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Key facts 2018-19

Market overview

Tier 1 market share Tier 1 market share

62% 
Electricity

65% 
Electricity

93% 
Gas

85%  
Gas

Small businessResidential

Total number of customers Total number of customers

Electricity
662 834

Gas 
80 833

Electricity
6 478 147

Gas
2 176 992

Proportion of market contracts Proportion of market contracts

75% 
Electricity

85%  
Gas

64% 
Electricity

74% 
Gas
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Payment difficulties and hardship

Rate of hardship program success disconnections

Residential

Customers on hardship programs

Customers in debt (non-hardship) Average debt (non-hardship customers)

Average debt (hardship customers)

$792	
average debt

150 127
customers in debt

Electricity
73 379

Gas
13 973

Electricity
70 795

Gas
10 373

Electricity
$1305

Gas
$674

29% 
Electricity

32%  
Gas
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Customer service

Average waiting time complaints

Compliance

$320 000
Penalities paid

52
Seconds

2.9% 
of customers 
complain

16
Infringement
notices

5
Compliance 
audits

49
Improved 
hardship 
policies 
submitted
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% Change in annual residential bill costs June 2019 to September 2019

QLD SA ACT NSW TAS VIC QLD SA ACT NSW TAS VIC

QLD SA ACT NSW VIC QLD SA ACT NSW VIC

1% 1%

1%

4%

3%

3%

0% 0%

9%

12%

18%

24%

1%
3%

2%

2%
4% 3%

2%

1%

6%

1%

Price update

Electricity

Gas

  Median market offers   Median standing offers

  Median market offers   Median standing offers
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