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ActewAGL

National customer numbers

NSW AND ACT

RESIDENTIAL SMALL BUSINESS

3%  
market share

5% 
market share

2%  
market share

3%  
market share

National average  
100 seconds

Customer service

Residential customer debt

Residential payment plans

ANNUAL AVERAGE CALL WAIT TIME ANNUAL COMPLAINTS

National average  
2.0% of customers

87
Seconds

0.7%

of customers complained

169,807
Electricity

Electricity
11,738

119,029 
Gas

Gas
2,265

4.2%

905 479

$718
of customers in debt
National average 2.6%

average energy debt
National average $908

as at 30 June 2020

as at 30 June 2020

as at 30 June 2020

0.5% of customers
National average 1.2%

0.4% of customers
National average 0.7%

Electricity Gas

(excludes hardship customers)
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ActewAGL

Hardship

NSW AND ACT

RESIDENTIAL CUSTOMERS ON HARDSHIP

ANNUAL RATE OF HARDSHIP PROGRAM SUCCESS

AVERAGE CUSTOMER DEBT ON ENTRY

AVERAGE DEBT OF HARDSHIP PARTICIPANTS

National average 
1.1%

National average 
32%

National average 
0.4%

National average 
0.7%

National average 
0.7%

National average 
28%

National average 
0.5%

National average 
0.3%

National average 
$1,318

National average 
$1,371

National average 
$669

National average 
$645

$1,919
Electricity

$1,675 
Electricity

$1,436
Gas

$1,387
Gas

0.9%
Electricity

0.3% 
Electricity

0.2%
Electricity

0.7%
Gas

0.4%
Gas

0.3% 
Gas

Annual disconnections

RESIDENTIAL SMALL BUSINESS

29% 
Electricity

28% 
Gas

HARDSHIP CUSTOMERS NOT MEETING USAGE COSTS

82% 63%Electricity 
National average 47%

Gas 
National average 48%

as at 30 June 2020
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National customer numbers

RESIDENTIAL SMALL BUSINESS

21%  
market share

37% 
market share

20%  
market share

26%  
market share

National average  
100 seconds

Customer service

Residential customer debt

Residential payment plans

ANNUAL AVERAGE CALL WAIT TIME ANNUAL COMPLAINTS

National average  
2.0% of customers

34
Seconds

2.7%

of customers complained

1,390,017
Electricity

Electricity
132,691

818,844 
Gas

Gas
21,408

3.6%

16,599 3,857

$1,104
of customers in debt
National average 2.6%

average energy debt
National average $908

as at 30 June 2020

as at 30 June 2020

as at 30 June 2020

1.2% of customers
National average 1.2%

0.5% of customers
National average 0.7%

Electricity Gas

(excludes hardship customers)

QLD, NSW, ACT & SA

AGL



Annual retail markets report 2019–20 — Retailer report cards  5

AGL
QLD, NSW, ACT & SA

Hardship

RESIDENTIAL CUSTOMERS ON HARDSHIP

ANNUAL RATE OF HARDSHIP PROGRAM SUCCESS

AVERAGE CUSTOMER DEBT ON ENTRY

AVERAGE DEBT OF HARDSHIP PARTICIPANTS

National average 
1.1%

National average 
32%

National average 
0.4%

National average 
0.7%

National average 
0.7%

National average 
28%

National average 
0.5%

National average 
0.3%

National average 
$1,318

National average 
$1,371

National average 
$669

National average 
$645

$2,010
Electricity

$1,934
Electricity

$767
Gas

$730
Gas

1.3%
Electricity

0.5% 
Electricity

0.7%
Electricity

0.8%
Gas

0.6%
Gas

0.3% 
Gas

Annual disconnections

RESIDENTIAL SMALL BUSINESS

34% 
Electricity

32% 
Gas

HARDSHIP CUSTOMERS NOT MEETING USAGE COSTS

as at 30 June 2020

78% 63%Electricity 
National average 47%

Gas 
National average 48%
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QLD, NSW, ACT & SA

Alinta Energy

National customer numbers

RESIDENTIAL SMALL BUSINESS

5%  
market share

2% 
market share

4%  
market share

0.1%  
market share

National average  
100 seconds

Customer service

Residential customer debt

Residential payment plans

ANNUAL AVERAGE CALL WAIT TIME ANNUAL COMPLAINTS

National average  
2.0% of customers

37
Seconds

3.6%

of customers complained

352,679
Electricity

Electricity
27,008

55,086 
Gas

Gas
103

0.7%

2,084 220

$1,025
of customers in debt
National average 2.6%

average energy debt
National average $908

as at 30 June 2020

as at 30 June 2020

as at 30 June 2020

0.6% of customers
National average 1.2%

0.4% of customers
National average 0.7%

Electricity Gas

(excludes hardship customers)
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Alinta Energy
QLD, NSW, ACT & SA

Hardship

RESIDENTIAL CUSTOMERS ON HARDSHIP

ANNUAL RATE OF HARDSHIP PROGRAM SUCCESS

AVERAGE CUSTOMER DEBT ON ENTRY

AVERAGE DEBT OF HARDSHIP PARTICIPANTS

National average 
1.1%

National average 
32%

National average 
0.4%

National average 
0.7%

National average 
0.7%

National average 
28%

National average 
0.5%

National average 
0.3%

National average 
$1,318

National average 
$1,371

National average 
$669

National average 
$645

$1,335
Electricity

$2,263
Electricity

$608
Gas

$858
Gas

0.8%
Electricity

1.1% 
Electricity

0.9%
Electricity

0.5%
Gas

1.0%
Gas

0.9% 
Gas

Annual disconnections

RESIDENTIAL SMALL BUSINESS

7% 
Electricity

6% 
Gas

HARDSHIP CUSTOMERS NOT MEETING USAGE COSTS

as at 30 June 2020

43% 34%Electricity 
National average 47%

Gas 
National average 48%
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QLD, NSW & SA

amaysim Energy

National customer numbers

RESIDENTIAL SMALL BUSINESS

1.4%  
market share

1.1% 
market share

0.6%  
market share

0.5%  
market share

National average  
100 seconds

Customer service

Residential customer debt

Residential payment plans

ANNUAL AVERAGE CALL WAIT TIME ANNUAL COMPLAINTS

National average  
2.0% of customers

32
Seconds

1.2%

of customers complained

95,212
Electricity

Electricity
4,081

23,996 
Gas

Gas
413

3.1%

524 57

$993
of customers in debt
National average 2.6%

average energy debt
National average $908

as at 30 June 2020

as at 30 June 2020

as at 30 June 2020

0.6% of customers
National average 1.2%

0.2% of customers
National average 0.7%

Electricity Gas

(excludes hardship customers)
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amaysim Energy
QLD, NSW & SA

National customer numbers

Hardship

Residential

Residential customers on hardship Average customer debt on entry

Small business

Disconnections

Residential Small business

Average debt of hardship participants Rate of success

Hardship

RESIDENTIAL CUSTOMERS ON HARDSHIP

ANNUAL RATE OF HARDSHIP PROGRAM SUCCESS

AVERAGE CUSTOMER DEBT ON ENTRY

AVERAGE DEBT OF HARDSHIP PARTICIPANTS

National average 
1.1%

National average 
32%

National average 
0.4%

National average 
0.7%

National average 
0.7%

National average 
28%

National average 
0.5%

National average 
0.3%

National average 
$1,318

National average 
$1,371

National average 
$669

National average 
$645

$1,509
Electricity

$2,729
Electricity

$546
Gas

$988
Gas

0.7%
Electricity

0.5% 
Electricity

0.5%
Electricity

0.1%
Gas

2.3%
Gas

0.8% 
Gas

Annual disconnections

RESIDENTIAL SMALL BUSINESS

81% 
Electricity

82% 
Gas

HARDSHIP CUSTOMERS NOT MEETING USAGE COSTS

as at 30 June 2020

49% 40%Electricity 
National average 47%

Gas 
National average 48%



Annual retail markets report 2019–20 — Retailer report cards  10

TAS

Aurora Energy

National customer numbers

RESIDENTIAL SMALL BUSINESS

4%  
market share

5%  
market share

National average  
100 seconds

Customer service

Residential customer debt

Residential payment plans

ANNUAL AVERAGE CALL WAIT TIME ANNUAL COMPLAINTS

National average  
2.0% of customers

70
Seconds

4.3%

of customers complained

245,242
Electricity

Electricity
35,280

3.1%

2614

$889
of customers in debt
National average 2.6%

average energy debt
National average $908

as at 30 June 2020

as at 30 June 2020

as at 30 June 2020

1.1% of customers
National average 1.2%

Electricity

(excludes hardship customers)
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Aurora Energy
TAS

Hardship

RESIDENTIAL CUSTOMERS ON HARDSHIP

ANNUAL RATE OF HARDSHIP PROGRAM SUCCESS

AVERAGE CUSTOMER DEBT ON ENTRY

AVERAGE DEBT OF HARDSHIP PARTICIPANTS

National average 
1.1%

National average 
32%

National average 
0.4%

National average 
0.7%

National average 
$1,318

National average 
$1,371

$1,720
Electricity

$1,401
Electricity

2.1%
Electricity

0.1% 
Electricity

0.2%
Electricity

Annual disconnections

RESIDENTIAL SMALL BUSINESS

27% 
Electricity

HARDSHIP CUSTOMERS NOT MEETING USAGE COSTS

as at 30 June 2020

3% Electricity 
National average 47%
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QLD, NSW, ACT & SA

EnergyAustralia

National customer numbers

RESIDENTIAL SMALL BUSINESS

16%  
market share

19% 
market share

14%  
market share

9%  
market share

National average  
100 seconds

Customer service

Residential customer debt

Residential payment plans

ANNUAL AVERAGE CALL WAIT TIME ANNUAL COMPLAINTS

National average  
2.0% of customers

101
Seconds

1.6%

of customers complained

1,044,384
Electricity

Electricity
90,458

421,791 
Gas

Gas
7,711

1.5%

17,027 5,275

$1,298
of customers in debt
National average 2.6%

average energy debt
National average $908

as at 30 June 2020

as at 30 June 2020

as at 30 June 2020

1.6% of customers
National average 1.2%

1.3% of customers
National average 0.7%

Electricity Gas

(excludes hardship customers)
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EnergyAustralia
QLD, NSW, ACT & SA

Hardship

RESIDENTIAL CUSTOMERS ON HARDSHIP

ANNUAL RATE OF HARDSHIP PROGRAM SUCCESS

AVERAGE CUSTOMER DEBT ON ENTRY

AVERAGE DEBT OF HARDSHIP PARTICIPANTS

National average 
1.1%

National average 
32%

National average 
0.4%

National average 
0.7%

National average 
0.7%

National average 
28%

National average 
0.5%

National average 
0.3%

National average 
$1,318

National average 
$1,371

National average 
$669

National average 
$645

$2,166
Electricity

$2,257
Electricity

$1,077
Gas

$1,113
Gas

0.9%
Electricity

0.2% 
Electricity

0.0%
Electricity

0.4%
Gas

0.4%
Gas

0.0% 
Gas

Annual disconnections

RESIDENTIAL SMALL BUSINESS

33% 
Electricity

30% 
Gas

HARDSHIP CUSTOMERS NOT MEETING USAGE COSTS

as at 30 June 2020

52% 48%Electricity 
National average 47%

Gas 
National average 48%
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QLD

Ergon Energy

National customer numbers

RESIDENTIAL SMALL BUSINESS

10%  
market share

13%  
market share

National average  
100 seconds

Customer service

Residential customer debt

Residential payment plans

ANNUAL AVERAGE CALL WAIT TIME ANNUAL COMPLAINTS

National average  
2.0% of customers

158
Seconds

0.5%

of customers complained

627,523
Electricity

1.6%

13,153

$647
of customers in debt
National average 2.6%

average energy debt
National average $908

as at 30 June 2020

as at 30 June 2020

as at 30 June 2020

2.1% of customers
National average 1.2%

Electricity

(excludes hardship customers)

Electricity
87,056
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Ergon Energy
QLD

Hardship

RESIDENTIAL CUSTOMERS ON HARDSHIP

ANNUAL RATE OF HARDSHIP PROGRAM SUCCESS

AVERAGE CUSTOMER DEBT ON ENTRY

AVERAGE DEBT OF HARDSHIP PARTICIPANTS

National average 
1.1%

National average 
32%

National average 
0.4%

National average 
0.7%

National average 
$1,318

National average 
$1,371

$914
Electricity

$1,051
Electricity

1.1%
Electricity

0.4% 
Electricity

1.4%
Electricity

Annual disconnections

RESIDENTIAL SMALL BUSINESS

54% 
Electricity

HARDSHIP CUSTOMERS NOT MEETING USAGE COSTS

as at 30 June 2020

7.7% Electricity 
National average 47%
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QLD, NSW, ACT & SA

Origin Energy

National customer numbers

RESIDENTIAL SMALL BUSINESS

28%  
market share

27% 
market share

29%  
market share

57%  
market share

National average  
100 seconds

Customer service

Residential customer debt

Residential payment plans

ANNUAL AVERAGE CALL WAIT TIME ANNUAL COMPLAINTS

National average  
2.0% of customers

145
Seconds

1.3%

of customers complained

1,831,948
Electricity

Electricity
189,904

602,748 
Gas

Gas
47,241

2.7%

14,279 4,553

$692
of customers in debt
National average 2.6%

average energy debt
National average $908

as at 30 June 2020

as at 30 June 2020

as at 30 June 2020

0.8% of customers
National average 1.2%

0.8% of customers
National average 0.7%

Electricity Gas

(excludes hardship customers)
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Origin Energy
QLD, NSW, ACT & SA

Hardship

RESIDENTIAL CUSTOMERS ON HARDSHIP

ANNUAL RATE OF HARDSHIP PROGRAM SUCCESS

AVERAGE CUSTOMER DEBT ON ENTRY

AVERAGE DEBT OF HARDSHIP PARTICIPANTS

National average 
1.1%

National average 
32%

National average 
0.4%

National average 
0.7%

National average 
0.7%

National average 
28%

National average 
0.5%

National average 
0.3%

National average 
$1,318

National average 
$1,371

National average 
$669

National average 
$645

$405
Electricity

$362
Electricity

$285
Gas

$194
Gas

1.1%
Electricity

0.5% 
Electricity

0.8%
Electricity

0.7%
Gas

0.4%
Gas

0.5% 
Gas

Annual disconnections

RESIDENTIAL SMALL BUSINESS

26% 
Electricity

22% 
Gas

HARDSHIP CUSTOMERS NOT MEETING USAGE COSTS

as at 30 June 2020

34% 21%Electricity 
National average 47%

Gas 
National average 48%
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QLD, NSW, ACT & SA

Red Energy

National customer numbers

RESIDENTIAL SMALL BUSINESS

5%  
market share

3% 
market share

2%  
market share

0.2%  
market share

National average  
100 seconds

Customer service

Residential customer debt

Residential payment plans

ANNUAL AVERAGE CALL WAIT TIME ANNUAL COMPLAINTS

National average  
2.0% of customers

123
Seconds

2.9%

of customers complained

306,228
Electricity

Electricity
11,166

73,064 
Gas

Gas
136

2.1%

5,224 501

$578
of customers in debt
National average 2.6%

average energy debt
National average $908

as at 30 June 2020

as at 30 June 2020

as at 30 June 2020

1.7% of customers
National average 1.2%

0.7% of customers
National average 0.7%

Electricity Gas

(excludes hardship customers)
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Red Energy
QLD, NSW, ACT & SA

Hardship

RESIDENTIAL CUSTOMERS ON HARDSHIP

ANNUAL RATE OF HARDSHIP PROGRAM SUCCESS

AVERAGE CUSTOMER DEBT ON ENTRY

AVERAGE DEBT OF HARDSHIP PARTICIPANTS

National average 
1.1%

National average 
32%

National average 
0.4%

National average 
0.7%

National average 
0.7%

National average 
28%

National average 
0.5%

National average 
0.3%

National average 
$1,318

National average 
$1,371

National average 
$669

National average 
$645

$190
Electricity

$402
Electricity

$48
Gas

$199
Gas

0.7%
Electricity

0.3% 
Electricity

0.5%
Electricity

0.3%
Gas

0.0%
Gas

0.1% 
Gas

Annual disconnections

RESIDENTIAL SMALL BUSINESS

27% 
Electricity

23% 
Gas

HARDSHIP CUSTOMERS NOT MEETING USAGE COSTS

as at 30 June 2020

47% 47%Electricity 
National average 47%

Gas 
National average 48%
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QLD, NSW, ACT & SA

Simply Energy

National customer numbers

RESIDENTIAL SMALL BUSINESS

2%  
market share

3% 
market share

1.1%  
market share

0.7%  
market share

National average  
100 seconds

Customer service

Residential customer debt

Residential payment plans

ANNUAL AVERAGE CALL WAIT TIME ANNUAL COMPLAINTS

National average  
2.0% of customers

35
Seconds

7%

of customers complained

133,318
Electricity

Electricity
7,259

55,677 
Gas

Gas
544

5.3%

3,029 719

$672
of customers in debt
National average 2.6%

average energy debt
National average $908

as at 30 June 2020

as at 30 June 2020

as at 30 June 2020

2.3% of customers
National average 1.2%

1.3% of customers
National average 0.7%

Electricity Gas

(excludes hardship customers)
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Simply Energy
QLD, NSW, ACT & SA

Hardship

RESIDENTIAL CUSTOMERS ON HARDSHIP

ANNUAL RATE OF HARDSHIP PROGRAM SUCCESS

AVERAGE CUSTOMER DEBT ON ENTRY

AVERAGE DEBT OF HARDSHIP PARTICIPANTS

National average 
1.1%

National average 
32%

National average 
0.4%

National average 
0.7%

National average 
0.7%

National average 
28%

National average 
0.5%

National average 
0.3%

National average 
$1,318

National average 
$1,371

National average 
$669

National average 
$645

$1,032
Electricity

$1,576
Electricity

$367
Gas

$495
Gas

1.9%
Electricity

0.7% 
Electricity

0.9%
Electricity

1.4%
Gas

0.9%
Gas

0.5% 
Gas

Annual disconnections

RESIDENTIAL SMALL BUSINESS

27% 
Electricity

25% 
Gas

HARDSHIP CUSTOMERS NOT MEETING USAGE COSTS

as at 30 June 2020

70% 49%Electricity 
National average 47%

Gas 
National average 48%


