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ActewAGL

National customer numbers

nsw and act

residential small business

2.6%  
market share

5.6% 
market share

1.8%  
market share

2.9%  
market share

National average  
52 seconds

Customer service

Residential customer debt (non-hardship)

Average call wait time complaints

National average  
2.9% of customers

176
Seconds

0.6%

of customers complained

Electricity
171 311 Electricity

11 796

Gas
121 203 Gas

2366

5.2% $782
of customers in debt
National average 2.3%

average energy debt
National average $792
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ActewAGL

Hardship

nsw and act

residential customers on hardship

rate of success

average customer debt on entry

average debt of hardship participants

National average 
1.1%

National average 
29%

National average 
0.88%

National average 
1.09%

National average 
0.6%

National average 
32%

National average 
0.62%

National average 
0.48%

National average 
$1250

National average 
$1305

National average 
$666

National average 
$674

$1646
Electricity

$1768
Electricity

$1121
Gas

$1464
Gas

0.9%
Electricity

0.83% 
Electricity

0.45%
Electricity

0.7%
Gas

0.93%
Gas

0.46% 
Gas

Disconnections

residential small business

15% 
Electricity

27% 
Gas

HARDSHIP Customers not meeting usage costs

78% 52%Electricity 
National average 47%

Gas 
National average 48%
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National customer numbers

QLD, NSW, ACT & SA

residential small business

21%  
market share

38% 
market share

18%  
market share

28% 
market share

National average  
52 seconds

Customer service

Residential customer debt (non-hardship)

Average call wait time complaints

National average  
2.9% of customers

17
Seconds

4.6%

Electricity
1 376 845 Electricity

119 559

Gas
822 787 Gas

22 782

3.6% $910
of customers in debt
National average 2.3%

average energy debt
National average $792

AGL

of customers complained
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AGL

Hardship

QLD, NSW, ACT & SA

residential customers on hardship

rate of success

average customer debt on entry

average debt of hardship participants

National average 
1.1%

National average 
29%

National average 
0.88%

National average 
1.09%

National average 
0.6%

National average 
32%

National average 
0.62%

National average 
0.48%

National average 
$1250

National average 
$1305

National average 
$666

National average 
$674

$1706
Electricity

$1948
Electricity

$676
Gas

$744
Gas

1.2%
Electricity

1.30% 
Electricity

1.49%
Electricity

0.8%
Gas

0.68%
Gas

0.43% 
Gas

Disconnections

residential small business

37% 
Electricity

39% 
Gas

74% 64%Electricity 
National average 47%

Gas 
National average 48%

HARDSHIP Customers not meeting usage costs



Annual retail markets report 2018-19	 120

National customer numbers

QLD, NSW, ACT & SA

residential small business

4.9%  
market share

2.2% 
market share

4.2%  
market share

0.1% 
market share

National average  
52 seconds

Customer service

Residential customer debt (non-hardship)

Average call wait time complaints

National average  
2.9% of customers

24
Seconds

2.4%

Electricity
316 582 Electricity

27 746

Gas
46 876 Gas

109

1.5% $1035
of customers in debt
National average 2.3%

average energy debt
National average $792

Alinta Energy

of customers complained
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Alinta Energy

Hardship

QLD, NSW, ACT & SA

residential customers on hardship

rate of success

average customer debt on entry

average debt of hardship participants

National average 
1.1%

National average 
29%

National average 
0.88%

National average 
1.09%

National average 
0.6%

National average 
32%

National average 
0.62%

National average 
0.48%

National average 
$1250

National average 
$1305

National average 
$666

National average 
$674

$1790
Electricity

$2151
Electricity

$769
Gas

$865
Gas

1.0%
Electricity

1.55% 
Electricity

1.14%
Electricity

0.5%
Gas

2.75%
Gas

2.15% 
Gas

Disconnections

residential small business

10% 
Electricity

8% 
Gas

76% 54%Electricity 
National average 47%

Gas 
National average 48%

HARDSHIP Customers not meeting usage costs
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National customer numbers

QLD, NSW & SA

residential small business

1.5%  
market share

1.0% 
market share

0.5%  
market share

0.4% 
market share

National average  
52 seconds

Customer service

Residential customer debt (non-hardship)

Average call wait time complaints

National average  
2.9% of customers

33
Seconds

2.4%

Electricity
96 325 Electricity

3414

Gas
20 732 Gas

363

2.8% $951
of customers in debt
National average 2.3%

average energy debt
National average $792

amaysim Energy

of customers complained
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amaysim Energy

Hardship

QLD, NSW & SA

residential customers on hardship

rate of success

average customer debt on entry

average debt of hardship participants

National average 
1.1%

National average 
29%

National average 
0.88%

National average 
1.09%

National average 
0.6%

National average 
32%

National average 
0.62%

National average 
0.48%

National average 
$1250

National average 
$1305

National average 
$666

National average 
$674

$1638
Electricity

$2517
Electricity

$519
Gas

$768
Gas

0.7%
Electricity

1.11% 
Electricity

0.90%
Electricity

0.1%
Gas

0.30%
Gas

0.83% 
Gas

Disconnections

residential small business

80% 
Electricity

86% 
Gas

56% 44%Electricity 
National average 47%

Gas 
National average 48%

HARDSHIP Customers not meeting usage costs
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National customer numbers

TAS

residential small business

3.8%  
market share

5.4%  
market share

National average  
52 seconds

Customer service

Residential customer debt (non-hardship)

Average call wait time complaints

National average  
2.9% of customers

24
Seconds

7.3%

Electricity
244 488 Electricity

35 634

1.8% $892
of customers in debt
National average 2.3%

average energy debt
National average $792

Aurora Energy

of customers complained
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Aurora Energy

Hardship

TAS

residential customers on hardship

rate of success

average customer debt on entry

average debt of hardship participants

National average 
1.1%

National average 
29%

National average 
0.88%

National average 
1.09%

National average 
$1250

National average 
$1305

$1605
Electricity

$1328
Electricity

1.7%
Electricity

0.09% 
Electricity

0.25%
Electricity

Disconnections

residential small business

27% 
Electricity

2% Electricity 
National average 47%

HARDSHIP Customers not meeting usage costs
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QLD, NSW, ACT & SA

residential small business

17%  
market share

20% 
market share

15%  
market share

10% 
market share

National average  
52 seconds

Customer service

Residential customer debt (non-hardship)

Average call wait time complaints

National average  
2.9% of customers

65
Seconds

1.8%

Electricity
1 113 774 Electricity

97 214

Gas
438 681 Gas

8335

1.2% $1010
of customers in debt
National average 2.3%

average energy debt
National average $792

EnergyAustralia

of customers complained
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EnergyAustralia

Hardship

QLD, NSW, ACT & SA

residential customers on hardship

rate of success

average customer debt on entry

average debt of hardship participants

National average 
1.1%

National average 
29%

National average 
0.88%

National average 
1.09%

National average 
0.6%

National average 
32%

National average 
0.62%

National average 
0.48%

National average 
$1250

National average 
$1305

National average 
$666

National average 
$674

$2336
Electricity

$2193
Electricity

$1407
Gas

$1288
Gas

0.9%
Electricity

0.72% 
Electricity

0.15%
Electricity

0.3%
Gas

0.31%
Gas

0.06% 
Gas

Disconnections

residential small business

25% 
Electricity

25% 
Gas

41% 34%Electricity 
National average 47%

Gas 
National average 48%

HARDSHIP Customers not meeting usage costs
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QLD

residential small business

9.5%  
market share

13%  
market share

National average  
52 seconds

Customer service

Residential customer debt (non-hardship)

Average call wait time complaints

National average  
2.9% of customers

190
Seconds

0.5%

Electricity
617 542 Electricity

87 657

1.5% $608
of customers in debt
National average 2.3%

average energy debt
National average $792

Ergon Energy

of customers complained
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Ergon Energy

Hardship

QLD

residential customers on hardship

rate of success

average customer debt on entry

average debt of hardship participants

National average 
1.1%

National average 
29%

National average 
0.88%

National average 
1.09%

National average 
$1250

National average 
$1305

$831
Electricity

$874
Electricity

0.8%
Electricity

0.68% 
Electricity

2.19%
Electricity

Disconnections

residential small business

47% 
Electricity

6% Electricity 
National average 47%

HARDSHIP Customers not meeting usage costs
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QLD, NSW, ACT & SA

residential small business

27%  
market share

27% 
market share

29%  
market share

54% 
market share

National average  
52 seconds

Customer service

Residential customer debt (non-hardship)

Average call wait time complaints

National average  
2.9% of customers

76
Seconds

2.4%

Electricity
1 749 413 Electricity

195 169

Gas
587 158 Gas

43 900

2.3% $589
of customers in debt
National average 2.3%

average energy debt
National average $792

Origin Energy

of customers complained
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Origin Energy

Hardship

QLD, NSW, ACT & SA

residential customers on hardship

rate of success

average customer debt on entry

average debt of hardship participants

National average 
1.1%

National average 
29%

National average 
0.88%

National average 
1.09%

National average 
0.6%

National average 
32%

National average 
0.62%

National average 
0.48%

National average 
$1250

National average 
$1305

National average 
$666

National average 
$674

$549
Electricity

$502
Electricity

$424
Gas

$313
Gas

1.5%
Electricity

0.74% 
Electricity

1.12%
Electricity

0.8%
Gas

0.58%
Gas

0.73% 
Gas

Disconnections

residential small business

27% 
Electricity

30% 
Gas

35% 28%Electricity 
National average 47%

Gas 
National average 48%

HARDSHIP Customers not meeting usage costs
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QLD, NSW, ACT & SA

residential small business

4.3%  
market share

2.6% 
market share

1.3%  
market share

0.1% 
market share

National average  
52 seconds

Customer service

Residential customer debt (non-hardship)

Average call wait time complaints

National average  
2.9% of customers

33
Seconds

5.4%

Electricity
279 068 Electricity

8589

Gas
57 664 Gas

56

1.6% $424
of customers in debt
National average 2.3%

average energy debt
National average $792

Red Energy

of customers complained
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Red Energy

Hardship

QLD, NSW, ACT & SA

residential customers on hardship

rate of success

average customer debt on entry

average debt of hardship participants

National average 
1.1%

National average 
29%

National average 
0.88%

National average 
1.09%

National average 
0.6%

National average 
32%

National average 
0.62%

National average 
0.48%

National average 
$1250

National average 
$1305

National average 
$666

National average 
$674

$217
Electricity

$223
Electricity

$111
Gas

$73
Gas

0.5%
Electricity

0.71% 
Electricity

0.89%
Electricity

0.2%
Gas

0.00%
Gas

0.18% 
Gas

Disconnections

residential small business

18% 
Electricity

17% 
Gas

42% 35%Electricity 
National average 47%

Gas 
National average 48%

HARDSHIP Customers not meeting usage costs
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QLD, NSW, ACT & SA

residential small business

2.0%  
market share

2.3% 
market share

1.0%  
market share

0.4% 
market share

National average  
52 seconds

Customer service

Residential customer debt (non-hardship)

Average call wait time complaints

National average  
2.9% of customers

43
Seconds

7.1%

Electricity
129 855 Electricity

6 385

Gas
49 808 Gas

288

3.5% $711
of customers in debt
National average 2.3%

average energy debt
National average $792

Simply Energy

of customers complained
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Simply Energy

Hardship

QLD, NSW, ACT & SA

residential customers on hardship

rate of success

average customer debt on entry

average debt of hardship participants

National average 
1.1%

National average 
29%

National average 
0.88%

National average 
1.09%

National average 
0.6%

National average 
32%

National average 
0.62%

National average 
0.48%

National average 
$1250

National average 
$1305

National average 
$666

National average 
$674

$899
Electricity

$1486
Electricity

$406
Gas

$441
Gas

2.0%
Electricity

2.48% 
Electricity

2.01%
Electricity

1.3%
Gas

4.21%
Gas

1.11% 
Gas

Disconnections

residential small business

16% 
Electricity

16% 
Gas

90% 58%Electricity 
National average 47%

Gas 
National average 48%

HARDSHIP Customers not meeting usage costs
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