),

= A7 Re-energisations (Reconnections),

= A8 Concessions,

= A9 Security deposits,

= A.10 Hardship program indicators,

= A.11 Distributor performance reporting.

A summary of the AER’s response to submissionsasiged in Appendix B.

The draft guideline released with this notice iaible on the AER’s website.




A. Appendix A: Draft decision

A.1 Retail market overview — retail market structur e

Section 285 of the Retail Law requires the AERndude a retail market overview in
its retail market performance reports. Rule 166hefRetail Rules prescribes the
information that must be included in the retail k&troverview. This information is to
be provided by reference to participating jurisdictand to different categories of
customers as determined by the AER. These catsgadkide, but are not limited to,
small customers and large customers, and resitlenstomers and business
customers.

The first four elements of the retail market ovewiprovide information on the
nature of the market, collectively referred to hasaetail market structure.

Manner and form in which information and Date(s) for Guideline

NECF Requirement data must be provided submission reference

s.166(1)(a) a statement
of the number of
retailers and the
number of retailers
actively selling energy
to customers

No reporting requirements. n/a n/a

s.166(1)(b) an
indication of the
number of customers of
each retailer

No reporting requirements. n/a n/a

Retailers are required to submit the total number

of standard retail contracts and the total numiber o

market retail contracts for the supply of electyici

and/or gas held on the last calendar day of the
s.166(1)(c) an relevant reporting period in each participating
indication of the total  jurisdiction, in each of the following customer
number of customers  categories:

with standard retail ~ «  Residential customers
contracts and market Small business customers

retail contracts, ]
respectively, and the (0-100MWh per annum; 0-1 TJ per annum)

numbers by reference ®  (for market retail contracts only) Large
to each retailer customers (>100MWh per annum; >1TJ per
annum)
Retailers are required to confirm whether they
offer small market offer customers standard retail
contracts, or only market retail contracts.

Quarterly S2.2

s.166(1)(d) an
indication of the
numbers of customers
who have transferred
from one retailer to
another retailer

No reporting requirements. n/a




For each participating jurisdiction, we proposedquire retailers to submit the
number of customers they had on standard retaitacts and the number of
customers they had on market retail contracts et day of each quarterly
reporting period. Customer numbers will be requigeceach jurisdiction and for
each of the three primary customer categories eéfin the Retail Law (residential,
small business and large customers) as relevant.

Under the Customer Framework small market offetarusrs (those small business
customers consuming 40-100MWh of electricity o014 of gas per year) will not
necessarily have access to standard retail costi@onsideration of small business
customers in total may therefore tell us little afthe number of those customers
choosing one type of contract over another. Retailers thérefore be asked to
confirm whether or not standard retail contracesatfered to small market offer
customers.

The number of authorised retailers will be recorihed register maintained by the
AER under the Retail Law, and reported on thatdasm authorised retailer will be
considered active in a particular jurisdiction astomer category if the retailer
currently has customers in that category in thasgliction (e.g. so that a retailer who
reports residential customers on standard and/dkeneetail customers in Victoria
will be identified as active in the Victorian resittial customer market).

The total number of customers of each retailer balicalculated by summing the
number of customers in each participating jurisdicend category reported as
holding standard and market retail contracts. fifi@mation provided on customer
numbers in the retail market overview will be agmted for retailers holding less
than 10 per cent of the total number of custometbe relevant category and
jurisdiction.

Provision of quarterly data will allow for more dééd inferences to be drawn about
changes in retailer activity and customer behavamar time. It will also be an
important factor when assessing materiality in ganfance measures and compliance
outcomes more generally.

The information collected from retailers for therket overview will be
complemented by data published by AEMO on smaliausr transfers. This data
will be collated and published quarterly, togetivith the information provided on
retail market structure.




A.2 Retail market overview — Energy affordability f or
small customers

A further element of the retail market overvievaigeport on energy affordability for
small customers.

Manner and form in which information and Date(s) for Guideline

NECF Requirement data must be provided submission reference

s.166(1)(e) a report on
energy affordability for No reporting requirements. n/a n/a
small customers

The AER proposes to publish an annual energy afmlitly report examining
affordability for both residential and small busseustomers.

Energy affordability reports will combine recurriogntent considering trends over
time with additional, tailored content in the foohcase studies or essays which will
vary from year to year and provide detailed studiggentified areas of interest or
concern.

The annual report on energy affordability will hate following elements:

= the year in review, identifying events and regutatar policy decisions within the
reporting year that are relevant to energy affoitdgp

= consideration of energy charges for residentialazusrs, including:
= developing detailed indexes for each jurisdictimplaining price changes,
= analysis of consumption changes over time and hasefffects affordability,

= comparing the above information to income leveld @manges in income
levels,

= consideration of energy charges for small busioastomers, and

® atargeted essay or case study on a particular @sigsues.

We do not intend to impose any specific reportieguirements for this report at this
stage. However, on occasion we may ask retailersoime limited information about
the number of customers accessing different typesergy tariffs. We may also
request consumption information from distributiarsinesses. This will assist our
statistical analysis of changes in energy prices tme. At this stage, we intend to
request this information on an informal, ad hoadasthout imposing formal
reporting requirements.




A.3 Customer service and complaints

Section 285 of the Retail Law requires the AERmdude a retail market activities
report in its retail market performance reportsleRi67(1)(a) of the Retail Rules
requires the retail market performance report ttuithe information and statistics on
customer service and complaints, including compdaatout billing, energy

marketing and customer transfers. This informaisoto be provided by reference to
participating jurisdiction and to different categsr of customers as determined by the
AER. These categories include, but are not limitedgmall customers and large
customers, and residential customers and businsssnoers.

Manner and form in which information and Date(s) for  Guideline

NECF Requirement data must be provided submission  reference

Customer Service

r.167(1)(a) a retail Retailers must report national data, under a single
market activities ‘energy’ category, for each of the following call
review in a retail centre performance measures:

market performance
report must include
information and
statistics on customer
service and complaints

Total number of calls to an operator or customer

service officer, including sales calls and any ~ Annually ~ S3.1
abandoned calls to an operator as at the end of

each quarter

Number and percentage of calls forwarded to an
operator that are answered within 30 seconds asfatnually S3.2
the end of each quarter

Of those calls forwarded to an operator, the
average time before an operator answers the calAnnually S3.3
as at the end of each quarter

Of those calls forwarded to an operator, the
number and percentage of calls abandoned befer

) h
being answered by an operator as at the end of
each quarter

nually S3.4

r.167(3)(c), a retail ICompIﬁints__ g urisdicti q |
market activities n each participating jurisdiction, and separately

review must provide fo; r_cIeS|dent|ai and strrgsll buswt])ess ](c:ustorr}e_rst,
information under re aé ers mhus report the r!uan Sr 0 .comp aints
subrules (1) and (2) by made in the reporting period about:

reference to the specific 4

illi uarterl S3.5
activities where Billing . Q y
appropriate, suchas " Energy marketing Quarterly ~ S3.6
customer complaints ™  Customer transfers Quarterly ~ S3.7
about bl”lﬂg, energy B Other matters Quarterly S3.8
marketing and
customer transfers Electricity and gas complaints are to be recorded

together under a single ‘energy’ category.

Customer service

These call centre performance indicators will pdeva good overall measure of
retailers’ performance regarding the quality ofvm they provide to customers, as
they monitor one of the key interfaces betweenleztaand their customers. These

10



indicators are well established as appropriate areaf retailer customer service
and almost all are currently reported in partidipgjurisdictions'® These indicators
will also enable us to provide context to otheaaref our performance report, in
particular, to the complaints data reported byilesmand ombudsman schemes. For
example, we may analyse the number of complaingspeportion of the total
number of calls to a retailer.

Retailers will be required to report national datagler a single ‘energy’ category
(without distinguishing between residential and bimasiness customers,
participating jurisdictions, or electricity and gatephone calls). We are proposing to
collect quarterly data for these indicators on mmual basis. This will allow us to
identify any seasonal trends and changes in tteerdpbrted, as well as to identify
whether certain events are impacting on the nurobealls to retailers and the level
of customer service provided. For example, in raspdo notifying customers of an
increase in energy prices or after natural disastech as floods or bushfires.

Complaints

This set of indicators will enable us to monitoe tihhost common areas of complaints
made by customers to retailers. It will also allesvand other stakeholders to monitor
trends in the types and number of complaints awez for both the industry as a
whole and for individual retailers. We intend toxqmuare complaints data reported by
retailers with that from energy ombudsman schem@sdvide an indication of how
well a retailer is actively managing the complaibtgceives. For example, where
retailers are appropriately and effectively manggiomplaints from their customers,
we would expect to see only a small proportionahplaints made to energy
ombudsman schemes. Comparing complaints data egploytretailers with that from
energy ombudsman schemes may also enable us tdyidestances when retailers
have not been defining or recording complaintsexdly. For example, where there
are large discrepancies between the complaintsreiptaited by retailers with that
from energy ombudsman schemes.

Retailers will be required to report separate cemmpd data for residential and small
business customers in each participating jurissiictElectricity and gas complaints
will be reported under a single ‘energy’ categ@gparate reporting is not required).
We are proposing to collect quarterly data for ¢he@mplaint indicators on a
quarterly basis. This will allow the AER to prompitientify, and take action on, any
systemic issues identified through retailers’ caaimgk statistics or where they may
indicate potential compliance issues. It will aés@ble us to monitor any changes in
the data reported as well as the impact of cega@mts on the number of complaints
recorded by retailers (for example, when notifyrugtomers of an increases in
energy prices or in response to major marketingozagms etc).

10 All proposed customer service indicators are regabin all jurisdictions except the average time

before an operator answers a call which is notecly reported in South Australia and New South
Wales.
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A.4 Handling customers experiencing payment
difficulties

Section 285 of the Retail Law requires the AERmdude a retail market activities
report in its retail market performance reportsleRi67(1)(b) of the Retail Rules
requires this report to include information andistes on the handling of customers
experiencing payment difficulties. This informatisnto be provided by reference to
participating jurisdiction and categories of cuséssas determined by the AER. The
Retail Rules also specify that reporting must dgaiish hardship customers and other
residential customers experiencing payment diffiesl

To satisfy this requirement, the AER is proposinguenber of indicators related to
the key obligations on retailers in the Customanfework to identify and assist
customers experiencing payment difficulties, inahgdthe use of payment plans and
Centrepay. We have also included indicators thhtpnovide contextual information
on some of the key factors relevant to the levebnotl trends in, retailer performance,
such as customers’ energy bill debt levels. Indicategarding the handling of
hardship customers experiencing payment difficsltiave been incorporated into the
hardship program indicators (see section A.10).

When assessed together with the hardship progrdiceiiors, the data will provide an
overall picture of the tools retailers use to dassistomers who are experiencing
payment difficulties and the effectiveness of thsistance provided. Furthermore,
when assessed alongside the disconnection indscggee section A.6), the data will
provide an indication of how retailers balancertlsempeting priorities of recovering
outstanding debts and ensuring that customers neomasupply.

12



NECF Manner and form in which information and data must be Date(s) for Guideline
Requirement provided submission reference
Energy bill debt
Total number of residential customers (excludinglbhip
program customers) and small business customeagirgpan  Quarterly S3.9
‘energy bill debt* at the end of the reporting period, in each
participating jurisdiction
Average amount of ‘energy bill debt’ for those desitial
customers (excluding hardship program customeic)sarall
business customers at the end of the reportingghénieach Quarterly S3.10
participating jurisdiction
r. 16|7 (1)$(b) A Number of residential customers (excluding hardghggram
ret?'. mar et . customers) with ‘energy bill debt’ at the end of tieporting
actngﬂ_:es reEotrt n period in each participating jurisdiction who owe:
a retail marke - Quarterly S3.11
performance report Over $500 but less than $1,500
ir:;]osr;g(t:ilgr?Zn q ®  Over $1,500 but less than $2,500
statistics on the "= QOver $2,500
handling of
customers Centrepay . . . .
experiencing Number of residential customers using Centrelit@entrepay Annual S3.12
payment to pay their energy bills at the end of each quartthin the ‘
difficulties reporting period, in each participating jurisdictio
(distinguishing
hardship customers Payment plans . .
and other Number of residential customers (excluding hardghggram Quarterly S3.13
residential customers) on a ‘payment plaii‘at the end of the relevant '
customers reporting period, in each participating jurisdictio
experiencing ) ) ) ,
payment Number of residential customers (excluding hardghggram
difficulties) customers) who had their ‘payment plan’ cancellgdhe Quarterl S3.14
retailer for non-payment, in the relevant reportiggiod, in y '
each participating jurisdiction
Number of residential customers (excluding hardgihggram
customers) with two or more ‘payment plans’ carezkfior non-
payment in the previous 12 months, in each pattiig Quarterly S3.15
jurisdiction
Number of residential customers (excluding hardghggram
customers) who successfully completed their ‘payrpéan’, in -~ Annual S3.16

the relevant reporting period, in each participgjurisdiction

11

12

‘Energy bill debt’ is defined as the dollar ambomwed to the retailer for the sale and supplyas g
or electricity, excluding other services, which baen outstanding to the retailer for a period®f 9
days or more. An amount owing after the final bdk been issued by the retailer, on termination

of a customer contract, should not be countedraer &y bill debt'.

‘Payment plan’ is defined as a plan for a redidénustomer experiencing payment difficulties to
pay a retailer, by periodic instalments, any amq@ayable by the customer. A ‘payment plan’
must only include an arrangement in which the austois paying off an arrears component (of

any overdue amount) and must consist of at leasétimstalments. Customers using flexible
payment arrangements for convenience or budgetingoges must be excluded from these

‘payment plan’ indicators.
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Energy bill debt

The purpose of the above debt indicators is toigeoan indication of the number of
and extent to which customers are experiencingcdiffes paying their energy bills.
We consider customers with energy bill debt (owimrg©0 days or more) to be an
appropriate proxy measure for customers who aedylito be experiencing payment
difficulties.

These debt indicators will provide important comtiexthe indicators monitoring the
handling of customers experiencing payment diffiegland will also provide an
indication of how proactive retailers are in idéntig customers with payment
difficulties. For example, if a retailer has mamgtomers in debt and a higher than
average debt level but also reports few customes payment plan or using
Centrepay, this may indicate the retailer is noggtive in identifying customers
experiencing payment difficulties and offering atance. Conversely, we might
expect a retailer with fewer customers in debtaeehfewer customers who are
receiving these types of assistance. For exanf@agtailer has a high number of
customers in debt and a large number of custommeespayment plan or in the
hardship program, this may indicate that the retad proactive in offering assistance
to customers experiencing payment difficulties. Goeely, if a retailer reports a
higher level of customer debt or more customedeint but fewer customers on a
payment plan and/or the hardship program, this imdigate that further examination
or information is required to understand what theeds are behind this.

The indicators will also provide important contét the AER’s affordability report,
particularly when considering trends and changes tme. Increasing numbers of
customers in debt as well as an increase in deblsl@cross customers could indicate
that energy affordability is worsening.

Given the average debt of customers may be skewadsall number of very large
energy debts, we are proposing to also collechtimber of residential customers
with debts within the brackets outlined above. Maiils help to explain changes in the
average debt reported and allow for comparisote tmade with the average debt of
customers entering retailers’ hardship programs.

The AER acknowledges that these debt indicatorsheapfluenced by factors
outside the control of the retailer, such as ameooc downturn, or natural disasters
such as floods, cyclones or bushfires, which cam laasignificant impact on
customers. We will remain mindful of these exteindlences when analysing the
data reported by retailers.

We consider it important to collect quarterly détathese indicators because it is
likely to be affected by seasonal trends, suchuasger and winter peaks, which may
drive higher consumption and therefore increads aild payment pressures. It will
also help us to identify where other external ev@mé impacting the debt figures as
highlighted above. More timely and regular data ralsp allow for the identification
of good practice approaches in this area whichbeashared across industry.

Due to concerns raised by retailers regarding timensercial sensitivities of this data,
the AER is proposing to report on average debtisefaend the number of customers
in each of the debt brackets) in aggregate, withefgrence to individual retailers.
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However, the AER will itself closely analyse indivial retailer data for important
trends.

Centrepay

The purpose of this indicator is to monitor the asd up take of Centrelink’s
Centrepay by residential customers. Centrepayoslahat retailers can offer to
customers on income support, who may be at riglagient difficulties, to maintain
regular payments towards their energy bills. Cditbgcthe number of customers who
use Centrepay will allow the AER—and other intezdsttakeholders—to monitor
any changes and trends over time in the numbeasgstbmers choosing to use this
payment option. It will also reflect to a degreevhwell it is being promoted as a
payment option by individual retailers. This ddtaether with other indicators
proposed in this area, will help to provide a mooeplete understanding of the
mechanisms and tools retailers are using to assssdmers who are, or are at risk of,
experiencing payment difficulties.

We are proposing to collect quarterly data on aruahbasis. While we expect the
data to be relatively stable, the quarterly breakdat the end of the year will allow
for the identification of any seasonal trends ia data or changes in the data in
response to events such as economic downturngahdisasters or promotional
campaigns by retailers and other agencies.

Payment plans

The Retail Law enshrines payment plans as the pyitoal retailers use to assist
customers who are experiencing difficulties paytimgjr energy bills> These
indicators will enable the AER to monitor the us@ayment plans by retailers and
their effectiveness in assisting customers.

To ensure that the indicators are targeted at mest®experiencing payment
difficulties, the AER is proposing to define ‘paymelans’ as those payment
arrangements established where the customer ingaffi arrears in addition to their
ongoing consumption costs. ‘Payment plans’ shcuddefore consist of at least three
instalments and exclude customers who are usifigxable payment arrangement’
for convenience or budgeting purposes.

The indicators measuring the success rate and ltztrae of payment plans will
provide a measure of whether retailers are adelyusgsessing customers’ capacity
to pay when establishing payment plans. For exanfpddow number of customers
are successfully completing their payment plansleanhigh number of payment
plans are being terminated for non-payment, it mdicate that suitable payment
plans, adequately reflecting customers’ capacifyay are not being offered by the
retailer.

Retailers are not required to offer customers nimai@ two payment plans within 12
months if the customer has had both payment plansetied due to non-paymeéfit.
In collecting data on the number of customers wénethad two or more payment

13
14

s. 50 (1)(a) National Energy Retail Law
r. 33(2)(a) National Energy Retail Rules
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plans cancelled, the AER will be able to measueectttent to which this occurs. The
AER considers this important to monitor as thestamers may not receive further
payment plan assistance from their retailer and thesefore be more vulnerable to
disconnection.

We propose to collect quarterly data on a quartealis for the indicators regarding
the number of customers on a payment plan, the auoflcustomers who had their
payment plan cancelled and the number with two arenpayment plans cancelled in
the previous 12 months. This will allow for anyrtds in the data to be quickly
identified and acted upon in the event that it appéhat retailers are not offering
customers appropriate payment plans.

Given that payment plans are typically calculateer@ 12 month periotf,we are
proposing to collect the number of customers wrazassfully complete their
payment plan on an annual basis.

15y, 72(1)(a) National Energy Retail Rules
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A.5 Prepayment meters (PPMs)

Section 285 of the Retail Law requires the AERmdude a retail market activities
report in its retail market performance reportsleRi67(1)(c) of the Retail Rules
requires the retail market performance report ttuithe information and statistics on
the provision of prepayment meter systems (PPMsustomers, including (but not
limited to) the total number of customers using RP&If-disconnections and the
number of PPMs removed due to payment difficulfidgs information is to be
provided by reference to participating jurisdictieamd to different categories of
customers as determined by the AER.

Manner and form in which information and Date(s) for Guideline

NECF Requirement data must be provided submission reference

Total number of customers using PPMs as at the
last day of the reporting period, in each Quarterly S3.17
participating jurisdiction

r.167(1)(c) a retail Number of PPM customers that receive an energy
market activities concession as at the last day of the reporting  Quarterly S3.18
review in a retail period, in each participating jurisdiction

market performance
report must include Number of PPMs removed due to payment

information and difficulties during the reporting period, in each  Quarterly S3.19
statistics on the participating jurisdiction

provision of

prepayment meter Number of customers using a PPM, where the

systems to customers, PPM is able to detect and report self- Quarterl $3.20
including (but not disconnections as at the last day of the reporting y '
limited to) the total period, in each participating jurisdiction

number of customers

using prepayment Number of self-disconnection events recorded by

meters, self- PPMs during the reporting period, in each Quarterly  S3.21
disconnections and participating jurisdiction

numbers of prepayment

meters removed due to Number of PPM customers recorded by their PPM

customer payment as having been self-disconnected during the Quarterly S3.22
difficulties reporting period, in each participating jurisdictio

Average duration of self-disconnection events
recorded by PPMs during the reporting period, irQuarterly S3.23
each participating jurisdiction

These indicators will enable the AER to monitontte in the number of customers
using prepayment meters (PPMs) and will providewarview of their uptake in
various jurisdictions. Currently, there are PPMstatied in South Australia,
Tasmania and Queensland. The AER intends to maanitreport on the total

17



number of customers using PPMs, including in thodedictions that choose not to
apply the PPMs provisions in the Customer Framewbrk

The AER notes that the vast majority of PPMs culyanstalled in Queensland and
Tasmania use older technology and do not haveutiaibnality to record and report
data on self-disconnections. In these instancesAER will not require retailers to
report against the self-disconnection indicatoivabgiven this data is not available.
The AER notes that newer technology PPMs instatiéthsmania and South
Australia can record and report self-disconnectiata. As such, retailers will be
required to report against the self-disconnectnahcators above where the PPMs
have this capability. The AER intends to monita ttumber of PPMs in use that are
able to detect and report self-disconnectionsiasitii provide important context to
the data reported against the self-disconnectidicators.

Monitoring the number of PPM customers in recefdrmenergy concession will
enable us to calculate what proportion of the tBfaM customer base they comprise.
Stakeholders have previously highlighted that thdemnce from Tasmania indicates a
higher rate of customers receiving energy concassimove onto PPMs agreemetts.
The AER considers this important as customersroitdd and fixed incomes—such
as those in receipt of energy concessions—may lve hikely to use PPMs as a tool
to help them budget and monitor their expenditureergy. This is likely to be of
interest to a number of stakeholders, particulpdiycy makers in relevant
jurisdictions and those with responsibility for cessions policies and programs, as
well as consumer organisations.

Monitoring the number of PPMs removed due to payrdéficulties will provide an
indication of the extent to which PPM customersexgeriencing ongoing payment
difficulties. It may also assist in understandietarlers’ ability to identify these
customers and offer appropriate assistance. Fonghea if the number of PPMs
removed due to payment difficulties is decreasimg) self-disconnections are
increasing, the AER may seek further informatiomnderstand if retailers are
appropriately identifying PPM customers experieggayment difficulties.

Monitoring the number of self-disconnection eveard the number of customers
who are self-disconnected as well as the averagsidn of self-disconnection events
(alongside the proportion of PPMs able to detedtraport self disconnections) will
assist us to gain a better understanding of thenéxif self-disconnection across PPM
customers. This is particularly important giventtbastomers using PPMs have fewer
protections from disconnection. Unlike other custosrwho will receive reminder

and disconnection warning notices prior to beirggdnnected, customers using
PPMs are disconnected when their PPM runs outeafitcr

Considering the number of customers self-discomueatongside the total number of
self-disconnection events may also help to identifiether PPM customers are self-
disconnecting multiple times during the reportiregipd. This could signal that those

6 Under the Customer Framework, a person may setigy using a prepayment meter system only

within jurisdictions where their use is permittegdalocal instrument. Some jurisdictions, for
example Queensland, have indicated that they wilimplement the prepayment meter regime.
17 See QCOSS submission to the AER’s June 2010d$2ager available on the AER’s website.
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customers are experiencing on-going payment diffesiand raise questions as to
whether a PPM remains the most appropriate paymetiiod for their
circumstances.

We are proposing to collect quarterly data for #a@sof PPM indicators on a
guarterly basis. The timely collection and repaytaf the data will enable us to
monitor changes over time in the use of PPMs aadxperience of PPM customers.
In particular, it will allow us to monitor any seamal trends and changes in the
number and duration of self-disconnections, enghlisito understand better the
extent of self-disconnections across PPM customers.
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A.6 De-energisations (Disconnections)

Section 285 of the Retail Law requires the AERmdude a retail market activities
report in its retail market performance reportsleRi67(1)(d) of the Retail Rules
requires these reports to include information aatisics on the de-energisation
(disconnection) of premises for reasons of non-gaymr his information is to be
provided by reference to participating jurisdictieamd to different categories of
customers as determined by the AER. The RetailfRalko specify that reporting on
disconnections must distinguish hardship custoraedsother residential customers
on payment plans.

Manner and form in which information and Date(s) for Guideline

NECF Requirement data must be provided submission reference

In each participating jurisdiction and for each
customer category below, the number of
r.167 (1)(d) Aretail  customers disconnected for non-payment in the
market activities report reporting period:
in a retail market

performance report B Residential customers in each calendar month

of the reporting period

must include

information and ®  Small business customers in each calendar

statistics on de- month of the reporting period

energisation of ® Residential hardship program customers Quarterly S3.24
premises for reasons of

non-payment ® Residential customers in receipt of an energy

(distinguishing concession

hardship customers and 4

other residential

customers on payment

plans) ®  Residential customers who have been
disconnected on more than one occasion in
the previous 24 months

Residential customers who have been on a
payment plan in the previous 12 months

The AER considers that the number of premises disected for reasons of non-
payment is a critical indicator for monitoring réta performance as it can have a
significant impact on those customers affectedr@nes an essential service, and as
such, access to electricity and gas supplies isidered to be a prerequisite to social
participation and adequate standards of livingc@mmection statistics are closely
monitored by stakeholders, can influence policy enaland will be an important
input into the AER’s compliance and enforcement nosimg regime.

The decisions that retailers make about which coste to disconnect and when they
are disconnected will reflect their debt managenaaaitrisk policies, the training of
their call centre and credit staff, as well as hbeir hardship policies and programs
operate. When examined alongside the hardship @mognd payment difficulties
indicators (see sections A.4 and A.10), these disection indicators will provide an
indication of how retailers balance the competingrjiies of ensuring customers
remain on supply and preventing the accrual ohfarenergy bill debt. They will also
contribute to the AER’s understanding of retailexsility to identify and assist
customers experiencing financial difficulties ahd extent to which customers are
referred to the hardship program to avoid discotioec
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The different categories of customers, determinethe AER above, will also help to
understand the overall disconnection numbers regoFRor example, it will enable
the AER to calculate the proportion of disconnedithat occurred where the
customer was in receipt of an energy concessiamahe hardship program etc.
Collecting information on the number of customdastdnnected who were
previously on a payment plan will provide a measirtne effectiveness of payment
plans as a tool to assist customers to avoid disagiion for non-payment.

Section 47 of the Retail Law requires that de-eisatmn or disconnection of
hardship customers due to an inability to pay theergy bills should be a last resort
option. As such, the AER anticipates that the nunobéardship customers
disconnected would be very low. The purpose of mooimg retailer performance in
this area is to provide a ready check for the A&R] interested stakeholders, to
understand how retailers are complying with thisgation. It will also reflect the
effectiveness of hardship programs in helping qusts experiencing payment
difficulties to avoid disconnection.

The primary purpose of the indicator measuringiinaber of customers
disconnected more than once in a 24-month peritmlunderstand the extent to
which these customers, with ongoing payment diffies, are being disconnected.
The indicator will reflect retailers’ ability to @htify these customers and provide
appropriate assistance to help them avoid beirgpdisected and reconnected
multiple times. The Customer Framework obligesile&tato have processes in place
to identify customers experiencing payment diffi@d. Retailers are also required to
offer payment plans and have hardship programsdistacustomers with an inability
to pay to avoid disconnection. The MCE’s SCO nakted one of the benefits of
hardship programs is that it allows retailers, andrgy customers, to avoid costly
disconnection and reconnection cycl&Monitoring the number of customers who
are disconnected multiple times will provide someéerstanding of the extent to
which this benefit is being realised. The 24-maditie period for this indicator will
allow time to develop some customer history, paféidy given the time it can take to
meet all procedural requirements, such as warniiges, prior to effecting a
disconnection. The AER notes however that duedathlity to switch retailers in
most jurisdictions, data reported against thisdattir may not always be complete as
it will only capture those disconnected custombad subsequently remain with the
same retailer for the 24-month period.

We consider it appropriate to collect monthly daea quarterly basis for the total
number of residential and small business custombosare disconnected. As set out
above, disconnections are a critical area for tB&® A0 monitor given that energy is
an essential service and disconnection has a signifimpact on affected customers.
For the remaining disconnection indicators, wepaogposing to collect quarterly data
on a quarterly basis. This will enable the AERdspond in a timely manner to any
issues or trends identified in the data.

Ministerial Council on Energy Standing CommitteeQfficials, Decision Regulation Impact
Statement (RIS) - A National Framework for RegulgtElectricity and Gas (Energy) Distribution
and Retail Services to Customers, pg 57 and 58:

http://www.ret.gov.au/Documents/mce/ _documents/gyt20Market%20Reform/decision_ris n

ecf.pdf
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A.7 Re-energisations (Reconnections)

Section 285 of the Retail Law requires the AERmdude a retail market activities
report in its retail market performance reportsleRi67(1)(e) of the Retail Rules
requires the retail market performance report ttuithe information and statistics on
the re-energisation (reconnection) of premiseswulasé disconnected for reasons of
non-payment (see section A.6). This informatiotoibe provided by reference to
participating jurisdiction and to different categsr of customers as determined by the
AER.

Manner and form in which information and Date(s) for Guideline

NECF Requirement data must be provided submission reference

In each participating jurisdiction and for each
customer category below, the number of
customers reconnected in the same name and
address within seven days of disconnection for
non-payment, in the reporting period:

r. 167 (1)(e) A retail ®  Residential customers in each calendar month

market activities report of the reporting period
in a retail market

performance report
must include
information and ® Residential hardship program customers
statistics on re-
energisation of
premises referred to in
paragraph (d) ® Residential customers who have been on a
payment plan in the previous 12 months

" Small business customers in each calendar Quarterly S3.25
month of the reporting period

®  Residential customers in receipt of an energy
concession

In each participating jurisdiction, the total numbe
of customers reconnected in the same name ancb
address (regardless of the date of disconnection)
in the reporting period

uarterly S3.26

The proposed reconnection indicators will complentlea disconnection indicators
discussed above (see section A.6). They will pr@ad understanding of the
experience of disconnected customers in negotiatigarranging the reconnection
of their energy supply. In particular, they willal the AER to calculate the
proportion of reconnected customers who were ablegotiate their reconnection
within seven days. Monitoring rates of reconnectoross these customer categories
(consistent with those specified in the disconmecindicators) will highlight whether
there are any differences in these customers ladilegto arrange the reconnection.
The indicators will also allow the AER to identifyhere differences in performance
occur across retailers.

For the same reasons as set out in the disconnsdatidicators above, we consider it
important to collect monthly data on a quarterlgibdor the number of residential
and small business customers reconnected withiensgays. For the remaining
reconnection indicators, we are proposing to cotje@rterly data on a quarterly
basis. This will allow the AER to respond in a tigneanner to any issues or trends
identified in the data.
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A.8 Concessions

Section 285 of the Retail Law requires the AERmdude a retail market activities
report in its retail market performance reportsleRi67(1)(f) of the Retail Rules
requires the retail market performance report ttuithe information and statistics on
concessions for customers where retailers admirttstedelivery of concessions to
customers. This information is to be provided hgmence to participating jurisdiction
and to different categories of customers as detexthby the AER.

Manner and form in which information and Date(s) for Guideline

NECF Requirement data must be provided submission reference

r.167(1)(f) a retalil

market activities

review in a retail Number of residential customers, in each
market performance  participating jurisdiction, that are recorded bg th
report must include retailer as being entitled to receive an energy

information and concession, where the concession is administeredhn,al S3.27
stausucs_ on or delivered by the retailer as at the end of each
concessions for quarter

customers where
retailers administer the
delivery of concessions
to customers

This indicator will help to provide context to otrereas of our performance report. In
particular, monitoring the total number of custosierreceipt of an energy
concession will provide a baseline measure, englolénto determine the proportion
of concession customers that are disconnectedtfase that are subsequently
reconnected within seven days). It will also allesvto determine the proportion of
concessions customers that are participating ailees’ hardship programs and who
are using prepayment meters (PPMs).

This data is likely to be useful for policy maképsrticularly with responsibility for
concessions policies and programs) in understandmgxperience of, and other
assistance provided to, energy concessions cussomer

We are proposing to collect quarterly data foraheve indicator on an annual basis.
This will allow us to identify seasonal trends artdnges in the data reported. It may
also be used by other stakeholders to help infoweir tinderstanding of different
jurisdictional energy concession schemes and ther@nce of these customers. For
example, if the data indicates that the proportibooncession customers being
disconnected for non payment or the number on hgrgsograms is increasing, it
may suggest that more customers in receipt of gragcessions are experiencing
affordability problems. Again, this data and anays likely to be of interest to

policy makers and may provide a useful input itirt policy development and
decisions.
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A.9 Security Deposits

Section 285 of the Retail Law requires the AERmdude a retail market activities
report in its retail market performance reportsleRi67(1)(g) of the Retail Rules
requires the retail market performance report ttuithe information and statistics on
the number and aggregate value of security depositsby each retailer as at 30 June
each year. This information is to be provided Hgnmence to participating jurisdiction
and to different categories of customers as detexthby the AER.

. Manner and form in which information and Date(s) for Guideline
NECF Requirement . -
data must be provided submission reference
r.167(1)(g) a retail
market activities Number of security deposits held by retailers for
review in a retail residential and small business customers as at tenual S3.28

market performance  end of each quarter

report must include

information and

statistics on the number

and aggregate value of Aggregate value of security deposits held by

security deposits held retailers for residential and small business Annual S3.29
by each retailer as at 30customers as at the end of each quarter

June each year

This indicator will enable the AER to monitor theeuof security deposits held by
retailers for residential and small business custsinSecurity deposits, when
requested by retailers, can be difficult for somsteamers to afford and manage.
Monitoring their use and value will enable the AEERensure that retailers are only
requesting security deposits in accordance witlRiétil Law and Rules and this will
be a helpful input into our compliance and enforeetrmonitoring regime.

The annual collection of quarterly data will enathle AER to identify and monitor
any seasonal or other trends in requests for dgaleposits (for example, increases
in requests for security deposits at particulaesrduring the yearf, over time, the
guarterly breakdown of data does not reveal anyes®or trends, the AER may
consider collecting annual data only.
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A.10 Hardship program indicators

Energy is an essential service, and as such, atetectricity and gas supplies is
considered to be a prerequisite to social partimpaand adequate standards of living.
The Customer Framework obliges retailers to haveddiap policies and programs in
place. These policies and programs aim to prewgstomers from being disconnected
solely due to an inability to pay their energyilThis recognises the potential for
disconnection to exacerbate ongoing financial cifties and have a severe impact on
the health and well-being of affected custontéEhe purpose of hardship policies—
as set out in the Customer Framework—is to idemtifstomers experiencing

payment difficulties due to hardship and to aghkisse customers to better manage
their energy bills on an ongoing ba$ls.

The AER recognises that energy retailers are bssasewith legitimate commercial
interests who can expect energy bills will be garccustomers. The AER also
recognises that hardship policies and programsaatrentended to enable customers
to avoid their energy bill payment responsibilitiBather, they are designed to help
customers experiencing financial difficulty to miaiim access to this essential service,
while allowing retailers to avoid the costs of disnecting these customers who
cannot pay and facilitating recovery of their debise hardship regime therefore
offers retailers and customers the means to resalek of their conflicting
priorities—maintaining energy supply for residehtiastomers and recovery of
payment by retailers:

Section 287 of the Retail Law requires the AERétednine hardship program
indicators. Rule 75 of the Retail Rules requiresitidicators to cover entry into and
participation in the hardship program. It also ieggithe AER to collect information
on assistance available and provided to custommeterihardship programs.

¥ MCE SCO, Decision Regulation Impact Statemeniiational Framework for Regulating

Electricity and Gas (Energy) Distribution and Re&srvices to Customers, p. 57.

s. 43(1), National Energy Retail Law

MCE SCO, Decision Regulation Impact Statemeniational Framework for Regulating
Electricity and Gas (Energy) Distribution and Re&ervices to Customers, p. 58.
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A.10.1 Entry into hardship programs

Manner and form in which information and Date(s) for Guideline

NECF Requirement data must be provided submission reference

Number of customers on a retailer’s hardship
program at the end of each calendar month of thQuarterly S4.1
reporting period in each participating jurisdiction

Number of hardship program customers, in each

participating jurisdiction, that are recorded bg th

retailer as being entitled to receive an energy  Quarterly S4.2
concession, where the concession is administered

or delivered by the retailer

Number of customers ‘denied accéss the
hardship program during each calendar month o
the reporting period, in each participating
jurisdiction

fQuarterly S4.3
r. 75(2)(a)The
hardship program
indicators must cover
entry into hardship
programs

The average energy bill debt for those hardship
program customers who entered the hardship
program during the reporting period, as at the la
calendar day of the reporting period

S(Puarterly S4.4

The number of hardship program customers, as at
the last calendar day of the reporting period, who
entered the hardship program, with an energy bill
debt:

" Between $0 and $500 Quarterly sS4.5
B QOver $500 but less than $1,500
B QOver $1,500 but less than $2,500

= $2,500 or more

Number of customers on hardship programs

The primary purpose of this indicator is to provadbaseline measure of the number
of customers receiving hardship assistance froin teeiler. It will be used to help
interpret the data from other indicators. For exknipwill enable the AER to
calculate the proportion of hardship customerseaeipt of a concession;
successfully completing the program; excluded fthenprogram for non-compliance
etc. By subtracting the number of customers redateexiting the hardship program
(see section A.10.2) from the total number of cortis on the program, we will also
be able to calculate (and monitor) the number sta@uers who entered each
retailer's hardship program in each month.

The AER proposes that for each quarter retailggsrtanonthly data on the total
number of customers on the hardship program. Hgrgsbgrams are the primary

2 'Denied access' is defined as a residential enstovho is referred to the hardship program by any

means (e.g. identified by the retailer or self-iifead by the customer or by a third party) but who
is not accepted onto the hardship program. This do¢include customers who decline to
participate in the program.
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means by which retailers are required to assistarable customers experiencing
financial difficulties under the Customer Framewdrkerefore the AER considers it
important to monitor this area on a regular bagig)out a considerable time lag
between the periods reported and receiving the data

The obligation to have a hardship program, andrteggainst hardship program
indicators, will be new for some retailers. Whasime retailers currently have
hardship programs and report against jurisdictitia@tiship indicators, these have
only been in place for a short period of time.i¢yint of this, we consider it
appropriate to monitor the performance of retaileith regard to their hardship
programs on a more regular basis, particularlyrdytine initial stages of
commencement of the Customer Framework. This eilb ho ensure that customers
are being afforded the proper protections as piestr

Monthly data will enable the AER to more easilyntiy and monitor trends or
changes, particularly in response to events, ssdiuahfires, floods or an economic
downturn, which may impact upon customers’ neecdh&rdship assistance. The data
from this indicator, when considered alongside ottebt and disconnection
indicators, will help to provide a more holisticderstanding of how retailers assist
customers experiencing hardship and payment difigsu

The AER recognises that this data will, to someeixtbe influenced by general
economic trends and the socio-economic profileetdilers’ customer bases. It will
therefore reflect the broader need for hardshifst@sge across residential energy
customers and this context may help to explaindgen the data reported. Some
aspects of retailer performance, as well as theractaken by retailers, will influence
the data reported. For example, retailers’ effortgroactively identify customers
experiencing hardship and the way in which theynwote their hardship programs
(both internally and externally) will have an impao the number of customers on
hardship programs. Similarly, the training providsdretailers to their call centre
staff and hardship teams and how they respondéonial and external referrals to
their hardship programs will also influence theadat

Number of customers receiving concessions on hardsh ip programs

This indicator will provide some insight inho is accessing retailers’ hardship
programs. A customer’s energy concession statuesadily identifiable and easily
available to retailers given that these energy essions are administered by the
retailer and delivered through the customer’s enbily Retailers are also obliged to
advise hardship program customers of availableessiong>

The data reported will largely reflect the persatiedumstances of those customers
on retailers’ hardship programs, rather than théop@ance of retailers per se.
However, actions by retailers to advise hardshqgm@m customers of available
concessions will impact the data reported.

The data will also help to explain the relationshgtween energy concessions
programs and the experience of energy hardshiplsi\ffot all concessions customers
will experience hardship, there may be a higheperion of concession customers

% s, 44(d), National Energy Retail Law
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on hardship programs, reflecting that these custe@r® on a fixed and limited
incomes and may therefore be more likely to expegegpayment difficulties. Also, if
people on hardship programs are experiencing fiabditficulty, but are not able to
access energy concessions, this may raise questions the customers that hardship
programs and concessions schemes are targetingreatder customers are getting
all the assistance available to them.

This data is also likely to be of use to policy mes—particularly those with
responsibility for jurisdictional concessions p@&and programs—and other
interested stakeholders. For example, if the datavs over time that the proportion
of concession customers accessing hardship progsamseasing, this may indicate
that customers on income support are finding itextbificult to manage their
ongoing energy costs. This data may therefore bd as a prompt or evidence that a
review of the appropriateness or adequacy of ensvggessions is required. It will
also highlight the additional assistance providedriergy concessions customers
outside of concessions programs.

Retailers will be required to report quarterly dtéahe AER on a quarterly basis.

This will enable us to monitor the number of custosnn receipt of a concession on
the hardship program as a proportion of the tatahlmer of hardship program
participants. If, over time, the number of concessiustomers accessing the hardship
program remains relatively stable and we considar quarterly data is of limited
value, we will review whether it is more appropeiad collect this data on an annual
basis.

Number of customers denied access to hardship progr ams

This measure will provide data on the number ofa@ugrs who are denied access to
hardship programs by retailers. It will enable asalculate the proportion of
customers who sought access but were not acceptedhardship programs. This will
help to inform an understanding of the accessyhilftretailers’ hardship programs.
Furthermore, when assessed alongside the numbestfmers on, and exiting, the
hardship program, it will provide an indicationtofal demand for hardship
assistance.

The indicator will also provide a measure of aiteta threshold for accepting
customers on the hardship program. For examplghartumber of customers denied
access to the program may indicate that the entaria for that retailer’'s program
are too narrow or stringent. Alternatively it mawlicate the retailer is providing other
assistance outside of its hardship program. Maniathis data will enable the AER
to further investigate and respond to any issuestified. For example, one
stakeholder noted their frustration at retailensyileg customers access to their
programs until contacted by a financial counsedloan ombudsman scheme was
mentioned. We also note that in Victoria during 2Q® it was reported that over
1,000 customers were denied access to hardshipgonsgwith two retailers
accounting for the vast majority of those denieckas’® Regular monitoring of this

2 Essential Services Commission (Victoria), Eneggilers comparative performance report —

Customer service 2009-10, December 2010, p. 11
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data will enable the AER to promptly identify arespond to any concerns that
customers are not able to access retailers’ hgrgsbgrams.

From the data reported by retailers, we will notb&e to ascertaiwhy these
customers were denied access. Therefore, retailktse encouraged to provide
additional commentary to explain any trends indhta reported to the AER. For
example retailers may provide an indication ofgh&portion of these customers who
were offered alternative forms of assistance oatsidthe hardship program and those
who were denied access because they did not neptagrams’ requirements. It is
anticipated that this additional information willform the AER’s and stakeholders’
understanding of where each retailer's hardshignam fits within their business;

how it relates to their debt collection and debhagement processes; and any
relative thresholds of hardship or conditions dfgthey apply.

Consistent with other ‘hardship entry’ indicatonssg propose to collect monthly data
on a quarterly basis. This will enable the AER étedmine the total demand for
hardship assistance on a month-by-month basisCliseomer Framework enshrines
hardship programs as the primary means used hierstto assist vulnerable
customers experiencing financial difficulty. Sigo#&nt customer detriment can arise
for customers not able to access this help. Thezdiimely information on the
number of customers denied access is importantvdhenable the AER to promptly
guery with retailers where higher, or a significanange in, numbers is reported.

Debt on entry to hardship programs

In developing the hardship regime prescribed inGbstomer Framework, the MCE’s
SCO noted that the “benefits to retailers of prongdaccess to hardship programs are
the early identification of customers in potenfiahncial difficulties and thus

enabling the early adoption of payment assistaneasares before substantial debts

accrue™®

Monitoring the amount of energy bill debt customease upon entry into retailers’
hardship programs will reflect how proactive regeslare in identifying hardship
program customers. It will also reflect retaileggheral debt collection and credit
management practices before customers enter thelship programs.

This indicator will be particularly useful to moaitover time and across retailers. It
will allow us to monitor differences in approachdgrerformance across retailers as
well as providing a longitudinal measure of theeextof hardship experienced by
customers.

We consider it important to collect quarterly detahis area because it is likely to be
affected by seasonal trends such as summer andrvieks, which may drive higher
consumption and therefore increase bills and paym@ssures. It also enables
regular monitoring of retailer performance and easlentification of trends in the
data reported, for example to more clearly seentipacts of events such as floods,
bushfires or economic downturn etc.

% MCE SCO, A National Framework for Regulating Etaxity and Gas (Energy) Distribution and

Retail Services to Customers, Policy Response Papee 2008, p 52.
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When comparing data across retailers, this qusibedakdown will enable the AER

to identify good practice approaches which canhages] across industry to improve
the identification of customers requiring hardshgsistance. The AER will also be
able to monitor the performance of retailers’ hamdgrograms in a timely manner.
For example, if customers entering a retailer'sibaip program have much higher
average debts when compared to other retailerg\EHRemay seek to understand the
drivers behind the data reported. The AER could etsisider whether there were any
steps the retailer could take to identify custongamdier, thus enabling the adoption of
payment assistance measures before significant debtue. Alternatively, if a

retailer had consistently lower levels of debt weuld also try to understand why this
was the case and to promote this ‘good practio®sscndustry where possible.

We are also proposing to collect the number ofausts entering the hardship
program within the debt brackets outlined abovas Wil help to explain movements
in the average debt figure reported, given theait be skewed by a small number of
customers entering with very large energy debtss data will also identify how

many customers are entering hardship programsweithlarge energy debts and
allow the AER to track this over time. We recogrtisat as energy prices rise we may
witness ‘bracket creep’ as customers begin acctairgr levels of debt that
correspond with higher bill amounts. When consittgthe data submitted by retailers
we will be mindful of factors, such as energy prises, that may impact this data.
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A.10.2 Participation in hardship programs

NECF Requirement

Manner and form in which information and Date(s) for
data must be provided submission

Guideline
reference

r. 75(2)(b) The
hardship program
indicators must cover
participation in
hardship programs

Number of hardship program customers using

each of the following payment methods, as at the

last day of the reporting period, by participating
jurisdiction

®  Payment plan Annual
®  Centrepay

®  Prepayment meter (PPM)

®  Any other payment method

Average energy bill debt of hardship program
customers as at the last day of the relevant Quarterly
reporting period

Total number of customers who exited the
hardship program as at the last day of each Quarterly
calendar month during the reporting period

Number of customers who exited the hardship
program during the reporting period who:

®  Successfully completed the program or exited
with the agreement of the retailer

®  Were excluded or removed from the program
for non-compliance (for example, where the
customer did not make the required Quarterly
payments, or where they failed to contact the
retailer. This should also include those
hardship program customers who leave the
program because they feel they are not able
to meet the program requirements or
payments requested by the retailer)

B Switched, transferred or left the retailer

S4.6

S4.7

S4.8

S4.9

Payment methods of hardship program customers

The AER is proposing to collect information on ffayment methods used by
customers on the hardship program. This indicattikely to be less influenced by
the actions of retailers and more reflective otteoer choice and preference. As with
monitoring those hardship customers on concessibissindicator will provide some
‘demographic’ information about the payment prefiees of hardship customers. It
may also highlight whether certain types of custanaee more likely to require
hardship assistance, for example those in recégurcessions who use Centrepay,
or those using prepayment meters.

As payment methods are unlikely to vary substdgttatoughout the year, the AER
is proposing to collect annual data on an annusisldar this indicator.
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Average debt of hardship program customers

The average energy bill debt of customers on thesh# program will enable the
AER, and other interested stakeholders, to motti@idebt levels of hardship
program customers over time. It will provide anigation of the outcomes for these
customers in terms of the effectiveness of the@dand assistance offered by
retailers, as part of their hardship program, tp lleem better manage their ongoing
energy bills. For example, if the average debtlle¥eustomers on the hardship
program decreases over time, this may indicatettiggprogram is effective in
helping customers to better manage their ongoiregggmbills.

In our November position paper, the AER also prepan indicator measuring the
proportion of customers on the hardship program ware unable to meet their
ongoing energy costs. While a number of stakehsldepported the measure, most
retailers were opposed to the indicator, claimhnag tt would be difficult and onerous
to report. They also raised concerns that the miatabe skewed by incentive
payments and debt waivers offered by some retaledshat there was significant
risk that the data from this indicator could bemp® misinterpretation.

We are not proposing to include this separate atdicat this time. Instead, we are
proposing to consider trends over time in the ‘agerdebt on entry’ alongside the
‘average debt of customers on the program’. Thispsovide an understanding of
whether the hardship program is effective in asgjstustomers to reduce their
energy bill debts. For example, if the average @élbustomers on the hardship
increases over time, while average debt on eninaies stable, this may indicate that
more customers on the hardship program are stngytpi afford their ongoing energy
costs. Such a result may reflect that the retaileardship program is becoming less
effective and failing to assist customers to affibreir ongoing energy bills.
Alternatively, it may indicate that the retailershen increasing proportion of
customers on their program who are experiencingrobardship and are unable to
afford their ongoing energy costs. As a result,AE&®R will be prompted to explore
with retailers the key drivers behind these treguu$ consider whether any response is
required. In the event that the AER finds that #iisrnative approach does not
provide sufficient information to explain the trenich debt levels reported, we may
reconsider requiring retailers to report on spegifdicators that measure the
proportion of customers on the hardship program areounable to meet their
ongoing consumption costs.

We consider it important to collect quarterly ditathe above indicator because,
similar to the average debt on entry, it is likelybe affected by seasonal peaks and
other events (such as natural disasters, an ecordowninturn etc). Quarterly data will
also enable regular monitoring of retailer perfonceand provide a clearer
understanding of trends in the data over longee fperiods.

Exiting the hardship program

The primary purpose of the indicator is to monaad understand the number of
customers who are exiting hardship programs eactthrand their reasons for
leaving. This additional information will allow th&ER to separately identify and
report on the number of customers successfully ¢etmg hardship programs and
allow this trend to be monitored over time. Comganis across retailers may also
help to identify ‘good practice’ which can thendjered across industry. For
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example, those programs with a high proportionust@mers successfully exiting
would reflect the retailer has been effective ialdimg customers to participate and
reduce their debt so they are better able to mattsgeongoing energy bills.
Furthermore, monitoring the number of customers afgoexcluded from the
hardship program for non-compliance will provideimgiication of whether a
retailer’s hardship program requirements are ta@rauns or stringent.

Subtracting the number of customers who were exclddr non-compliance from the
number of customers on the hardship program wik gin indication of those
customers who are successfully managing their payplans and participating in the
program?® This will reflect retailers’ ability to appropriely take into account their
hardship program customers’ capacity to pay whéabéshing payment plans.

The AER is proposing to collect monthly data oruarterly basis for the total
number of customers who exited the hardship progvehren subtracted from the
total number of customers on the hardship progthis jndicator will also enable the
AER to calculate the number of customers who ezdeh retailer’'s hardship program
each month. Hardship programs are the primary mieamgich retailers will assist
vulnerable customers experiencing financial diffiguTherefore the AER considers
it important to monitor this area on a regular bagithout having a considerable time
lag between the period reported against and rexwgihie data.

The AER is proposing to collect quarterly data loa breakdown of reasons for
customers exiting hardship programs. Quarterly dataenable the identification of
trends or changes in the data and, where apprepttabe promptly queried or acted
upon by the AER. For example, if there is an insesia those excluded for non-
compliance that is out of step with previous pearfance or the rest of the industry,
the AER will seek further information to understahd reasons for the change in the
data reported.

% This analysis will replace the separate indicatethad previously considered to measure hardship

customers’ payment plan success rate (see fullisssen in Appendix B).
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A.10.3 Assistance available to and assistance provi  ded to customers
under customer hardship policies

Manner and form in which information and Date(s) for Guideline

NECF Requirement data must be provided submission reference

Number of residential customers disconnected for

non-payment of a bill during the reporting period,

who successfully completed the hardship prograuarterly S4.10
or exited by agreement with the retailer in the

previous 12 months

Number of residential customers who successfully

completed the hardship program or exited by
r. 75(2)(c) The agreement with the retailer in the previous 12
hardship program months, who were reconnected in the same na
indicators must cover and at the same address within seven days of
assistance available to disconnection

and assistance providedretailers must provide a written summary (up to

to customers under 500 words) on the types of assistance offered and

customer hardship provided to hardship customers throughout the

policies reporting period. Where possible, retailers shouldnnual S4.12
provide quantitative data on the various types of
initiatives and assistance provided to hardship
program customers in the reporting period

m(guarterly S4.11

Retailers mayrovide anonymous case studies
that highlight the assistance provided under thei
hardship program and the positive impact and
outcomes achieved for their customers

"Annual S4.13

Disconnection & reconnection of previous hardship p rogram customers

These indicators will provide a longer-term measifréhe impact of retailers’
hardship programs in helping customers to betteragea their ongoing energy bills.

Retailers acknowledge that customers who succégsfuinplete the hardship
program typically have little or no debt. Upon cdetn of the program, they are
also often moved onto flexible payment arrangemsat$hey can continue to make
regular payments towards their energy bills. Treeg®ns will help hardship program
customers to avoid accumulating further debt anaimmise their risk of disconnection
within 12 months of successfully exiting the pragra

We recognise that participation in a hardship paogwill not always prevent a
customer from being disconnected in future. We edsognise that some customers
who successfully complete a retailer’s hardshigpam may experience a change in
circumstances which results in further paymenidiffies. However, as with other
customers, retailers are obliged to identify thasgtomers experiencing payment
difficulties and offer them assistance. We alsostaer that customers who have
previously successfully participated in a hardgiripgram may be more likely to self-
identify and re-enter hardship programs in the etleat they experience future
payment difficulties. As such, we expect disconioectates for customers who have
successfully completed hardship programs in theipue 12 months to be low.

Customers who successfully complete the prograexivtby agreement with the
retailer are considered able to better manage ¢ingloing energy bill payments.
Therefore they should be at less risk of disconaeatithin 12 months of completing
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the hardship program. As such, we consider thizeta suitable longer-term measure
of the effectiveness of retailers’ hardship proggam

This is a measure of key interest to consumer growup have argued that it supports
the policy intent of hardship programs: to assisse customers to better manage
their energy bills on an ongoing basis. It willajgrovide some insight into the
effectiveness of the advice and assistance retgil@vide as part of the hardship
program.

Collecting information on the reconnection of cusérs who have previously been
on the hardship program will provide a more congfgtture of the outcomes for
these customers. It will enable us to identify pih@portion of customers who are able
to promptly negotiate the reconnection of theirrggesupply.

The AER notes that due to the ability to switclailets in most jurisdictions, data
reported against these indicators may not alwayohbw®lete as it will only capture
those customers that remain with the same refaitek2 months after exiting the
hardship program.

Reporting quarterly data on a quarterly basis enkble the AER to monitor seasonal
trends and changes in the data over time. Quadetky will allow for comparisons
and consideration alongside other disconnectioic@tors proposed (see section
A.6). It will also allow us to understand what pootion of disconnections relate to
customers who were previously on the hardship aragFurthermore, it will enable
the AER to promptly query with retailers where tiega indicates a decline in
performance when compared to either past perforenanacross industry. This will
provide the AER with an understanding of what mayehcaused the decline in
performance and whether any response or changescarieed. If the numbers
reported against these indicators are very lowABR may consider reporting the
data in aggregate.

Summary of hardship assistance & hardship case stud ies

The assistance provided to hardship customerfuisdamental aspect of the retailers
hardship programs. Collecting information and pshihg a summary of the types of
assistance provided by retailers under their hdstograms will give stakeholders
an understanding of the tools retailers are usirggsist customers to better manage
their ongoing energy bills. It will allow retailets showcase their programs; provide
detail on their initiatives offered and the numbécustomers who accessed the
assistance. The information will also provide trgarency to interested stakeholders
about what hardship assistance is on offer frorh egi@iler. This understanding of
retailers’ programs will in turn, provide additidrntext and help explain the data
from other hardship program indicators.

The AER is proposing that retailers provide a writsummary (no more than 500
words) on the assistance they have provided to tiaedship program customers
throughout the year. Retailers should explain Hwey thave assisted their customers
on the hardship program to better manage theiriaggmyments. Where possible,
retailers should provide quantitative data on theous types of initiatives and
assistance provided to customers on the hardsbgrgm. For example, retailers may
provide an indication of the number of customers wiere referred to a concession
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program or financial counselling service; those wise given an incentive payment
plan; those who received energy efficiency advigghsas an in-home energy audit
where offered etc. The AER intends to publish treesamaries in an appendix to our
annual performance report to complement the hgpdsfoigram indicators data.

Retailers will also have the opportunity to subambnymous case studies to the AER
to supplement the information provided on the #&asce offered to hardship
customers under their prografiase studies will provide useful context and more
gualitative information to highlight and promoteoglpractice among retailers. They
will enable retailers to show how their programseheesulted in successful outcomes
and had a positive impact on the customers assiBedAER intends to publish in its
annual performance report a selection of the caskes submitted which
demonstrate good industry practice.

We are proposing to collect annual data on the $asfrassistance offered and
provided to hardship customers as well as anns& studies where retailers choose
to submit these.

27 It should be noted that the submission of casgiess optional and retailers will not be required t

submit them.
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A.11 Distributor performance reporting

In addition to the discussed retailer performarmgmrting obligations the Customer
Framework included obligations on the AER to remort

= the performance of distributors by reference téridhstion service standards and
GSL schemes, and

= the performance of distributors in relation to $ineall compensation claims
regime.

Manner and form in which information and Date(s) for Guideline

NECF Requirement data must be provided submission reference

s.285(d) a report on the

performance of

distributors by

reference to distributor No reporting requirements. n/a n/a
service standards and

associated GSL

schemes

s.285(e) a report on the
performance of
distributors in relation
to the small
compensation claims
regime under Part 7

No reporting requirements. n/a n/a

We do not intend to impose any specific reportieguirements for this report at this
stage.

In reporting on distributor performance by referete distributor service standards
and GSL schemes, the AER will rely wherever possilol information provided to
the jurisdictional regulator or agency responsibleadministration and enforcement
of those standards and schemes. Information gathwréhe AER for the purpose of
administering and monitoring performance underrithstion determinations made by
the AER under the national electricity rules magoabe used for this purpose. Until
such time as jurisdictional responsibility for @@ministration and enforcement of
distributor service standards and GSL schemes endbat existing reporting
arrangements fall away, the AER does not interichfmse duplicate or
supplementary reporting requirements on these msdtiethe purposes of the retail
market performance report.

While uncertainty remains as to which jurisdictiavif adopt the small claims
compensation regime and in what form, we do nosictan it appropriate to consult
on fixed indicators of distributor performance lmstarea. We will initiate
consultation on appropriate performance indicatmrgach compensation regime as
its scope and application is determined. Whereiplaltegimes are settled at the
same time, we are likely to combine such consoltstio reduce any unnecessary
duplication in the consideration of common issues.
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B.

Summary of issues raised in submissions

Issue raised

AER response

Frequency of retailer reporting

Submissions from regulated entities largely opposed
guarterly reporting stating not only was it too ttpand
onerous, that no benefits had been demonstrated.
Further, some submissions considered that quarterly

reporting went beyond what was required and enesagisefulness of early identification of any changeseasonal trend in the indicator tg
by the Customer Framework. Retailers also contendedhcilitate timely response by the AER, regulatetities, and other retail market

that monthly data intervals were not required, &s d
disaggregated by each quarter was adequate td reve
seasonal trends.

Other stakeholders preferred quarterly reporting
focusing on the benefits and positive outcomes sagy
would flow from quarterly reporting. Such benefits
included: more timely identification of systemisu®s
or seasonal trends that have a material impact on
consumers; allows for better forward planning for
consumer representative groups, and facilitatesra m
timely response from consumer representative group
which enhances their ability to advocate.

The AER maintains that there is significant benefithe quarterly collection and

reporting of data and information pertaining totaier indicators. In deciding whethe

quarterly or annual collection and publication afalis more appropriate, the AER
had regard to several factors, including how alttbe indicator is to customers; th

stakeholders; and whether the information or datguestion is more likely to be
anformative from year-to-year or within a year.

In developing the draft guideline we have also malkéo account the need to weigh
these benefits against the cost or complexity 8éction, analysis and submission
the relevant information and data by regulatediestat the relevant interval to
ensure that the appropriate balance of costs amefibeis achieved.

The frequency of reporting that will apply to eaxfltthe AER’s proposed indicators
has been considered on a case-by-case basis.&onssfor each decision on this
issue are explained in Appendix A.

S

Of
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Issue raised

AER response

Retail Market Overview — Market Structure

Several submissions confirmed retailers’ capaaity t
report on the proposed market overview indicatart)
some commenting that new systems may need to be
introduced to enable reporting in accordance wién t
new requirements under the Retail Law and Rules.

The AER will continue to work with retailers andhet stakeholders to refine and

clarify reporting requirements, to ensure thateysthanges can be made in time for

the 1 July 2012 transition, with minimum disrupti@nbusinesses.

Stakeholders questioned the need for the AER feao
the number of small market offer customers andelarg
customers on standard or market retail contrastthea
majority of customers in these categories will be o
market retail contracts.

The AER has removed the requirement for retailereport against the small mark
offer customer category, and these customers wil be reported only within the
small business customer category. In its placeyil@equire retailers to tell us
whether or not they offer small market offer cuséorstandard retail contracts, or
only market retail contacts. This change will siifypthe customer categories that
retailers will have to maintain, and is intendedang@rove our ability to interpret
customer number data.

We understand that small market offer customersisumally offered market retail
contracts, and so have removed the category.ritlatd contracts are offered to sm
market offer customers by a number of retailersyvag reintroduce the category in
the future.

all

Retail Market Overview — Energy affordability

The AER’s proposal of a targeted energy affordgpbili
essay was supported.

The AER will publish an annual targeted essay seudy on a particular issue
relating to energy affordability. This essay williplement the affordability
information that will be presented consistentlylegear.
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Issue raised

AER response

Submissions suggested that the AER publish an
additional, annual research project (separatego th
targeted affordability essay/case study).

At this stage we do not consider there is a spen#ged to commit to further annual
research project as part of the retail performaapert. If, from time to time, the
AER identifies a need to commission studies of tlaire to support its functions
under the Customer Framework, we may do so asabe arises.

The disaggregation of small business, rural/redjcarad
metropolitan customers for the purposes of theggner
affordability report was suggested, as the distnct
between the experiences of different customer etaiss
not always clear.

The AER will report separately on small business r@sidential customers by
jurisdiction. We do not intend to report on specigions, as available data source
do not reliably support disaggregation to that leMewever, issues specific to a

particular region or category of customer may bengxed in a detailed case study

2S

An affordability benchmark should be included ie th
AER'’s affordability report to monitor changes in
affordability over time.

We maintain the view that an assessment of thisr@as likely to be highly
subjective and largely dependent on factors exkéonenergy retail market
performance. We consider the approach outlinetigngaper, including the
development of price indexes, will enable interégtarties to determine the amoun
of income customers spend on energy, and identiyycaanges over time, without
the need to specify an affordability benchmark.

Retail Market Activities Review — Customer service

Stakeholders who commented on these indicators w
generally supportive. However one retailer arguned t
the proposed indicators would provide limited imsig
into a retailer’s level of customer service and ldawt
be effective in measuring the customer servicesdedd
by retailers.

e maintain the view that the proposed call cepérormance indicators provide @
good overall measure of retailers’ performance ngigg the quality of service they
provide to customers. They focus on one of theik®yfaces between retailers and
their customers, are well established and alméstalcurrently collected and
reported in participating jurisdictions.
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Issue raised

AER response

It was suggested that the AER should commit to a
regular qualitative assessment of retailers’ custom
service performance, particularly when the data
indicates that there might be an issue with ratlile
performance in this area.

We will consider the need for undertaking qualMatassessments of retailers’
customer service performance on an ad-hoc basisyarly when the data reporte

identifies issues or concerns. This could inclddeexample, an independent survey

of retailers’ performance in handling calls fronstamers.

o

One retailer noted that it is unable currentlygparate
call centre performance data for its electricitater and
wastewater services.

The AER is working with retailers to ensure thatadean be collected and reported
a comparable and a consistent manner, in accordeticéhe guideline.

in

Retail Market Activities Review — Complaints

It was suggested that an additional customer servic
complaint category would also provide meaningful
information.

We maintain the view that there is likely to be siderable overlap between
complaints recorded in the customer service cayegad complaints recorded in thg
relevant ‘issue’ category. Most complaints madestomers about a particular

issue will also involve an element of dissatisfactwith the level of customer servi¢

received. Complaints which solely relate to custosagvice will be recorded under
the ‘other’ complaints category.

A concern was raised that collecting information on
complaints from retailers will involve material
additional costs and may have a negative impact on
customer service delivery timeframes if additional
records are required to be generated by customécese
staff. It was also argued that drawing comparisons
between retailers based on complaints statistorseak

potentially unfair. It was suggested that ratient

Monitoring complaints data from retailers will pide an indication of the total
number of complaints made to energy retailers. Reygponly on complaints made
to energy ombudsman schemes will not provide aufullerstanding of the overall
number of complaints made by customers, as nguatbmers will decide to
complain, or be aware that they can complain, torabudsman scheme. We inter
to compare retailer complaints data with complaitatta from energy ombudsman
schemes to gain an understanding of how well ssahandle the complaints they

1%
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Issue raised

AER response

collecting the information directly from retailetbe
AER should look to the issues that go to the energy
ombudsman schemes and compare retailers on that
basis.

receive.

In response to concerns raised during the forum in
November 2010 regarding the accuracy of ombudsm
complaints data, EWOQOV noted that members of the
Australian and New Zealand Energy Ombudsman
Network (ANZWEON) are committed to registering
issues consistently.

The AER is currently liaising with energy ombudsnsahemes to determine the
amost effective ways to compare complaints data fretailers with that from
ombudsman schemes across the various jurisdiabio@sconsistent basis.

Retail Market Activities Review — Handling customes experiencing payment difficulties

Customer energy bill debt levels

Consumer groups supported the debt indicators.
However, retailers expressed concerns about the
indicators suggesting it will reflect the compasitiof
their customer base and not their ‘performance’.
Furthermore, they argued they do not have contret o
the level of debt carried by their customers aredaaly

able to provide assistance when the customer estifi

We acknowledge that the level of debt that indigldtustomers can support or
sustain is likely to vary depending on their indival and personal circumstances.
However, the Customer Framework makes clear tteaitdégntification of customers
experiencing hardship or payment difficulties imatual obligation on both retailers
and customer® The MCE has highlighted that: “self-identificatiby customers is
recognised as a common means of identifying. Howeetailers should have
processes in place to identify customers in paaéhardship and offer assistance to

% 5, 44(a), National Energy Retail Law
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Issue raised

AER response

them that they are experiencing difficulty payihgit
energy bills.

Retailers considered these debt indicators arsdaral
policy’ purposes and the data should not be used to
assess retailer performance in any clear and megasur
sense. Some retailers in particular queried theevaf
collecting energy bill debt information for small
business customers.

those customers. This includes responding to iaternd external referrals to move
customers onto a hardship programThe AER further notes retailers have
previously suggested to the MCE that the “onus lshbe on the customer to conta
the retailer and inform of difficulties making pagnt”. In response, the MCE has g
out that “under the NERL retailers and customeketamshared responsibility in
identifying when a customer is experiencing paynufficulties due to hardship™

We consider energy bill debt (that is owed for @@slor more) to be an appropriat
proxy measure for customers experiencing payméintwdties. Monitoring these
debt levels will provide a valuable indication bétnumber of, and extent to which,
customers are experiencing payment difficultiedhieir energy bills. Monitoring
the debt levels of small business customers walViole a useful data set for the
AER'’s affordability report and will allow some undéeanding of the experience of
these customers in managing their energy bills.

These debt indicators will also provide importaetadl to explain key factors
relevant to the levels and trends in the performarfaetailers® In particular, they
will provide context against which to assess retailresponse and the level of
assistance provided to customers who are expenigpeyment difficulties. For
example, if a retailer has a high number of custsnredebt and a small number or

ot
et

D

payment plans, the hardship program or using Ceayrehis may indicate that the

29

Ministerial Council on Energy (MCE) Standing Comteét of Officials (SCO), Policy Response Paper, 2068, pg 53:

http://www.ret.gov.au/Documents/mce/ _documents/MEEO National Framework20080613111731.pdf

30

MCE’s SCO, Responses to Key Issues Raised byBtéders on the Second Exposure Draft of the NatiBnergy Customer Framework, September 2010, Atteat

1 pg 2:http://www.ret.gov.au/Documents/mce/_documents/202@bulletins/N0.%20183%20-%20Response%20t0%20Ssim&620-%20NECF. pdf

3L 1. 167 (2), National Energy Retail Rules
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Issue raised

AER response

retailer is not proactive in identifying customesgperiencing payment difficulties, @
providing its customers with appropriate assista@maversely, a retailer with fewe
customers in debt may have fewer customers whoeasving assistance from the
retailer reflected in lower numbers of payment platt.

Retailers were concerned that the indicators wbeld
onerous to collect and would require changes tio the
systems.

The AER did not receive any detailed informatiaonfrretailers on the difficulties o
costs associated with reporting this informatiore léve invited retailers to meet

with us to better understand their businesses hisgdtems to ensure that they can
report against these indicators in accordance tvetguideline.

Some respondents expressed concerns that the AIER
only provide commentary or information on the data
reported in aggregate, if there are trends in #ia.cA
further concern was that a lack of comment in thiglip
report could imply that no examination or analysfishe
data has been undertaken.

R he AER maintains that all data provided by retaifer the purposes of the
performance report will be examined and analyseldeMY appropriate, the AER wil
provide commentary on the data, including aggredata, reported in its
performance reports.

= =

Centrepay

Consumer groups strongly supported the inclusion o
this indicator. Some retailers did not support its
inclusion. They consider that as the Retail Rutegiire
retailers to provide access to Centrepay, it ischesr
what performance indicators will establish beyond
retailers reporting any compliance breaches inahes
and datasets that Centrelink may already maintain.

[ Centrepay is a useful tool to assist low incomeéausrs to maintain regular
payments towards their energy bills. This indicatdl be used, in conjunction with
other indicators, to assess the effectivenesssidtasce provided to customers
experiencing payment difficulties. Furthermore, itdicator will enable the AER
and other interested stakeholders to monitor tke a@ of this payment option and
will also provide an indication of how well Centegpis being promoted as a
payment option by individual retailers.
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AER response

Flexible payment arrangements

Consumer groups expressed concerns that the AER
not proposed to collect information on the prowiscd
flexible payment arrangements. They argued that
indicators on customers using flexible payment
arrangements could provide further information loa t
level of assistance retailers extend to their gusts.
Furthermore, collecting data on flexible payment
arrangement defaults and terminations will pro\ade
useful indication of financial hardship. For exammn
increasing number of terminations may suggestahat
larger proportion of customers are finding it ditfit to
budget for their energy bill payments.

hEse AER is not proposing to include indicators relgag the use of flexible paymen
arrangements. As set out in the position papecamsider that many customers us
flexible payment arrangements for budgeting reasoisconvenience, rather than
because they are experiencing payment difficulfiégrefore monitoring their use
(and terminations) is less likely to reflect howaikers handle customers experienc
payment difficulties.

Instead, we are proposing to monitor the numbeustomers on a payment plan a
the number of customers who had their payment gmsinated for non-

payment/default. To ensure that these indicat@saageted at customers

experiencing payment difficulties, the AER is prsjmgy to define ‘payment plans’ a
those payment arrangements established where shenoer is paying off arrears in
addition to their ongoing consumption costs. ‘Pagtpans’ should therefore cons
of at least three instalments and exclude customleosare using a ‘flexible paymern
arrangement’ for convenience or budgeting purposes.

Billing and notice path indicators

Consumer groups did not support the AER’s proptusa
not collect information on bills and notices issuEdr
example, the number of bills issued; the numbediltsf
payed on time; the number of disconnection warning
notices issued etc. They argued this informationldo
add value as longitudinal data on where customays p

lWe are not proposing to include the indicators sgtgg on billing and notice pathg
as many customers may intentionally delay paymetiteir energy bills. We
therefore consider that the number of remindercestor disconnection warnings
issued by retailers is unlikely to be a reliablgecion of the extent of customers
experiencing payment difficulties or of retailerfgemance.

in the billing path will indicate changes in energy

We are also not proposing to include indicators itooing the number of estimated

—+

ng

wn

St

—

45



Issue raised

AER response

affordability and the relative effectiveness ofrkdr
engagement with customers.

Consumer groups also argued that the AER should
collect information on the number of estimated acts
as it is relevant to billing and credit management.
Estimations can result in a customer receivinggela
“catch up” bill once an actual meter read is takidmese
unexpected larger accounts may cause temporary
payment difficulties for customers.

may not always result in payment difficulties, é&ample where bills have been ov
estimated and the customer receives a credit dreceéter is read.

Instead, we have proposed a number of other iratigasuch as the debt, payment
plan and disconnection indicators, to understagads in energy affordability and
retailer engagement with customers, in additioauorequirement to produce an
annual report on energy affordability

bills issued. Estimated bills are more likely tfleet access to customers’ meters and

er

Payment plans

Consumer groups strongly supported the proposed
payment plan indicators.

Retailers had some concerns, claiming the AERirgyus
these indicators as a proxy measure for payment
difficulties. Retailers argued this is not justifia as
many customers without payment difficulties use
payment plans for convenience.

Retailers also noted that a number of customers hav
their payment plans rolled over each year. As altrés
is difficult to determine whether customers areaon
payment plan for flexible budgeting purposes or tdue
financial difficulty.

The AER considers that its definition of paymerand will ensure that only
customers who are on a payment plan because ofgrayifficulties will be
captured under this indicator. Our definition dpayment plan’, set out in the

5 Performance Reporting Procedures and Guidelindisjited to payment
arrangements established where the customer ingaffi arrears in addition to thei
ongoing consumption costs. ‘Payment plans’ shcuddefore consist of at least thre
instalments and exclude customers who are usifigxable payment arrangement’
for convenience or budgeting purposes.

Therefore, reporting in accordance with the gurdelvill exclude those customers
using flexible payment arrangements for conveniemdaudgeting purposes. The
AER notes that this approach is consistent witherurjurisdictional reporting on
similar payment plan indicators.

-

e
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Issue raised

AER response

Consumer groups noted that the arrears component
payment plans should refer to any overdue amouht 3
not be restricted to historic debt (debt that BO>days
overdue). Furthermore, they consider that the payme
plan indicators should measure the number of custe1
with a payment plan, as opposed to the number of
payment plans.

inndicators has been clarified.

f@he AER agrees and the definition of debt with rdga payment plans and the

Some consumer groups argued that the AER should
collect data on the number of payment plans offéved
small business customers. They consider that ttze da
would reflect the positive steps taken by retaiters
assist small businesses with payment difficulties.

The AER maintains that view that as retailers areobliged to offer small business
customers payment plans under the Retail Law oe$fuétailers should not be
required to report on the number of small busimessomers on a payment plan.

Retail Market Activities Review — Prepayment meter§PPMSs)

The two retailers who have PPM customers—Aurora
and Ergon Energy—noted that the majority of PPMs
currently installed do not have the ability to regpm
self-disconnections. Newer PPMs, however are table
report some data on self-disconnections, but they a
unable to record the full details of every instantself-
disconnection. For example, when customers self-
disconnect for short periods a number of times betw
card insertions.

Ergon Energy noted that all of the PPMs currentlgperation in Queensland
(~4,000) are installed in remote parts of Queemstard only a small number (~300
of these PPMs are connected to the national etegtgrid. It further noted that thes
PPMs use older technology and therefore are nettalieport self-disconnection
data. Aurora has also advised that the majorifyRifis installed in Tasmania
(~37,500) use older technology and do not havéuhetionality to report self-
disconnection data. However, the newer technoldM$used in Tasmania (~1,50
and South Australia can record self-disconnecteta,dvith some limitations. In
particular, these newer PPMs will record a seltalection in some cases where
there is no actual interruption to the customeesgnsupply. For example, a self-
disconnection event will be recorded by the meteenva customer runs out of cred

47
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Issue raised

AER response

before the customer invokes the meter emergendcit ¢egility as well as when the
PPM has no credit (including emergency credit) lawée. In both of the
circumstances mentioned above there will be amruqtdon to the supply of energy
However, a self-disconnection event will also beorded when the meter’s credit
expires during a period of prohibited disconnectiamd there is no interruption to
the customers’ supply. The number of self-discotioes reported by these meters
may therefore be overstated in some instances.itedhlys limitation with the data,
we consider that monitoring the total number of-dedconnection events will assist
us in understanding the extent of self-disconnaaticross PPM customers and trer
in self-disconnections over time.

nds

Aurora advised that new PPMs record the duration of Given the inability for newer technology PPMs toawl the duration of individual

self-disconnection events any time when there is an
interruption to the supply (including the time befa
customer invokes the emergency credit). It cladifieat
the duration of the individual events is not reeard
rather a cumulative total duration of minutes aipgly
will be recorded for those self-disconnections that
occurred between the two card top-ups (when data is
transferred from the meter to the retailer).

self-disconnection events, we are no longer progp have an indicator monitorir
the number of self-disconnection events acrossifft time bands (as proposed in
the Position Paper). We consider that monitoriregaterage duration of self-
disconnections will be a critical measure in thisaa

It was argued that the reason for a self-disconmect
may not always be clear and some self-disconnestio
can occur for reasons other than payment diffiesllar
hardship. For example, PPMs may be installed in

nclear. However, monitoring changes in the averagatwn of self-disconnections

We recognise that the reason for a customer’'stsgtibnnection may not always be

alongside trends in the number of self-disconneat\eents and the number of

g

customers self-disconnecting will allow us to gaibetter understanding of the exts

32

In accordance with r.129 (3) Retail Rules,fbgod of prohibited disconnection refers to amyetiafter 3:00pm on a week day or over the weekend.
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Issue raised

AER response

holiday homes that are used infrequently and tbesef
these customers may self-disconnect deliberately.

of self-disconnection and the experience of PPMsorners over time. It may also
assist us in understanding possible drivers beti@dverage duration. For exampl
if the data provided by a retailer indicates amease in the average duration of se
disconnections we may seek further information ftomretailer to understand wha
may be causing this and what impact may be att&thtd holiday houses and other
premises which are not occupied for long periotroés.

Ergon Energy argued that reporting on the proposed
PPM indicators for customers in Queensland will not
yield meaningful results because the PPMs curremtly
place are not able to report any self-disconnecatata
and there are too few customers to gain robust and
meaningful trends. It also raised concerns thatntey
on all the indicators proposed will require them to

replace the older PPMs with newer meters, whichleva
impose significant upfront and on-going costs.

Retailers will be required to report self-disconiat data only when the PPM
systems they have in place have the functionalitgtord and report self-
disconnections.

V]

Some stakeholders suggested reporting on the nuoht
PPM customers that self-disconnect three or maredi
in any three month period for longer than 240 nmesut
on each occasion. They argued that this will pre\ad
indication of the number of households that are
repeatedly running out of credit and finding itfidifilt

to maintain a continuous electricity supply.

n&k/e are not proposing to report on PPM custometssiii&disconnected three or

We consider the effectiveness of this indicatomionitoring self-disconnection rate
may be limited as it may not provide a represevegticture of the extent of self-
disconnection across all PPM customers. Monitottregnumber of customers self-
disconnected alongside the number and the duratiself-disconnection events wil
provide a more complete understanding of the exikself-disconnections. We alsc
propose to monitor the number of PPMs removed dwestomer payment
difficulties.

more times in any three month period for longentB40 minutes on each occasior).

— =—h (D
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AER response

Reporting on the number of PPM concession custon

who have self-disconnected was also suggestedj givePPM customers receiving an energy concession. WWietammathe view that it may be

that concession recipients are living on low inceraed
may be more vulnerable to hardship—and possibly t
disconnection—than others.

bcustomers by considering the total number of seléahnections in light of the

alge are not proposing to separately monitor the rarmbself-disconnections for
possible to attribute the number of self-disconieacevents for concession PPM
proportion of PPM concession customers. If, howedata received indicates that

PPM concession customers are more susceptibléftdiseonnection, we may
consider collecting additional data in this areéuiire.

Retail Market Activities Review — Disconnections &econnections

Retailers did not support some of the proposed
disconnection and reconnection indicators, argthag)
they do not reflect retailer performance. In paitc,
retailers consider that monitoring multiple
disconnections within 24 months generates assunmgpt
that retailers are failing to detect payment diffies if
a customer is disconnected in these circumstances.
Retailers argued that this assumption is unfagoase
customers may be unwilling to engage with theiaitet
and admit payment difficulties and that disconraacti
may be the only way to prompt engagement.

Conversely, consumer groups strongly supportecethesThe AER recognises that, on occasion, it may WHecdit for a retailer to engage wit

indicators. They believe it will provide an indicat of

The decision to disconnect a customer is solelydhthe retailer. The decisions that
retailers make about which customers to disconmedtwhen they are disconnecte
will reflect their debt management and risk pokgithe training of their call centre
and credit staff, as well as how their hardshipgxed and programs operate. When
examined alongside the hardship program and paydikfictlties indicators, the
disconnection indicators will provide an indicatiohhow retailers balance the
competing priorities of ensuring customers remairspply and preventing the
accrual of further energy bill debt. They will alsontribute to the AER’s
understanding of retailers’ ability to identify aadsist customers experiencing
financial difficulties and the extent to which amsters are referred to the hardship

team and therefore able to avoid disconnection.

L

some customers. However, the Customer Framewotkiars the principle that the
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AER response

the extent of customers in ongoing payment difficul
and customer vulnerability. It will also provide an
understanding of whether more vulnerable custorer
being disconnected from their energy supply.

disconnection of a hardship customer’s premisesaa@ inability to pay energy

sthe disconnection of customers in hardship or agpeing payment difficulties
unless the retailer has used its best endeavogmntact the customer and offer
payment assistanééGiven these obligations, retailers should usenailable
measures to contact and assist customers befa@ndiscting them. We are therefa
of the view that disconnections should not be usednergy retailers as a mechani
to prompt or induce customer contact before akkotptions have been exhausted

The primary purpose of the indicator measuringiinaber of customers
disconnected more than once in a 24-month peritmlunderstand the extent of
customers with ongoing payment difficulties as veallretailers’ ability to identify
these customers and provide appropriate assistiheeCustomer Framework
obliges retailers to have processes in place tatiilgecustomers experiencing
payment difficulties. Retailers are also requireaffer payment plans and have

The Ministerial Council on Energy noted that onehaf benefits of hardship
programs is that it allows retailers, and energgt@mers, to avoid costly
disconnection and reconnection cycl2Monitoring the number of customers who
are disconnected multiple times will provide someerstanding of the extent to
which this benefit is being realised.

hardship programs to assist customers with anlibatm pay to avoid disconnection.

bills should be a last resort optidhEurthermore, the Customer Framework prohibits

3 5. 47, National Energy Retail Law

3 r.111(3)(c), National Energy Retail Rules

MCE’s SCO, Decision Regulation Impact Statemen8]RIA National Framework for Regulating Electycétnd Gas (Energy) Distribution and Retail Services
Customers, pg 57 and 5&tp://www.ret.gov.au/Documents/mce/_documents/Gyti20Market%20Reform/decision_ris_necf.pdf
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AER response

Some retailers did not support collecting the nunabe
hardship program customers disconnected and
reconnected. They argued that the purpose and
usefulness of the indicator is unclear becauséga™r
‘low’ figure in itself has no meaning. They congidleat
the key question is whether a retailer’'s hardshggmam
is compliant with regulatory obligations and suiatly
resourced.

Consumer groups strongly supported the indicators
suggesting that they would indicate the extent of
customers in ongoing payment difficulty and custome
vulnerability. They consider that the rationale for
reporting these indicators is to ensure that diseotion
for non-payment of these customers is a last resort

The Retail Law states that de-energisation of lapdsustomers due to inability to
pay energy bills should be a last resort optfofiherefore, as noted in the issues
paper, the AER anticipates that the number of lipdsustomers disconnected
would be very few. As a result monitoring perforroarn this area will provide a
ready check for us, retailers and other interestakieholders to ensure they are
complying with this obligation. If high numbers asported, for example, it would
signal that further information or investigatiorréxjuired to understand how retaile
were complying with this obligation.

L

Retailers sought clarification on whether the iatic
would include customers on the hardship program w
have not been exited back to normal credit conastio
because the retailer has been unable to contact the
customer, or the customer is unwilling to work with
the program.

Any customer who is on the hardship program anchbabeen returned to the
haormal billing cycle at the time of disconnectidrosld be included in this indicator

It was argued that it is not clear what inferenae be
drawn from data regarding disconnection/reconngactic

We maintain the view that it is an important to mondisconnection/reconnection

D rates amongst customers in receipt of energy ceimes These customers are mo

e

% 5. 47, National Energy Retail Law
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AER response

of concession customers. It was suggested th&iethe
guestion is whether retailers are both properlyliaznga
customers of their concession entitlements and
disconnecting in accordance with the Customer
Framework.

likely to be on limited or fixed incomes and magtéfore be more likely to
experience payment difficulties or financial haigsi survey cited by the
Productivity Commission showed that 53 per cenmespondents who experienced
disconnection from an essential service had beenamme support when
disconnected’

This data will indicate whether the proportion ohcession customers being
disconnected for non-payment is increasing ovee omwhether these customers
account for a large proportion of the total numdsiedlisconnections. This likely to be
of interest to stakeholders in understanding thectfeness of the assistance
provided to concession customers.

A retailer argued that collecting information o th
reconnection of customers within seven days of
disconnection implies that if there are a high nanddf
reconnections, the original disconnection was irexr
As such, it is not possible to make a clear asseissaf
retailers’ performance using this indicator.

Consideration of the number of reconnections cawig within seven days of
disconnection will not, in isolation, provide ardication of whether or not retailers
are appropriately disconnecting and reconnectisgocoers. In order to make such
assessment, the data from this indicator will rtedsk considered alongside a
number of other indicators proposed. For exampéeywould examine disconnectiof
and reconnection indicators together with thoseitodng hardship programs,
customer debt levels and the handling of customeosriencing payment difficulties
This will provide a more holistic picture of thesgstance being provided by retailer
to assist customers with an inability to pay toidwbisconnection. We will also
consider any ombudsman data regarding complaions éustomers about being
improperly disconnected or where they are unablenegotiate their reconnection.

1372
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This information will provide further context todflata and enable the AER to make

37

Productivity Commission Inquiry Report, ReviewAafstralia’s Consumer Policy Framework, April 2008] 2
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a more informed assessment of retailer performantigs area.

Retail Market Activities Review — Concessions

Reporting on instances where retailers did notyappl
concessions to customers’ accounts was suggested.
Whilst the AER noted this will be better identified
through complaints from affected customers, it was
argued that it is difficult to rely on customer qolaints,
as some may be unaware of their right to complain.
Furthermore, it was noted that in some instances th
concession may not show on a customer’s bill and

customers may therefore not know when to complain.

We maintain the view that any issues or conceris kgtailers not applying
concession to customers’ bills will be better idged through complaints from
affected customers rather than through a separditeakor. Under the Retail Rules,
retailers will be required to include on customdidls any amount discount&tso
customers will be able to identify whether theincessions have been applied or n

Retail Market Activities Review — Security deposits

One retailer argued that there is limited value in
collecting information regarding security deposits
commenting that this is a function of customergdir
history.

The AER is required under the Retail Rules to reporthe number and value of
security deposits held by retailers. This indicatdl highlight any differences in
performance and approaches to the use of seceqitysits across retailers and ove
time. It enable the AER to ensure that retaileesanly requesting security depositg
accordance with the Retail Law and Rules and walabhelpful input into our
compliance and enforcement monitoring regime.

38 Under r.25(1)(P) Retail Rules, retailers mostude on a customer’s bill any amount deductegtjited or received under a government funded engrggge rebate,

concession or relief scheme or under a payment plan
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AER response

Some retailers did not support reporting on the loem
and aggregate value of security deposits heldofoger
than 12 months for residential customers and 24tinso
for small business customers. They argued that this
indicator is not explicitly required by the RetRilles.
One retailer also argued that the policy ratiomaleot
clear, nor is the indicator likely to be meaningttl
guestioned what a ‘high’ figure would represent and
suggested that including this indicator will resalan
increased reporting burden and data storage costs.

We are no longer proposing to report on the nurabdrvalue of security deposits
held for longer than 12 months for residential oostrs and 24 months for small
hbusiness customers. Under the Retail Rules, regale obliged to return security
deposits within 12 months for residential custonaard 24 months for small busine
customers? We are proposing to monitor the timely return eéisity deposits as
part of our compliance framework, for example, tlglo targeted provision letters.

Hardship program indicators

Many retailers raised concerns that the objective o
hardship programs is unclear. They argue this has
resulted in the inclusion of indicators that go &y
what retailers are required to do under the Custome
Framework and this sets unrealistic expectationsiab
what can be achieved through their programs. In
particular they raised concerns with how their
‘performance’ regarding the need to balance comget
priorities of reducing customers’ debt, keeping

The purpose and objective of hardship policieshiegs consulted on and establish
as part of the development of the Customer Framiewdnis is evident in the
Regulation Impact Statement (RIS) published byMI@E's Standing Committee of
Officials (SCO). When recommending the implemepotatf these hardship
obligations the RIS states that a retailer’'s haplplogram is “required to have the
explicit aim of assisting hardship customers in agang their current and future
payment obligations* This aim has been enshrined in the Retail Lawctvstates
that “the purpose of a retailer’'s customer hardglailicy is to identify residential

ed

customers experiencing payment difficulties dukaadship and to assist those

39
40
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r.45(1) Retail Rules
ss. 43(1) & 47, National Energy Retail Law
s. 47, National Energy Retail Law
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repayments low, and not disconnecting customeis w
be interpreted from the indicators.

Conversely, consumer groups who responded
considered that the proposed hardship program
indicators supported the policy intent and purpafse
hardship programs specified in the Retail L'&Whey
suggested the objective of these programs is tetass
customers avoid disconnection and help them match
their capacity to pay with their ongoing energytsos
This is supported by the minimum requirements for
hardship programs outlined in the Retail L&w.

lcustomers to better manage their energy bills oongoing basis*’

The MCE SCO'’s Policy Response Paper sets outhibatadtional hardship
framework was not designed to be overly prescrptinstead, a number of core
elements of the framework have been outlined irRétil Law to ensure that the
hardship programs effectively meet the specifieldtp@bjectivefm The minimum
requirements include processes to identify custeragperiencing payment
difficulties due to hardship, processes for eagponse by the retailer, flexible
payment options and energy efficiency assistanEerthermore, hardship program
are required to give effect to the general prireciplat disconnection of premises of
hardship customer due to inability to pay enerdig should be a last resort optith.

As a result, the AER considers that in assistirgjamers to better manage their bil
on an ongoing basis, retailers’ hardship programosilsl strive to assist customers t
achieve, as far as possible, a more sustainal@édéenergy consumption that is
matched to their capacity to pay. This in turn \agkist customers to reduce their
energy bill debt and avoid disconnection.

[72)

a

The RIS states that “to ensure retailer compliamitie [their hardship] obligations
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s. 43(1), National Energy Retail Law

S. 44, National Energy Retail Law
r. 47, National Energy Retail Law

r. 75, National Energy Retail Rules

MCE SCO, Decision RIS: A National Framework fardrlating Electricity and Gas (Energy) Distributiamd Retail Services to Customers, p. 63.

MCE SCO, A National Framework for Regulating Etmity and Gas (Energy) Distribution and Retaihn8ees to Customers, Policy Response Paper, Jub p054.

MCE SCO, Decision RIS: A National Framework fardrlating Electricity and Gas (Energy) Distributiamd Retail Services to Customers, p. 63.
MCE SCO, A National Framework for Regulating Etmity and Gas (Energy) Distribution and Retaihn8ees to Customers, Policy Response Paper, Jud& p055.
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the AER will be required to monitor compliance witle requirements and to
develop and report on a range of hardship indisaféiThe MCE Policy Response
Paper suggests when developing the hardship imdégcdhe AER should have rega
to hardship indicators established in jurisdictidrameworks”*® In developing the
proposed indicators, the AER has also consideradtbgractically measure wheth
retailers’ policies are identifying customers wityment difficulties and assisting
them to better manage their energy bills on an mrggloasis.

The Retail Rules require the hardship program atdis to cover entry into and
participation in the hardship program. It also rieggithe AER to collect information
on assistance available and provided to custonteterihe hardship prograthWe
consider that the proposed indicators reflect thegairements. For example,
indicators on the number of customers on the hgggsloagram and denied access t
the hardship program, as well as debt upon entoytive hardship program provide
an understanding of entry into and accessibilitiiaship programs. Similarly
monitoring the debt of all hardship program custmrand those customers exiting
the hardship program will provide an indicationcastomers’ participation in the
hardship program. Finally, disconnections and raeations within 12 months of
successfully completing the hardship program, dbageetailers reporting on
initiatives to help customers under their prograneets the requirement to monitor,
assistance available and provided to hardship mest Other indicators will help
provide an understanding of the experience andactexistics of hardship program
customers such as payment methods used by thesenens and the number
receiving an energy concession.

Retailers consider that many of the indicators pseqa
by the AER are not demonstrably a measure of the

The AER recognises that a small number of the wegdndicators will reflect
customer demographics and payment preferencesstifaars on the hardship

rd
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effectiveness of a hardship program or retailers
performance. They suggested that indicators tleat ar
largely influenced by customer behaviour and
demographics and should not be called ‘performance
indicators’, but referred to as ‘supplementary data

program rather than retailer ‘performance’. We hssaght to highlight in our
discussion of each indicator where this may becfse and in these instances the

2 have also sought to draw out for each indicat@ gllements of retailer performanc
and the actions taken by retailers that will infloe the data. In all cases we have s
out our reasons why we think the information shdaddncluded in the reporting
requirements. This has been set out in the AERIsess paper, position paper and
Appendix A of this document.

For example, retailers proposed that the numbbaafship customers who are in
receipt of an energy concession should be consldsupplementary data’. We
recognise that this indicator will largely reflébhe personal circumstances of those
customers on retailers’ hardship programs and #igibility for concessions
programs, rather than the performance of retagerse. However, actions by
retailers to advise hardship program customersafable concessions may
influence the data.

Retailers raised similar concerns regarding the dpbn entry indicator. Whilst we
recognise that a customer’s level of debt may Baanced by a number of factors
outside of the retailer’'s control, we consider et data will also reflect how
proactive retailers are in identifying hardshipgmaim customers as well as their
general debt collection practices.

reasons why we think retailer actions will have sampact on the data reported. We

1%

set

Retailers are concerned that the proposed perfaenan We acknowledge that assessing the impact of retallardship policies can be very

reporting regime fails to recognise energy hardskip
shared responsibility between retailers, the gavemnt
and the community.

complex and difficult, typically because so mangtdas can play a role in
determining the extent and nature of hardship eepeed by energy customers. Fo
example, general economic and employment condiasnsgell as a customer’s

personal circumstances can influence the natusecastomer’s hardship and their
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response to hardship assistarft@/e also recognise that there is a shared
responsibility between government, community andilexys with regard to tackling
energy hardship and that everyone has a role yoplassisting these customers.

However, the primary role of the hardship indicatisrto measure the performance
retailers’ hardship programs and monitor retailemshpliance with their
obligations® They will also be a valuable source of informatiom data to help
government, community groups and energy retailesspond to customers

hardship issues.

experiencing hardship and will help inform the deban how to best address energy

Customers denied access to the hardship program

Consumer organisations supported this indicator. A
consumer organisation noted its frustration atileta
who deny customers access to their hardship progra
until financial counsellors contact the retailedan the
ombudsman is mentioned.

A number of retailers did not support this indicateith
one suggesting that it would not indicate whether t
eligibility criteria for a retailer’'s hardship progm are

The AER considers this indicator to be a critideahgent of monitoring entry into,
and the accessibility of, hardship programs. It anable us to calculate the
nproportion of customers who sought access to, leuéwot accepted onto the
program. We are aware that in 2009-10 in Victamaer 1,000 customers were
denied access to hardship programs. While manyjerstaeported that no customer
were denied access to the hardship program, tadeet were responsible for the
vast majority of those denied accéss.

When approving retailers’ hardship policies, theRABust consider whether they

accessible, transparent and consistently applied. measure will aid the AER in

0 AER lIssues Paper: Developing National Hardshificktors, April 2010
®L  MCE SCO, Decision RIS: A National Framework fadgrlating Electricity and Gas (Energy) Distributiamd Retail Services to Customers, p. 63.

2 Essential Services Commission (Victoria), Eneeggilers com

parative performance report — Custaesrice 2009-10, December 2010, p. 11
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too restrictive. monitoring the accessibility of hardship programsraime.

We acknowledge that solely assessing the numbaistbmers denied access to the
hardship program may not necessarily indicate waretie eligibility criteria for a
retailer’'s hardship program are too stringent. Thisecause it will not, for example,
take into account instances where customers reoéiive forms of assistance, such
as a payment plan, outside of the hardship progratailers will therefore be
encouraged to provide additional commentary toarmny trends in the data
reported to the AER. Furthermore, in the event gheagtailer reports a high number|of
customers being denied access, or where the daés wagnificantly from past
performance or the rest of the industry, the AER negjuest further information
from the retailer to understand the drivers forrdggorted performance and the
reasons why these customers were denied accdss hardship program.

As the hardship program is the primary means astsxe for customers

experiencing payment difficulties, those custonvelne are denied access may be
particularly vulnerable to disconnection or at rigkaccruing higher energy bill debts.
We therefore consider it important to understand hwany customers are unable to
access hardship programs and assistance. Thigsadsa likely to be of interest to
other stakeholders, particularly in the contexinofeasing concerns about energy

affordability.
A retailer was concerned that the indicator will be To enable consistent and comparable reportingigirdicator by retailers, the AER
difficult to report on in practice, given there miag has provided a definition of ‘denied access’ in Beformance Reporting Procedures
some uncertainty in defining when a customer can beand Guidelines. The definition includes ‘a resid@rdustomer is referred to a
considered to have been denied access. hardship program by any means (e.qg. identifiechieyrétailer or self-identified by the

customer or by a third-party acting on behalf & tlustomer) but is not accepted onto
the hardship program’. It does not include cust@mwéro decline to participate in the
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program. We believe that this definition providetailers with a clear understandin
of the customers and situations to be capturethpurposes of reporting against
this indicator. This will allow retailers to ensutet relevant staff (such as those in
their call centres, credit management and hardshims etc) are appropriately
trained and able to report these instances in daoce with the Guideline.

Third party referrals and average length of participation

A consumer group was concerned that the AER had
proposed to not collect the number of third party
referrals to the hardship program. They consider th
indicator will allow the AER to ascertain how
effectively a retailer is communicating its hargshi
program. They also suggested that having data whic
shows the effectiveness of financial counsellossstisg
clients to access hardship programs would helméiz
counsellors to lobby for extra resources.

The AER does not propose to monitor the numbehiod party referrals. As set out
in our previous papers, data from this indicatdf kae very difficult to interpret or to
draw conclusions and inferences about retaileroperdnce or the accessibility of
hardship programs. Furthermore, we consider thaillibe difficult to ascertain wha
high or low figures will indicate. For example aifretailer reports a high number of
hthird party referrals, this could indicate that th&iler is not allowing customers to
self identify. Alternatively, it could reflect th#the retailer is actively promoting thei
hardship policy to relevant third party represewnést to assist in identifying hardshi
customers. Conversely, if a low number of thirdtypaeferrals is reported, this may
indicate that the retailer is not promoting itsdsdrip policy and accepting referrals
from third party agencies. However it may alsoaefthat customers experiencing
payment difficulties prefer to contact their regaitlirectly for hardship assistance.

t

=

A consumer group was concerned that the AER had
proposed not to collect the average length of
participation in the hardship program. They consde
that the data could highlight differences between
hardship programs offered by retailers and helptitie

The AER does not propose to monitor the lengthust@mers’ participation in
hardship programs, given this data will also bédift to interpret this data and dral
reliable conclusions or inferences about retaifggmance. This is because the
average length of time a customer remains on deaesahardship program will be
largely influenced by their level of debt when thexter the program, as well as the

w

r

ability to repay this amount and meet their ongangrgy costs. Furthermore, if
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which programs are helpful and innovative.

custawegre not able to remain on retailers’ hardshgg@ms for an appropriate
length of time, this will be reflected in other iodtors proposed, including the
number of customers excluded from the programheistibsequent disconnection
customers previously on the hardship program.

We are unclear how data from this indicator cowddibed to identify which
programs are helpful and innovative. For examplayla programs with a shorter (G
longer) average duration of participation be comsd to be more helpful or
innovative? We intend to consider this through gsialof the hardship indicators as
a whole.

Df

=

Debt upon entry into the hardship program & debt of all hardship program participants

Retailers expressed concerns that a focus on dibt
lead to unfounded and inaccurate assumptions abou
retailer performance with regard to monitoring the
effectiveness of their hardship programs.

Some retailers were also opposed to the AER collgct
the levels of debt upon entry into the hardshigypam.
One retailer considered it an inferior indicator to
monitoring the average debt upon entry over time,
suggesting it will be overly complex to review amdke
meaningful conclusions. It was argued that as gnerg

prices rise ‘bracket creep’ will be inevitable, gegting

The AER maintains that these indicators are clitiwaneasuring the experience of
customers in hardship both in terms of the ‘extehenergy hardship and to provid
context to the assistance provided by retailesaaisof their programs. We believe
that the data reported against these indicatotsaisid reflect how proactive retailers
are in identifying hardship program customers al agetheir general debt collectio
practices. In developing the hardship regime pilesdrin the Customer Framework
SCO also noted that the “benefits to retailersrof/jgling access to hardship
programs are the early identification of customengotential financial difficulties
and thus enabling the early adoption of paymenstasge measures before
substantial debts accrug”.

D

"4}
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We also note that some retailers have acknowlettgelink between the early

53

MCE SCO, A National Framework for Regulating Etmity and Gas (Energy) Distribution and Retaih8ees to Customers, Policy Response Paper, JUb& p052.
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‘trends’ in the data that do not necessarily reflec
retailers’ hardship customer identification proesss

identification of customers and lower debt levelst example, AGL notes that ‘the
average level of energy debt per customer is egpeaoctdecline as AGL continues t
focus on the early identification of customers aigrecing or likely to experience
financial difficulty’.>*

We recognise that as energy prices rise we mayesstfbracket creep’ as custome
begin accruing larger levels of debt that correspeith higher bill amounts. The
primary purpose of the debt brackets is to procoiaext to the average debt upon
entry into the hardship program which can be skelyed small number of large
debts. When considering the data submitted byleesaiwe will be mindful of
factors, such as energy price rises, that may itrthacdata.

o

[S

Debt on exit from the hardship program

One consumer group suggested that the AER shoulc
collect the average debt level of customers who
successfully exit the hardship program. They ciedo-
10 Victorian data in which three retailers reporaed
increase of over $500 of debt on exit per customer.

They acknowledged that debt elimination may nouoc
in all cases where a customer successfully congpbete
hardship program. However, they consider that if a
customer is to be assisted to ‘better manage ¢ineirgy

| The AER considers that customers successfully cetingl the hardship program
should have little or no energy bill debt. Thiseflected in discussions with retailer
who have advised that customers successfully cdimgler exiting the program by
agreement with the retailer have little or no dedrtd generally go on to a flexible
payment arrangement. Therefore, we consider theeva collecting average debt
levels for customers successfully completing haplplograms to be limited. We at
Cproposing to monitor the number of customers swsfalg exiting retailers’ hardship

programs on a monthly basis as well as averageleladds across hardship programs.

While three retailers in Victoria reported highevels of debt upon exit from the

[72)

e

bills on an ongoing basis,” he/she generally showotd

hardship program than on entry, the AER notesttieatiebt upon exit figure will

*  AGL Sustainability Report 2010, p. 77
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be exiting the hardship program ‘successfully’ wath
higher amount of debt than what he/she had upsen fir
entering into the hardship program.

include all customers who exited the program—incigdhose who were excluded
from the program because they were not meetingribgram requirements and tho
who left the retailer. In these cases, customegsmoaalways have a lower level of
debt, particularly where they are excluded for mompliance. Furthermore, the de
upon entry figures and debt upon exit figures walmprise two different groups of
customers, making it difficult to directly compdhe data.

The AER is not proposing to include an indicatommtaring the average debt of
customers who exit the program.

Mesting/not meeting ongoing consumption

There was strong support from consumer groupshfer
indicator. It was considered particularly valuahteit is
the only indicator to incorporate hardship program
customers’ energy consumption. Furthermore consu
groups considered that the indicator goes dire¢otthe
purpose of a retailer’s hardship policy: to assist
customers to better manage their bills on an orggoin
basis.

While one retailer was supportive of the indicatnd
noted that the data would be readily available,tmos
were not arguing that it would be onerous and gastl
report. Retailers also considered that the datalmeay
skewed by incentive payment plans or debt writs-off
under the hardship program.

tThe AER agrees that an indicator monitoring thepprtion of customers on hardsh

programs who are unable to afford their ongoinggneosts would be of value. It
could provide context to a number of indicatorspamticular the average debt of
meerstomers on the hardship program, and help taexphy trends in the data. For
example, a retailers’ average debt across thedtshgy program may increase over
time if it is supporting a number of customers vane unable to meet their ongoing
energy costs. Understanding the proportion of Hapdsrogram customers unable t
meet their ongoing energy costs would also proadiditional context and
information for the AER’s energy affordability rep.o

of the assistance and advice provided by retagensart of their hardship programs
to enable customers to better manage their ongmirggy bills. For example,
customers who first enter the hardship program bgaynable to afford their ongoin
energy costs. However, as they move through thgrano and receive assistance
advice from the retailer on concessions, finanmainselling and energy efficiency

We also consider that the indicator could provides insight into the effectiveness

ip
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Retailers also expressed concerns about the diaig be
misinterpreted to suggest that retailers’ hardship
programs are not effective if they are failing talslise
or reduce debt. A number of retailers and consumer
groups cautioned that customers new to the hardshiy
program are likely to have increasing debts as #rey
unlikely to have the capacity to meet their ongaiogts
and reduce arrears. There are also customers whdg(
chronic hardship, are unable to meet ongoing
consumption costs and pay off arrears, despite a
retailer’'s best efforts.

strategies, as well as begin to make regular paigribrough an appropriate payme
plan, we can expect customers will begin to mova meore sustainable outcome. A
such, they will be more able to meet their onga@ogsumption costs and start to
reduce their arrears.

)
Furthermore, we consider that the information pitedi by the indicator on the

number of customers who are unable to afford egoing energy consumption
jwould be useful for policy makers and other interéstakeholders. If it appears th
over time, the number of customers who are unabéford their ongoing energy
costs is increasing, this may indicate worseniagds in energy affordability.
Therefore, the data from this indicator could bedu® alert government and
consumer groups about the issue and to considaghaihieirther policy responses a
required.

Many retailers have indicated concerns regardirvg thds indicator could be
implemented without introducing onerous or manwdhdollection processes. The
have also raised concerns regarding how to rafleentive payments offered by
some retailers that may skew the data. In respoetselers at the AER’s November
forum suggested reporting against this indicatorgugheir ‘judgement’ on the
proportion of their customers not able to meetrthegoing energy costs. However
this raises concerns for the AER in terms of howadbieve robust, accurate and
consistent data across all retailers. Therefoxergihe concerns regarding the
practical difficulties in reporting this informatiaeliably and consistently, we are
proposing not to include this indicator at thiseéim

However, given the strong support for this measuma stakeholders, the AER is

proposing to assess data from other indicatorgtiegéo provide similar information.

nt
\S
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Considering the average debt on entry alongsidavbeage debt of customers on t
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hardship program over time will provide an indicatof whether customers on
hardship programs are meeting their ongoing eneogts and are able to reduce th
energy debt levels. For example, if the average oletustomers on the hardship
program increases over time, while average deleihtnry remains stable, this may
indicate that more customers on the hardship progna struggling to afford their
ongoing energy costs. In the event that the AERSfithat this alternative approach
does not provide sufficient information to expléne trends in debt levels reported
we may reconsider requiring retailers to reporspecific indicators that measure t
proportion of customers on the hardship program arecunable to meet their
ongoing consumption costs.

eir

ne

Customers exiting the hardship program

A number of consumer groups, ombudsman and retég
supported the indicator. It was noted that progdin
reasons for customers leaving the program willshsi
determining how effective a retailer has been in
communicating and engaging with customers.

One retailer saw little value in reporting the nianbf
customers leaving the program because they arahe!
to meet its requirements. It argued this data neay b
difficult to obtain where customers leave without
providing forwarding contact details.

An ombudsman scheme requested clarification on th
circumstances under which a customer may ‘exit by

ilEne AER agrees that the indicator will provide \aile information about how
effective retailers are at communicating and engagiith customers on their
hardship program. It will also explicitly show tleosustomers who are successfully
exiting the program.

We consider it important to collect information aeding the number of customers
who leave the program because they are unableabtimeeprogram requirements a
it may provide an indication that the retailer'guegements are too stringent or not
flexible enough to appropriately consider customerdividual circumstances or
capacity to pay. If a high number of customerssaiecessfully completing the
program and exiting by agreement with the retaitanay also highlight examples ¢

good practice that can be shared across industry.
e

As outlined in the Guideline, we consider that oostrs who are on the hardship

agreement’. For example, they raised concerns that

program and leave the retailer without providingvarding contact details should &

)
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where a hardship program customer is unable to ma

the payments requested, they may agree to be removeemoved from the hardship program because theyraele to meet the program
from the hardship program and this would be repbrte requirements should be included in the categorgdistomers who are ‘excluded ot

under the ‘exit by agreement’ category.

kéencluded in the ‘switched, transferred or moved yaweategory’. Customers who are

removed from the program for non-compliance’.

Customers managing payment plans

Several retailers questioned the usefulness of this
indicator. One retailer suggested that successhmay
more effectively measured by evaluating the fldiipi
that a retailer applies in ensuring the hardshgqgmam
meets customers’ unique needs and circumstances.

The AER agrees that the usefulness of the indicaggarding customers managing
their payment plans is limited. This is particwamrtlevant considering the difficulty
in providing an appropriate definition for ‘paymeptan success rate’. If each retailer
is providing their own definition and judgementwhich customers fall into this
category, it will be difficult to ensure the acceyareliability and consistency of the
data reported and therefore the AER will be unébimake comparisons of
performance across retailers.

U

Retailers argued this indicator will measure tipeirformance in taking customers’
circumstances and capacity to pay into account veseatblishing payment plans.

However, we consider that the information provitbgdhis indicator can be provided
by other indicators the AER is collecting. For exdenthis will also be evident in the
data relating to customers exiting the hardshiggm. If there are a high number of
customers exiting the hardship program for non-danpe, this will indicate that th
retailer may not be adequately taking customensacy to pay into account when

establishing payment plans. Furthermore, the numbenstomers on the hardship

program minus the number of customers excludeddarcompliance will provide a
good indication of those customers who are sucgkggfarticipating in the hardship
program and therefore managing their payment glara result, this will reflect how
well the retailers are taking account of customeagacity to pay and the number of

\1%4
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customers meeting the program requirements.

The AER therefore proposes not include the indicato

Number of residential customers disconnected for non-payment of a bill/reconnected who successfully completed the hardship program in the previous 12

months.

Consumer groups supported these indicators arguing
they go directly to the purpose of a retailer’stooser
hardship policy. They highlighted that if customesso
successfully exit the hardship program are in ganer
better able to manage ongoing energy bills, thieoelsl
be relatively few disconnections within 12 months.

Consumer groups acknowledged that a customer’s

circumstances can change over a 12 month period angrogram typically have little or no energy bill delbhese customers, unlike

that there may be new causes that prompt further
payment difficulties. However, if their previous
experience on the hardship program was positig, th
are likely to self-identify to the retailer for ther
assistance, rather than be disconnected. Thisghoul
ensure that disconnections within 12 months of
successfully completing the hardship program are
relatively rare.

) The AER considers that that it is important to havenger-term measure of the

impact of retailers’ hardship programs in achiewingir prescribed purpose: to helf
customers better manage their ongoing energyBillée consider that the indicator]
regarding the disconnection and reconnection doousrs who had successfully
completed the hardship program are a practicalafayeasuring this as they go
directly to the purpose of a retailer’'s hardshipigyo

Retailers acknowledge that customers who succégsfuhplete the hardship

customers who are removed from the program foreampliance or who switch
retailers, should also be better equipped to mattegeenergy bills on an ongoing
basis. Upon completion of the hardship programlestahave advised that these
customers are often placed onto a flexible payrasahgement to enable them to
continue to make regular payments towards theirggnigills and to help avoid futur
arrears accruing. In addition, while on the hardgitogram, customers may be
provided with energy efficiency advice that willsest them to reduce their
consumption levels and help match this to theiacdp to pay. Therefore, we expe

)

[%2]

1%

these customers to be at less at risk of discommmewtithin 12 months of completing

® s, 43(1), National Energy Retail Law
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Retailers did not support these indicators argthad
they set unrealistic expectations about the long te
influence retailers can have over customer behawou
circumstances. They consider that the focus on
disconnection levels, will lead to unfounded and
inaccurate assumptions about retailer performande g
pose unreasonable reputational risk to retailers.

Retailers also argued that the indicators suggest t
have a permanent obligation to avoid disconnecting
customers that have participated in their hardship
program; implying that successful participatiorain
hardship program should in itself prevent future
disconnection.

the hardship program.

We recognise that participation in a hardship parogwill not always prevent a
customer from being disconnected in future. We e¢sognise that some customer
who successfully complete a retailer’s hardshigpam may experience a change
circumstances which results in further paymenidaiffies. However, as with other
customers, retailers are obliged to identify thasgtomers experiencing payment
difficulties and offer them assistance. We alsoster that customers who have
previously successfully participated in a hardgiripgram may be more likely to se
identify and re-enter hardship programs in the etleat they experience future

payment difficulties. As such, we expect disconioectates for customers who have

successfully completed hardship programs in theipue 12 months to be low.

If a large number of customers are disconnectekinvit2 months of successfully
completing a retailer’s hardship program, this daabicate that the assistance
provided by the retailer under the program waseqadte. It could also indicate tha
the retailer is taking customers off the programgoon or that the retailer is failing
to identify customers who are experiencing furie@yment difficulties. Where high
numbers are reported, we would seek to discussvithgetailers to understand the
drivers behind these trends and whether furthéorzebr responses are required.

[72)
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An Ombudsman scheme recommended that the
indicators should include customers who succegsfull
completed the program as well as those who exitdd
the agreement of the retailer.

The AER agrees that customers who exit the hargsiogram by agreement with th
retailer should also be included and the draft gjine has been amended to reflect

vthis.

e
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Assistance provided

Retailers suggested that it will be difficult amzé
consuming to report on the types of assistanceigedv
to customers on the hardship program.

Some respondents also argued that reporting on the
number of customers using different payment metho
is not a measure of the effectiveness of a retailer
program.

The AER is proposing to amend the reporting fregydar the types of assistance
provided to hardship customers to annual. Furthezntbe AER is proposing that
retailers provide a written summary (no more th@@ &ords) on the assistance tha
they have provided to their hardship customersuigfinout the year. Retailers shoul
explain how they have assisted their customersi@mardship program to better
denanage their ongoing payments. Where possibléleetahould provide quantitativ
data, on the assistance provided to customerseonatuship program.

The AER considers that data on payment methodspsiitant as it will provide an
indication of payment preferences of customersherhardship program. This

indicator is likely to be less influenced by théi@as of retailers and more reflective

of customer choice and preference. As with momtpthose hardship customers o
concessions, this indicator will provide demographformation that will give an
indication of the payment preferences of hardsbgiamers. The data will also, to ¢

limited extent, be influenced by retailer perforroams retailers are required to offe

their customers flexible payment options, includoayment plans and Centrepay.
Therefore, the data may provide an indication efdktent to which retailers are
promoting these various payment options to thaids$tap program customers.
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Distributor Performance Reporting

Performance by reference to distribution service standards and GSL Schemes

Submissions received were supportive of the AER’s
proposed position to minimise any duplication of

We maintain the view that where this informatioradlected and published by

jurisdictional regulators, the AER does not needdtablish reporting requirements
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reporting performance against service standards and
GSL schemes.

for distribution businesses. Further informationtlois will be available as

jurisdictions settle transitional and applicatiegiklation to implement the Custome

Framework.

Performancein relation to the small compensation claims regime

Submissions received were supportive of the AER’s
position to not establish indicators for the small
compensation claims regime until such time as that
regime is established and operational.

Further information on this will be available asigdictions settle transitional and
application legislation to implement the Customerfework.
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