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BACKGROUND

The Queensland Consumers’ Association (the Assonjats a non-profit organisation which
exists to advance the interests of Queensland omersu The Association’s members work in a
voluntary capacity and specialise in particulaigydreas, including energy.

The Association is a member of the Consumers’ Fider of Australia, the peak body for
Australian consumer groups, and is representedhenQueensland Competition Authority’s
Consumer Consultative Committee and the Energy \&iaer Ombudsman of Queensland’s
Advisory Council.

The Association strongly supports measures desitmgatomote and facilitate well informed

decision-making by consumers in the energy marKet.this regard it has taken a particular
interest in, and made suggestions for improvementthe comparator currently provided by the
Queensland Competition Authority

Accordingly, the Association welcomes the oppotyrto have participated in stakeholder
forums and to make this submission. The Associaéitso hopes to be able to participate in
further consultations on this topic.

Due to the Association’s limited resources, thensisbion is short and consists only of some
general comments and specific comments on somenmsattthe paper or relevant to the topic.

More detailed information about consumer needsistprovided in the submissions of funded
consumer/community based organisations such a®thleensland Council of Social Service
(QCOSYS), and the Consumer Utilities Advocacy Cef@eAC).

The contact person for this submission is: lan Jarratt, email ijarratt@australiamail.com




GENERAL COMMENTS

The development and implementation of an effeqbitee comparator website by the AER, is a
critically important matter for Queensland consusnieecause, if satisfactory, the AER website
may be come the official price comparator for Qugamd consumers.

The website has the potential to become a key sonfrénformation for consumers wishing to
obtain independent information to assist them té&emaell informed decision between various
retailers and various types of energy contracen(itrd as well as market contracts).

If successful, the website could result in a sigaifit reduction in the number of consumers
making decisions on energy retailers and conti@et result of being contacted by door to door
or tele marketers. This would be very welcome laewkficial.

The website should link closely to other measuaéen or planned to increase the quality and
availability of information to assist consumers ke well informed decisions on energy
matters. Such measures include information os billd energy price facts sheets.

Wherever possible the website should also providécilitate access, to other information likely
to assist and inform consumers, for example alfmutypes of contracts likely to be available and
their main features, factors to take into accouhenrvchoosing energy contracts, measures to
increase energy efficiency, etc.

The types of consumers and their needs the wedisiteto serve should be clearly identified and
specified during the design phase. The extenthizlwprototypes meet these needs should be
thoroughly tested on relevant consumers prior ¢aréhease of the final version of the site.

If the website can not initially deal satisfactgnilith any significant needs, for example time of
use electricity tariffs and self generation of &lietty via solar and other means; they should not
be included on the initial website, the site shouwldicate this, and further work should be
undertaken on such needs.

Where necessary, the website should be able to angetignificant special needs of Queensland
consumers attributable to climate, geography, pegelation, etc.

Further consideration should be given to a nametHerwebsite. It should be accurate, and
preferably also memorable. “Energy Price Compatatay not be completely accurate given
that the main outputs will be (and consumers wéllrbost interested in) estimated annual costs
not tariff rates (prices) and given the emphasisosuring that consumers are aware that the
comparator is only a Guide. An option for considien is — “Energy Cost Comparison Guide”.

SPECIFIC COMMENTS
Disclaimer
This should be as brief and simple as possiblebardcated at the start of the website.

A short statement that this is a guide only shdaddshown prominently, and in addition to the
disclaimer, at the start of the website and agadén lpefore the user is provided with information
about offers that might be available.

Information required from the user

Postcode

Street and suburb should be input options for ifleation of the distribution area, additional to
the postcode.



Fuel types
Consumers interested in electricity and gas offgrsuld be provided with information about

electricity and gas only contracts as well as duell offers unless they choose to obtain only dual
fuel offers. There should also be information tertasuch consumers to the possibility that
separate contacts for electricity and gas may hsdietheir needs than a dual fuel offer.

Metering arrangements
Wherever possible, consumers should not be reqtoragput information on meter type and if it
is required consumers should be assisted to |doigtenformation.

The emphasis should be on obtaining information tariff type (existing or planned).
Information should be provided to assist consurteenter the correct information when they are
not entering a current tariff type, for example dugse they do not having one, do not know what
it is, or want to investigate other tariff typeBor example such consumers would need to know
that off peak tariffs are only available with cénttypes of meters.

Estimated energy consumption
Seasonal weightings applied should be as areafispesipossible.

Consumers should be able to enter information greebed or planned changes to previous
consumption levels already entered. The changesidhbe able to be given as either a
percentage or a specific number of kWh/MJ.

Any information on energy spends (from bills ornfrenemory) must be adjusted by the website
or the consumer to take account of rebates, otists @and charges, etc.

Showing offersavailableto the user

The usefulness of the site would be increased lgridfatas well as the likely cost of offers
available, consumers currently receiving bills welso give information about the likely cost of
continuing with their current arrangements. Ifsthis not possible information, should be
available to help consumers work this out themselve

Further research is required on the critically im@ot matter of whether, and if so how, to
include discounts, fees, charges, etc. in the klon of the estimated amount of a bill.

If beneficial for consumers, the calculated cosvftdérs should include non conditional discounts
and the same rules for deciding what is or is nobm conditional discount should apply to each
retailer and contract.

The website should provide clear information almanditional discounts, and the existence and
likely the cost of penalties for non-compliance twitontract conditions as well and the main
features of offers, including length of contractipe, early termination charges, and the extent to
which tariffs can be changed and when.

To assist decision-making involving what the consufras paid in the past and might pay in the
future, the website should include information fQueensland consumers that regulated
electricity tariffs are changed on 1 July each yaad that this often triggers changes to most
market contract tariffs.

Links should be provided to retailer price factediseonly if these are fully compliant with the
standards set by the AER. Consideration shoulditen to including in the comparator only
offers for which retailers are providing fully cofigmt price fact sheets.



Direct links to any official state comparison websi which continue to operate after the
commencement of the AER website should be condition the website complying with set
standards of accuracy, comprehensiveness, etc.

Consideration should given to providing direct nto commercial comparison and switching

websites which meet set high quality standardschStandards should include indicating clearly

and prominently at an appropriate place beforerswmer starts to enter any data, whether the
website covers all retailers and offers.

Website accessibility
The website should meet the needs of consumeraviimge of vision impairments, including
“colour blindness”.

A free call phone in service (with a call back fiagj should be available for use by consumers;
without internet access, with queries about thesitepor experiencing difficulties using the
website.

General stakeholder comments
It is essential that the existence of the webgtavbll promoted and that it is included (ideally be
the first shown) in the results from the use ofiinet search engines.



