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Executive summary

The Code of Conduct for the Supply of Electricity to Small Use Customers regulates and
controls the conduct of retailers and distributors that supply electricity to residential and small
business customers. The Code covers a broad range of areas including billing, payment,
financial hardship, disconnection and complaints.

Every two years, the Electricity Code Consultative Committee (ECCC) must review the Code
and present its findings to the ERA.! The ECCC is a statutory committee appointed and
chaired by the ERA and includes consumer, industry, and government representatives.

The ECCC provided its final report on the 2019-22 review of the Code to the ERA on 19 May
2021.2 The review was the most comprehensive review since the Code commenced in 2004.
The ECCC not only reviewed existing provisions, but also looked for opportunities to better
align the Code with the National Energy Customer Framework (NECF) and considered new
protections for customers affected by family violence.®

Draft decision

The ERA accepted all 115 recommendations in the ECCC’s final report and published its draft
decision on 9 December 2021.*

In its draft decision, the ERA proposed to substantially expand the protections offered to
electricity customers under the Code, including:

e New protections for customers experiencing family and domestic violence, including
privacy protections, a nine-month moratorium on disconnections, and a requirement for
retailers to have a family violence policy to assist vulnerable customers.

e  Setting a minimum bill debt of $300 before a residential customer can be disconnected
for non-payment.

e Extending the assistance measures offered to customers experiencing payment
difficulties to all customers who request them. This assistance includes payment
extensions and instalment plans.®

e Better aligning the Code with the NECF, to match customer protections in Western
Australia to the national standard where appropriate.

The ERA also proposed changes to reduce the regulatory burden for retailers, such as the
removal of the minimum billing cycle and increased flexibility in the way mandatory information
can be provided, which will make information more accessible for customers. Other changes
will make it easier for retailers to offer customers more flexible and innovative electricity
products. For example, to provide bills through mobile applications and online accounts, or to
offer a capped price billing plan. These changes will improve alignment with the NECF,
reducing the need for retailers that are operating under the national and Western Australian

1 Information about the ECCC and the review process is on the ERA’s website.

2 Electricity Code Consultative Committee, 2021, Final Review Report: 2019-22 Review of the Code of
Conduct for the Supply of Electricity to Small Use Customers, (online).

3 The National Energy Customer Framework consists of legal instruments that regulate the sale and supply of
electricity and gas to customers in the National Electricity Market (except Victoria).

4 Economic Regulation Authority, 2021, Draft decision: Repeal and replacement of the Code of Conduct for
the Supply of Electricity to Small Use Customers 2018, (online).

5 Currently, only customers who have been assessed by their retailer as experiencing payment difficulties or
financial hardship are entitled to this assistance.
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energy regulatory frameworks to have different systems and processes for different
jurisdictions, which should lower their compliance costs.

Final decision
In preparing the final decision, the ERA sought further advice from the ECCC.®

While most of the amendments proposed by the ERA in its draft decision have remained
unchanged in the final decision, some Code amendments have changed in response to the
ECCC’s advice and recommendations on the ERA’s draft decision. For example, to provide
retailers with more flexibility and to better balance the rights of retailers and customers,
retailers are now allowed to:

e Refer customers to electronic information sources other than websites, such as mobile
applications and electronic communication portals, for information.

o Offer payment plans of at least two instalments, rather than three.

o Refuse payment extensions to customers who have failed to meet extensions for two or
more bills in the last year.

The ERA has introduced several new protections for pre-payment meter customers, including
an obligation on retailers to consider a customer’s request for a reduction of the customer’s
fees, charges or debt. Retailers are also no longer allowed to charge a pre-payment meter
customer a fee for reverting to a standard meter if the customer is struggling to pay for their
consumption.

Vulnerable customers

The ECCC recommended several amendments to the new family violence protections,
including the definition of vulnerable customer.

In accepting the ECCC’s advice, the ERA has amended the new definition of vulnerable
customer to ensure that the new protections on family violence are available to those
customers who need them most. The definition now also includes other persons named on a
customer’s account.

Most retailers enter into a contract with a single person. This person becomes the account
holder, and the customer for the purposes of the Code and its protections. Although most
retailers do not allow customers to jointly hold an account, they do allow customers to name
other persons on their account. Persons named on an account may have access to account
information or be able to make changes to the account, and generally will have shared their
contact details with the retailer. The Code’s protections for customers experiencing
vulnerability through family violence, including protections on access to a customer’s
information and safe methods of communication, are therefore also relevant to persons named
on an account.

As retailers cannot always protect all the information provided by a person named on an
account from an account holder, a retailer’'s family violence policy must require retailers to
advise a person experiencing family violence about the potential consequences of being
named on the account.

In the draft decision, the definition of vulnerable customer included all former customers. In
the final decision this has been changed so if a customer experiencing family violence closes

6 Electricity Code Consultative Committee, 2022, Advice on the ERA’s draft decision to repeal and replace the
Code of Conduct for the Supply of Electricity to Small Use Customers 2018, (online).
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their account but has an outstanding debt with the retailer then the customer continues to
receive family violence protections, such as safe methods of communication and the possibility
of debt waiver. The protections do not apply where a former customer does not provide the
retailer with a new address, because this makes it difficult for the retailer to determine if a
supply address is subject to the disconnection protections.

The ERA also accepted the ECCC’s recommendation that pre-payment meter customers be
excluded from the nine-month disconnection moratorium for vulnerable customers. The ERA
agrees with the ECCC that the different nature of pre-payment services requires a different
approach by retailers.” Instead of a mandatory disconnection moratorium, the ERA has
accepted the ECCC’s recommendation that pre-payment meter customers in vulnerable
situations be given two options:

e The customer can remain on a pre-payment arrangement and receive support from their
retailer tailored to their circumstances that helps them avoid disconnection.

e The customer can access the disconnection moratorium by transferring to a standard
meter. While on a standard meter, the customer will receive bills and reminder notices,
and be entitled to payment plans, to help the customer manage the costs of their
electricity consumption.

The ERA has decided that the new Code will commence on 20 February 2023. This is to give
distributors and retailers time to prepare to be able to provide the new protections to customers
when the new Code commences.

7 An explanation of the reasons for excluding pre-payment meter customers from the disconnection
moratorium is in section 2.5.2 and the ECCC'’s advice.
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1. Final decision

The Economic Regulation Authority has decided to exercise its power under section 79 of the
Electricity Industry Act 2004 (Electricity Act) to repeal and replace the Code of Conduct for the
Supply of Electricity to Small Use Customers 2018 (Code). Copies of the new Code, with and
without tracked changes, are included as Appendices 1 and 2.

In making its decision, the ERA has had regard for the advice provided by the Electricity Code
Consultative Committee, as required by section 87 of the Electricity Act.

When the ERA proposes to exercise its power under the Electricity Act to repeal and replace
the Code, the ERA must ensure that any replacement Code is consistent with the Code’s
purpose and objective, as set out in section 79(2) of the Electricity Act. The Code regulates
and controls the conduct of retailers and distributors that supply electricity to residential and
small business customers.

The objectives of the Code are to:

o Define the standard of conduct in the supply and marketing of electricity to customers
and provide for compensation payments to be made to customers when standards of
conduct are not met by a distributor or retailer.

e Protect customers from undesirable marketing conduct.

The ERA is satisfied that the new Code is consistent with the Code’s purpose and objectives.
The ERA’s draft and final decisions set out the ERA’s reasons for the Code amendments and
how the amendments will meet the Code’s objectives.

The new Code will commence on 20 February 2023, and repeal and replace the current Code.

Final decision — Repeal and replacement of the Code of Conduct for the Supply of 7
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2. Substantive code amendments

Given the large number of amendments, the ERA will repeal and replace the Code rather than
amend it. However, for ease of reading, this final decision refers to amendments rather than
repeal and replacement.

All the Code amendments the ERA has made, and the reason for each amendment, are listed
in Appendix 3.

The substantive amendments made by the ERA after its draft decision are in Chapter 3.

Substantive amendments recommended in the ERA’s draft decision and included in this final
decision are set out below.

2.1 National Energy Customer Framework

The ECCC conducted a comparative review of the Code requirements against the National
Energy Customer Framework (NECF). The NECF governs the supply of electricity and gas
from retailers and distributors to customers in Australian jurisdictions other than Victoria and
Western Australia and deals with many of the same matters as the Western Australian Code.

Although the ECCC identified various opportunities to improve consistency between the Code
and the NECF, it limited its recommendations to provisions where it considered that the
amendment would clearly benefit customers, retailers or distributors, or where drafting
changes would make it clearer where the Code and the NECF differ.

To align the Code with the NECF, the ERA has approved amending the Code to:

¢ Remove the minimum duration for a billing cycle to help reduce the regulatory burden
and compliance costs for retailers. Currently, the two retailers that supply residential
customers, Synergy and Horizon Power, have a two-monthly billing cycle and need a
customer’s verifiable consent to change their standard billing cycle. Therefore, it is
unlikely that the change will affect customers negatively.

o Allow retailers to offer customers on a non-standard contract the option to agree to base
their bill on another method (other than a meter reading or estimation). This will increase
flexibility for retailers and customers, as it will allow retailers to offer customers on non-
standard contracts new products.

o Consolidate several information provision requirements into a single provision that will
set out what information retailers and distributors must provide to customers, and how
that information must be provided.

e Require retailers to provide advanced notice of tariff variations to customers on
unregulated tariffs, except in limited circumstances.® The amendment will improve the
quality of information provided to these customers and ensure they have the necessary
information to make an informed choice about their electricity retailer.®

The amendments benefit retailers by reducing regulatory burden and compliance costs; for
example, by removing or simplifying overly prescriptive obligations. Retailers operating in both

8 Customers on regulated tariffs will continue to receive notice of a tariff variation no later than their next bill.
9 ECCC recommendation 83(a) of the Final Review Report.

Final decision — Repeal and replacement of the Code of Conduct for the Supply of 8
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Western Australia and a jurisdiction covered by the NECF may also be able to better align
their systems and processes for different jurisdictions.

Customers benefit by being provided with more information, for example, about tariff changes
and shortened billing cycles. Access to information also improves with information having to
be published online.

2.2 Family violence

2.2.1 Family violence policy

The new Code requires retailers to develop and publish a family violence policy. The policy
must address the following matters:

o  Staff training: Require the retailer to provide for staff training about family violence, with
the training to be developed in consultation with, or delivered by, relevant consumer
representatives.

e Account security: Require the retailer to help protect a customer’s account information
from third persons. This includes taking reasonable steps to establish a safe method of
communication with the customer. Any method agreed with a customer will take
precedence over a prescribed method of information delivery under the Code.

e Customer service: Require the retailer to establish a process that avoids a customer
having to repeatedly disclose or refer to their experience of family violence.

o Debt management: Require the retailer to consider, before commencing debt recovery,
the possible effect of debt recovery on the customer and whether another person is
responsible for the debt. The policy must also require the retailer to consider reducing
and/or waving fees, charges and debt.

e Disconnection: Require the retailer to consider a customer’s circumstances before
commencing disconnection for failure to pay a bill.

The framework is relatively light-handed, as the new Code only prescribes what matters must
be addressed in a family violence policy. Retailers have the flexibility to decide how they
address each matter. This allows retailers to tailor their policy to best meet the needs of their
customers, while ensuring customers receive a minimum level of protection. The ability for
retailers to tailor their assistance is important, as there is no one-size-fits-all approach, and
the needs of each customer will be different.

2.2.2 Evidence of family violence

It is important that retailers do not deter customers from seeking assistance by requiring
excessive evidence of their situation. Therefore, retailers are prohibited from requesting
written evidence of family violence, except where the retailer is considering debt or
disconnection action and the evidence is reasonably necessary to assess what measures to
take.

The new Code prescribes the types of written evidence that a retailer may request, and that
any request must be limited to one piece of evidence.

Final decision — Repeal and replacement of the Code of Conduct for the Supply of 9
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2.2.3 Disconnection moratorium

The ERA has introduced a nine-month prohibition on disconnection of a customer affected by
family violence. Disconnection is prohibited from the date that the retailer becomes aware that
the customer is affected by family violence.

Electricity is an essential service and disconnecting a customer’s supply should be a last
resort. This is particularly relevant to customers in vulnerable situations, such as those
affected by family violence. A disconnection moratorium is important for two reasons. First,
electricity supply is required for the operation of some security systems, such as cameras and
alarm systems. Second, a disconnection prohibition will provide a customer with time to
access other support services and work with the retailer to address bill debt issues.

Although retailers are prohibited from taking disconnection action during the disconnection
moratorium period, including issuing disconnection warnings, retailers are still able to issue
reminder notices. Reminder notices act as a prompt for customers to contact their retailer if
they are having trouble paying their bill.

In making its decision, the ERA considered the need to promote regulatory outcomes that are
in the public interest. The Code amendments build on the work already being undertaken by
the State Government to reduce family violence and will support residential customers affected
by family violence.®

Some of the family violence protections proposed by the ERA In its draft decision have been
amended and those changes are explained in Chapter 3.

2.3  Minimum bill debt for disconnection

The existing Code provides that a retailer may not disconnect a customer’s supply address for
failure to pay a bill if their bill debt is less than an amount set by the ERA. To date, the ERA
has not set a minimum disconnection amount.

The ERA has amended the Code so that a retailer is prohibited from disconnecting residential
customers with a bill debt of less than $300, provided the customer has agreed to repay the
amount.

The $300 amount is also set by the Australian Energy Regulator (AER) for customers covered
by the NECF. The AER found that setting the amount at $300 balanced the interests of
customers in maintaining supply, while avoiding unmanageable debt levels. The amount is
also consistent with the amount of bill debt a customer must have to qualify for the State
Government’s Hardship Utility Grants Scheme (HUGS).!! This ensures that customers who
do not qualify for this scheme due to an insufficient bill debt will not be disconnected.

10 Department of Communities, 2020, Path to Safety: Western Australia’s strategy to reduce family and
domestic violence 2020-2030, (online) [accessed 18 November 2022].

11 Government of Western Australia (WA.gov.au), ‘Hardship Utility Grant Scheme (HUGS)’, (online) [accessed
18 November 2022].
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2.4 Payment assistance

Currently, a retailer only has to offer payment assistance, including extensions and instalment
plans, to residential customers who have been assessed as experiencing payment difficulties
or financial hardship.

The ERA has amended the Code so that retailers are required to make payment extensions
and instalment plans available to all residential customers, without a customer needing to be
assessed as experiencing payment difficulties or financial hardship.

Retailers are no longer allowed to amend an instalment plan without the residential customer’s
consent and all residential customers, not just customers experiencing hardship, have the right
to seek a review of their instalment plan. Extending the right to all residential customers
ensures that a customer’s capacity to pay is not only considered at the time the instalment
plan is entered into but can be reassessed throughout the duration of the plan at the request
of the customer.

The amendments ensure every residential customer is entitled to an instalment plan. This may
help customers feel more empowered to seek assistance. Many customers still find it difficult
to contact their retailer to discuss payment problems. Reasons for this are varied and may
include a general lack of confidence, fear of not achieving a good outcome, or feeling
embarrassed or vulnerable.*? Establishing a clear entitlement to assistance may address
some of these factors.

It also ensures that all instalment plans, including those set up online, have to comply with the
requirements of the Code such as being interest-free and fee-free and take into account the
customer’s capacity to pay.

2.5 Bill delivery

Under the existing Code, a retailer must issue a bill to a customer at the customer’s nominated
address. This may be a physical address or an email address.

Customers should be able to agree to receive their bill through another channel, such as
through an online account or a mobile application. Allowing retailers to deliver a bill through
alternative channels will provide flexibility for retailers and customers. It may also lower costs
for retailers and, in turn, customers. The Code therefore no longer prescribes how bills are
issued to customers.

The ERA acknowledges that this could result in more customers moving to online billing. To
protect customers who have no, or limited, access to digital technology, the ERA has
introduced a new safeguard for customers on a standard form contract that they will be entitled
to a paper bill or email bill on request.

2.6 Contracting out

Clause 1.10 of the existing Code sets out specific clauses that a retailer and customer can
agree to contract out of, in a non-standard contract. Elsewhere in the Code, there are clauses
that allow a retailer and customer to “agree otherwise”. Where a retailer and customer can

12 Essential Services Commission (Victoria), October 2019, Customer Impact Reporting for Victorian Energy
Market Report, Report prepared by Wallis, (online) [accessed 18 November 2022], p. 11.
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agree otherwise, they can agree in writing or verbally that a clause does not apply, regardless
of whether the customer is on a standard form contract or a non-standard contract.

The contracting out framework within the Code can be confusing and will benefit from
amendments to improve its clarity.

The ERA has amended the Code to include two contracting out clauses. One clause lists the
provisions retailers and customers can agree to contract out of in a non-standard contract,
while the other clause lists the provisions that can be contracted out of in a standard form
contract. In both cases, retailers and customers can agree to the changes verbally or in writing.

As each clause lists the provisions that may be contracted out of, references to agree
otherwise in other clauses are no longer required and have been removed.

The ERA has reduced the number of clauses that retailers and customers may agree to
contract out of in a standard form contract. When a customer would only agree to contract out
of a Code protection in exchange for a benefit, the contracting out should only be allowed in
non-standard contracts - for example, when a customer agrees to set aside the Code’s
minimum payment options by agreeing to pay bills by direct debit in exchange for a reduced
tariff.

The changes reduce the scope of retailers and customers to contract out of a standard form
contract. This is consistent with the regulatory framework, which requires the ERA to approve
standard form contracts and ensure those contracts comply with the Code and other relevant
legislation. The standard form contract is an important mechanism to ensure that customers
are provided with a minimum set of standards. A customer should be able to be confident that
the standards under their standard form contract are in line with those approved by the ERA.

The amendments promote fair market conduct by ensuring that the Code clearly sets out
which clauses can be contracted out of, and how they can be contracted out of (that is, in
writing or verbally). The amendments also promote regulatory outcomes that are in the public
interest by ensuring that the minimum set of standards within a standard form contract are
maintained.

2.7 Access to recharge facilities for customers with pre-
payment meters

For customers with pre-payment meters, the existing Code requires retailers to provide a
recharge facility as close as practicable to, and no further than 40 kilometres from, the
customer’s meter.

The ERA has made two amendments to this requirement:

e Specifying that the facility must be a physical facility, such as a shop, to ensure that
customers without access to the internet or mobile phone applications are not
disadvantaged. Retailers can still offer online and mobile application recharge facilities
to customers.

e Removing the requirement for a recharge facility to be within 40 kilometres of a meter
and replacing it with a requirement for a physical recharge facility to be as close as
practicable to the meter.

Removing the requirement to have a recharge facility within 40 kilometres from the customer’s
meter provides greater access to pre-payment meters for customers who want them. There

Final decision — Repeal and replacement of the Code of Conduct for the Supply of 12
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are many customers who want pre-payment meters but live in remote areas where a suitable
physical recharge facility is not available within 40 kilometres. In some areas, recharge
facilities are no longer available following the closure of the local shop or petrol station. The
amendment allows retailers to give these customers the option of a pre-payment meter.
Increasing the availability of pre-payment meters to customers that want them is in the
long-term interests of customers, particularly of those customers who find it easier to budget
for their electricity use with a pre-payment meter.

The obligation does not affect customers for whom it is practicable to provide a recharge
facility within 40 kilometres, as retailers are still required to provide a recharge facility “as close
as practicable” to the customer’s meter. Customers can take into consideration the availability
of recharge facilities when deciding whether to switch to a pre-payment meter. Customers also
continue to have the right to a credit meter if they want one.

Final decision — Repeal and replacement of the Code of Conduct for the Supply of 13
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3. Changes to code amendments proposed in the
draft decision

The following Code amendments are the substantive changes that the ERA has made in
response to the submissions received on the draft decision.

3.1 Family violence

The ERA has made changes to some of the proposed new protections for customers affected
by family violence.

3.1.1 Definition of vulnerable customer

The definition of vulnerable customer proposed in the draft decision has been extended to
include persons who are named on the account of a customer.**!* Customers may name other
persons on their account for a variety of reasons; for example, to provide them with access to
account information or to allow them to make changes to the account. Persons named on an
account will generally provide their contact details, such as telephone number or email
address, to the retailer. Extending the definition of vulnerable customer to include persons on
an account will ensure that the protections of Part 13 also apply to them, including protections
on access to a customer’s information and safe methods of communication.

3.1.1.1 Limitations for former customers

However, the definition of vulnerable customer has been limited for former customers. Only
former customers who have an outstanding debt with their retailer are now covered by the
definition.'>® The amendment recognises that the family violence protections are less relevant
for former customers who do not have, or no longer have, an outstanding debt with their
retailer.!” The amendment also provides clarity to retailers, as it makes it clear when the
protections of Part 13 end for former customers — that is, once the customer has settled any
outstanding debt.

The ERA agrees with the ECCC that, in practice, the amendment should affect only a small
group of customers. This is because the amendment does not affect:

e Customers who transfer their account to, or open a new account at, another supply
address, as they continue to be, or once again become, a current customer of the
retailer.

e Former customers who move in with another customer and are named on the other
customer’s account. These customers are still considered vulnerable customers,
because of the ERA’s decision to extend the definition of vulnerable customer to include
persons named on the account.

13 Recommendation 19(a) of the ECCC advice.

14 Clause 3 of the new Code (definition of vulnerable customer together with the definition of designated
person).

15 Recommendation 19(a) of the ECCC advice.

16 Clause 3 of the new Code (definition of ‘vulnerable customer’ together with the definition of ‘designated
person’).

17 Protections on safe methods of communication and debt waiver are relevant for former customers who have
an outstanding debt with their retailer. These protections will continue to apply while the former customer
has an outstanding debt with the retailer relevant to them.
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Former customers are also no longer entitled to some of the disconnection provisions in the
new Code, namely the:

« Nine-month disconnection moratorium.

e Requirement that a family violence policy requires a retailer to consider a customer’s
circumstances before disconnecting the supply address.

Former customers are no longer customers of the retailer and the retailer cannot disconnect
a customer if it is no longer supplying them.

This change to the protections for former customers, will not adversely affect the customer
and ensure retailers are able to practically comply with the provisions in the new Code

3.1.2  Vulnerable pre-payment meter customers

In the draft decision, pre-payment meter customers were entitled to the nine-month
disconnection moratorium available for customers in vulnerable situations. However, this has
been changed because the ERA agrees with the ECCC that:

e The pre-payment customer could accumulate a large debt over the nine-month period.

o Pre-payment meters generally require any debt (for example, emergency credit) to be
repaid before supply recommences. If a customer has accumulated a large debt during
the nine-month period, it could take a long time before the customer repays that debt
and supply recommences.

e Financial stress can be a trigger for family violence, so a large build-up of debt may
aggravate a customer’s circumstances and could raise privacy and safety concerns for
other persons named on the account who are affected by family violence.

The nature of pre-payment services requires a different approach by retailers. Instead of a
mandatory disconnection moratorium, vulnerable pre-payment meter customers now have two
options:

e The customer can remain on a pre-payment arrangement and receive support from their
retailer tailored to their circumstances that helps them avoid disconnection. To support
this option, a retailer’s family violence policy is required to have arrangements in place
to assist vulnerable pre-payment meter customers to avoid disconnection, including that
a retailer must consider providing financial assistance to a vulnerable pre-payment
meter customer.

e The customer can access the disconnection moratorium by transferring to a standard
meter. While on a standard meter, the customer will receive bills and reminder notices,
and be entitled to payment plans, to help the customer manage the costs of their
electricity consumption.

3.1.3 Protecting a vulnerable customer’s information

The ERA has amended the requirements for the protection of information that were in the draft
decision.® 1® The requirements for family violence policies have been extended.

18 Recommendation 21 of the ECCC advice.
19 Clause 91(2)(b) of the new Code.
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The retailer must take reasonable steps to protect the vulnerable customer’s information if
requested. The term ‘reasonable steps’ ensures retailers must still do everything reasonable
to protect a vulnerable customer’s information. However, the term also recognises that
retailers may not be able to protect the information in all circumstances. For example, if a
person (the vulnerable customer) is named on the account, but is not the account holder, then
a retailer may not be able to prevent the account holder from accessing the vulnerable
customer’s personal information, such as their phone number or email address, as the account
holder may have a right under their supply contract to access all the information on their
account).

The ERA agrees with the ECCC that it is important that customers experiencing family
violence understand there may be risks to being named on another customer’s account. That
is why a new requirement has been included for family violence policies to require retailers to
advise a person affected by family violence about the consequences of being named on the
account of a customer who is not a vulnerable customer.

3.2 Definition of payment plan

The draft Code published with the ERA’s draft decision (consultation draft Code) defined a
payment plan as an interest-free and fee-free plan under which a residential customer was
allowed to pay a bill, arrears or a charge by at least three instalments.?°

As recommended by the ECCC, the ERA has amended the definition by replacing ‘at least 3’
with ‘2 or more’.?! This ensures that retailers can offer residential customers payment plans of
two, rather than three, instalments. The amendment recognises that, under the new Code,
retailers have to make payment plans available to all residential customers, not only those
experiencing payment difficulties or financial hardship. This is likely to result in more
customers asking for a payment plan who only need a short extension of time to pay. Allowing
retailers to offer these customers payment plans of two instalments is likely to benefit both
customers and retailers.

As pointed out by the ECCC, customers who need more time to pay their outstanding bill or
debt will still be entitled to a payment plan of more than two instalments, as the Code requires
any payment plan to take account of a customer’s capacity to pay.

3.3 Providing digital information

In its draft decision, the ERA proposed that retailers, distributors and electricity marketing
agents be allowed to meet any requirement to provide information to a customer by referring
the customer to their website. If the customer requested that the information be given to them,
the retailer, distributor or electricity marketing agent had to provide a copy of the information
to the customer??

The ERA has further increased the ways retailers, distributors and electricity marketing agents
can provide information by allowing them to also refer customers to mobile applications (apps)
and electronic communication portals.?®

20 Clause 4(1) of the consultation draft Code.
21 Recommendation 2 of the ECCC advice.
22 Clause 5 of the consultation draft Code.

23 Clause 5(2)(a)(ii) of the new Code.
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The amendment recognises that some information will not be available on a retailer’s website,
as it is specific to the customer’s circumstances, such as historical billing data or tariff
information. Accessing the information through an app or customer portal often allows the
customer to access full data sets or download the data directly into a spreadsheet; options
that may not be available if a retailer must provide the information by e-mail or in hardcopy.

A disadvantage of accessing information through apps or customer portals is the customer
must first download the app or establish a customer account. The ERA agrees with the ECCC
that it is important that customers who do not wish, or are unable, to download an app or
establish an account to access information are aware that they are entitled to receive a copy
of the information by post or e-mail.?* The new Code therefore requires that a retailer,
distributor or electricity marketing agent who refers a customer to a mobile application or an
electronic communication portal also advises the customer that they are entitled to be provided
with a copy of the information.?®

3.4 Payment extensions

In its draft decision, the ERA proposed that retailers be required to make payment extensions
and payment plans available to all residential customers. Retailers would only have to make
one payment extension or plan available per bill.?® A retailer did not have to make a payment
plan available if a customer already had two payment plans cancelled for non-payment over
the past 12 months.?” A similar restriction did not apply to the number of payment extensions
that had to be made available.?®

As recommended by the ECCC, the ERA has placed a cap on the number of payment
extensions a retailer must make available.?® Retailers no longer have to make a payment
extension available if a residential customer has, in the previous 12 months, failed to pay at
least two bills within the additional time provided by the retailer.2® Overall, customers are
entitled to at least two payment extensions and two payment plans per year. The cap ensures
retailers can refuse a payment extension to customers who regularly request extensions but
then fail to pay within the agreed timeframe. It does not preclude retailers from offering
additional extensions if they want too.

24 Recommendation 3 of the ECCC advice.

25 Clause 5(4) of the new Code.

26 Clause 41(1) and (2) of the consultation draft Code.
27 Clause 42(3) of the consultation draft Code.

28 |n practice, a retailer had to make a maximum of six payment extensions available per year (if the retailer
issued bills bi-monthly). This was because clause 41(2) of the consultation draft Code provided that a
customer was only entitled to select one payment extension or payment plan per bill.

29 Recommendation 6 of the ECCC advice.
30 Clause 42 of the new Code.
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3.5 Pre-payment metering

The ERA has made several new amendments to the existing pre-payment meter provisions.

3.5.1 Designation of pre-payment meter areas

The existing Code restricts the areas in which a pre-payment meter may be operated or
offered to those areas that have been declared by the Minister publishing a notice in the
Government Gazette.?!

The ECCC recommended that the ERA delete the provision from the Code as all pre-payment
customers are currently supplied by Synergy and Horizon Power.®?> As both Synergy and
Horizon Power are government trading enterprises, the Minister can already direct them to
only offer pre-payment meter services in prescribed areas without requiring authority from the
Code.

The ERA agrees with the ECCC that the amendment is unlikely to affect residential customers.
Although the amendment allows retailers other than Synergy and Horizon Power to offer
pre-payment meter services, in practice this is unlikely to occur. Most residential customers
are non-contestable and can only be supplied by Synergy or Horizon Power.*?

3.5.2  Assistance for pre-payment customers

The existing Code requires retailers to provide certain information to pre-payment meter
customers who have informed their retailer that they are experiencing difficulties paying for
their consumption, or who have been disconnected at least twice for more than 120 minutes
in a month.3* The retailer must provide information about financial assistance programs and
independent financial counselling services.

Providing concession information

The new Code requires retailers to also advise these customers about the concessions that
may be available to them and how to access those concessions® *¢ A similar obligation
already applies to retailers for customers with a standard meter who are experiencing financial
hardship.*’

Reducing or waiving fees, charges or debt

The new Code requires retailers to also give reasonable consideration to a request from pre-
payment customers who are experiencing financial hardship, for a reduction of their fees,

31 Clause 9.1(2) of the 2018 Code; clause 55(2) of the consultation draft Code.

32 Recommendation 9 of the ECCC advice.

33 A ‘non-contestable’ customer is a customer who cannot choose their electricity retailer.
34 Clause 9.11(2) of the 2018 Code; clause 66 of the consultation draft Code.

35 Clause 66(2)(b) of the new Code.

3  Recommendation 11 of the ECCC advice.

37 Clause 6.8(c) of the 2018 Code; clause 45(c) of the consultation draft Code.
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charges or debt.®® % This change ensures consistency with obligations that already exist for
residential customers with a standard meter who are experiencing financial hardship.*

3.5.3 Fees for reverting a pre-payment meter to a standard meter

The existing Code requires retailers to give reasonable consideration to a request by a
residential pre-payment meter customer to waive any fees or charges for replacing their pre-
payment meter with a standard meter, if the customer has informed the retailer that they are
experiencing difficulties paying for their consumption.*

The ECCC recommended that retailers no longer be allowed to charge these customers a fee
for reverting to a standard meter.*> When the provision was originally included in the Code,
reverting a pre-payment meter to a standard meter was costly, because it required the
pre-payment meter to be removed and replaced by a standard meter. Since then, Horizon
Power, which supplies nearly all pre-payment meter customers in Western Australia, has
installed advanced (smart) meters. Advanced meters can be remotely programmed to operate
as a pre-payment meter or a standard meter, substantially reducing the costs of switching a
meter between prepayment and standard functionality.

Allowing customers who are having difficulties paying for their consumption to revert to a
standard meter free of charge promotes regulatory outcomes that are in the public interest.
Although many pre-payment meter customers prefer pre-payment over post-billing
arrangements on a standard meter, pre-payment metering has disadvantages and will not suit
every customer. Customers should not be denied access to a standard meter because they
cannot afford the cost of reverting to a standard meter.

38 Clause 66(5) of the new Code.

3% Recommendation 12 of the ECCC advice.

40 Clause 6.6(1) of the 2018 Code; clause 45(1) of the new Code.

41 Clause 9.11(1) of the 2018 Code; clause 67 of the consultation draft Code.
42 Recommendation 13 of the ECCC advice.
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Regulatory framework — Requirement for ERA to
have regard to certain matters

In performing its functions under the Electricity Act, the ERA must have regard to the
requirements of section 26 of the Economic Regulation Authority Act 2003. In approving this
final decision and all the Code amendments, the ERA has had regard to:

The need to promote regulatory outcomes that are in the public interest

Although it is often in a retailer or distributor’s interest to assist customers, sometimes
regulatory intervention is needed to achieve an outcome that is in the public interest:

An example of this is the introduction of protections for customers affected by family
violence, including a nine-month disconnection moratorium. The protections will
assist a group of customers in vulnerable situations by providing them with safe,
supportive, and flexible assistance from their retailer. The vulnerable customer
protections have also been extended to other persons named on a customer’s
account and cover former customers who have an outstanding debt with their
retailer.

Other examples are the proposed changes to the frameworks for financial hardship
assessments and contracting out. The requirement that all financial hardship
assessments must be performed by retailers will free up valuable time and
resources for financial counsellors, who currently undertake many of the
assessments. The amendments to the contracting out framework recognise the role
of the standard form contract in providing a minimum safety net for customers.

The new protections for pre-payment meter customers aim to ensure pre-payment
meter customers who are struggling to pay for their consumption are entitled to
some of the protections available to customers with a standard meter. For example,
retailers will now have to give reasonable consideration to a request for a reduction
or waiver of fees, charges or debt, and provide customers with information about
available concessions. Retailers will also no longer be allowed to charge these
customers a fee for reverting their pre-payment meter to a standard meter and must
offer protections to vulnerable customers on pre-payment meters.

The long-term interests of consumers in relation to the price and quality of
electricity services

An important role of regulation is to promote the long-term interests of customers. This
can involve keeping prices low as possible, improving standards or services, or increasing
choice:

Several Code amendments will enable retailers to provide customers with more
choice. For example, removing the requirement that all bills must be sent to a
physical or email address will allow retailers to issue bills in an account portal or in a
mobile application. The Code amendment to allow retailers to base a bill on a
method agreed with the customer will allow retailers to offer new products, such as
capped energy plans.

The Code does not have a role in setting retail prices, but it can set standards
around the payment for services. Some of the proposals aim to assist customers
who are struggling to pay for their service, for example by requiring retailers to
make payment extensions and instalment plans available to all residential
customers, and by setting standards for instalment plans.
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e The legitimate business interests of retailers, distributors and electricity
marketing agents

Regulation often results in costs for retailers and should therefore only be introduced
when needed, such as to prevent abuse of monopoly or market power, to promote
regulatory outcomes that are in the public interest, or to ensure the long-term interest of
consumers.

— The ERA considers that for various Code protections the same objective could be
achieved without regulation, or the benefits of regulation do not outweigh the costs.
Accordingly, the ERA has amended the Code to remove several existing regulatory
obligations, such as the minimum billing period; maximum timeframes for providing
certain information; standards for bill smoothing and direct debit arrangements.

— The new cap on payment extensions aims to balance the right of residential
customers to receive a payment extension, with the legitimate business interests of
retailers to refuse a payment extension to customers who regularly fail to pay within
the additional time provided.

— To ensure that retailers are not required to comply with obligations that, in practice,
they may not be able to comply with:

» The nine-month disconnection moratorium and the requirement that a family
violence policy require a retailer to consider a customer’s circumstances before
disconnecting the supply address, will no longer apply to former customers.

= Family violence policies will now require retailers to advise customers that, upon
request, retailers must take reasonable steps to (rather than ‘can’) protect the
customer’s information.

e The need to promote competitive and fair market conduct

A small percentage of customers covered by the Code can choose their retailer. These
customers may be able to negotiate a lower price or better service by switching retailers.
To promote competitive market conduct, the ERA has amended the Code so that retailers
are required to give customers on unregulated tariffs five business days’ notice of tariff
variations. This will help customers make an informed choice on whether to switch
retailers or try to negotiate an alternative tariff.
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5.

The ECCC'’s code review began in mid-2020 and concluded on 20 May 2021 when it delivered
its final review report to the ERA. Following the ECCC’s review, the ERA published its draft
decision for public comment and now this final decision. The ERA also sought the ECCC'’s

Code review process and ECCC membership

advice on the draft decision.

Table 1: Code review process

Milestone

ECCC — Meeting 1

‘ Date

3 September 2020

ECCC — Meeting 2

7 September 2020

ECCC — Meeting 3

21 September 2020

ECCC — Meeting 4

1 October 2020

ECCC — Meeting 5

11 November 2020

Publication of ECCC draft review report for public comment
(11 submissions received)

30 November 2020 — 29 January
2021

ECCC — Meeting 6

19 March 2021

ECCC — Meeting 7

21 March 2021

Publication of ECCC final review report

20 May 2021

Publication of ERA draft decision for public comment
(three submissions received)

9 December 2021 — 11 February
2022

ECCC — Meeting 8

16 March 2022

ECCC — Meeting 9

8 August 2022

ECCC - Meeting 10

16 August 2022

Publication of ECCC advice on ERA draft decision

27 September 2022

Publication of ERA final decision

8 December 2022

Members of the ECCC are:

Table 2: ECCC members
INETn[ ‘ Agency ‘ Representative type
Executive Director, ERA Chairperson
Regulation & Inquiries
Principal Regulatory Officer, | ERA Executive officer

Utility Services Regulation

Celia Dufall Financial Counselling Network

Consumer representative

Graham Hansen WACOSS

Consumer representative
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Diane Hayes

‘ Agency

(formerly) Financial Counsellors’
Association of WA

Economic Regulation Authority

‘ Representative type

Consumer representative

Daniel Pritchard

Circle Green Community Legal Centre

Consumer representative

Stephanie Barnes

Western Power

Industry representative

David Frankel

Horizon Power

Industry representative

Catherine Rousch

Alinta Energy

Industry representative

Simon Thackray

Synergy

Industry representative

Anne Braithwaite

Energy Policy WA

Government representative

Karen Keyser

Department of Mines, Industry
Regulation and Safety, Consumer
Protection

Government representative

Brent Savage

Energy Policy WA

Observer
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Electricity Industry Act 2004

Code of Conduct for the Supply of Electricity to
Small Use Customers 2022

Approved by the Authority under section 79 of the Act.

Part 1 — Preliminary

1. Citation

This code is the Code of Conduct for the Supply of Electricity to
Small Use Customers 2022.

2. Commencement

This code comes into operation as follows —

(@ clauses 1 and 2 — on the day on which this code is
published in the Gazette;

(b) the rest of the code — on 20 February 2023.

3. Terms used

In this code —

accumulation meter has the meaning given in the Metering
Code clause 1.3;

actual value has the meaning given in the Metering Code
clause 1.3;

alternative tariff, for a customer, means a tariff other than the
tariff under which the customer is currently supplied electricity;

appropriately qualified medical practitioner means —
(@) within the Perth metropolitan area —
(i) aspecialist medical practitioner; or
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Code of Conduct for the Supply of Electricity to Small Use

Customers 2022

Part 1

cl. 3

Preliminary

(b)

(i)  ahospice doctor; or

(iii)  a medical practitioner working in a specialist
department of a hospital;

or
otherwise —
(i) aspecialist medical practitioner; or
(i)  ahospice doctor; or
(i) a medical practitioner working in a specialist
department of a hospital; or
(iv) adoctor or general practitioner who works at a
local hospital or rural health service (whether or
not on a full-time basis);

AS, followed by a designation, refers to an Australian Standard
having that designation that is published by Standards Australia;

AS/NZS, followed by a designation, refers to an Australian/New
Zealand Standard having that designation that is published
jointly by Standards Australia and Standards New Zealand;

attach has the meaning given in the Obligation to Connect
Regulations regulation 2;

Australian Consumer Law (WA) has the meaning given in the
Fair Trading Act 2010 section 17(1);

basic living needs includes payments for —

(@)
(b)
(©)
(d)
(€)
()
(@)

rent or mortgage; and

utilities (for example, gas, phone and water); and
food and groceries; and

transport (including petrol and car expenses); and
childcare and school fees; and

clothing; and

medical and dental expenses;

billing cycle means the regular recurrent period in which a
customer receives a bill from a retailer;

page 2

PCO5325409a



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 1

cl.3

bill issue date means the date on which a bill is sent by a retailer
to a customer;

business customer means a customer who is not a residential
customer;

business day means a day other than a Saturday, a Sunday or a
public holiday throughout the State;

Centrelink means the Commonwealth agency known as
Centrelink;

Centrepay means the facility that allows Centrelink customers
to have automatic deductions taken from Centrelink payments;

collective customer means a customer —

(@) who receives a single bill from the retailer for electricity
supplied at 2 or more supply addresses; or

(b) who is supplied electricity from the same retailer at
multiple sites at a single supply address;

complaint means an expression of dissatisfaction made to or
about an organisation, related to its products, services, staff or
the handling of a complaint, for which a response or resolution
is explicitly or implicitly expected or legally required,;

concession means a concession, rebate, subsidy or grant,
available to residential customers only, related to the supply of
electricity;

connect means to attach by way of a physical link to an
electricity network and to energise the link;

contact means contact that is —
(a) face to face; or
(b) by telephone; or
(c) by post; or
(d) by email or other means of electronic communication;

contestable customer means a customer to whom the supply of
electricity is not restricted under the Electricity Corporations
Act 2005 section 54;
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Customers 2022

Part 1

cl. 3

Preliminary

contract means a standard form contract or a non-standard
contract;

cooling-off period, in relation to a contract, means the period
specified in the contract as the cooling-off period,;

credit retrieval means the ability for a pre-payment meter
customer to recover any payments made for the supply of
electricity;

customer means a person —

(@) towhom electricity is sold for the purpose of
consumption; and

(b) who consumes not more than 160 MWh of electricity
per annum;

customer experiencing financial hardship means a residential
customer who has been assessed by a retailer under clause 40 as
experiencing financial hardship;

de-energise means the removal of the supply voltage from a
meter at a supply address while leaving the supply address
attached;

designated person means —
(@) aresidential customer; or

(b) another person named on the account of a residential
customer; or

(c) aformer residential customer who owes a debt to the
retailer;

disconnect —
(@ means to de-energise a customer’s supply address; but

(b) does not include de-energising a customer’s supply
address in the event of an interruption;

disconnection warning means a notice in writing issued in
accordance with clause 48(1)(c) or 51(2)(d);

distributor means a person who holds a distribution licence or
integrated regional licence under Part 2 of the Act;

page 4
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 1

cl.3

dual fuel contract means a non-standard contract for the sale of
electricity and for the sale of gas by a retailer to a contestable
customer;

electricity industry ombudsman means the Energy and Water
Ombudsman Western Australia performing the functions of
electricity industry ombudsman under a scheme approved under
Part 7 of the Act and an agreement under the Parliamentary
Commissioner Act 1971 section 34;

electricity marketing agent —
(@) means a person who acts on behalf of a retailer —

(i) for the purpose of obtaining new customers for
the retailer; or

(i) in dealings with existing customers in relation to
contracts for the supply of electricity by the
retailer,;

and

(b) includes a representative, agent or employee of a person
referred to in paragraph (a); but

(c) does not include a customer representative or the
Housing Authority;

emergency means the actual or imminent occurrence of an event
that —

(@ inany way endangers or threatens to endanger the safety
or health of any person, or the maintenance of power
system security, in the State; or

(b) destroys or damages, or threatens to destroy or damage,
any property in the State;

energise has the meaning given in the Obligation to Connect
Regulations regulation 2;

energy data has the meaning given in the Metering Code
clause 1.3;

family violence has the meaning given in the Restraining
Orders Act 1997 section 5A,
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Part 1

cl. 3

Preliminary

financial hardship, in relation to a residential customer, means
a state of long-term financial disadvantage as a result of which
the customer is unable to pay an outstanding amount as required
by a retailer without affecting the customer’s ability to meet the
basic living needs of the customer or a dependant of the
customer;

historical debt means an amount outstanding for the supply of
electricity by a retailer to a customer’s previous supply address
or supply addresses;

Housing Authority means the body corporate established under
the Housing Act 1980 section 6;

interruption —

(@) means the temporary unavailability of supply of
electricity from the distribution network to a supply
address; but

(b) does not include a disconnection under Part 7;

interval meter has the meaning given in the Metering Code
clause 1.3;

life support equipment means specified equipment under the
Life Support Equipment Electricity Subsidy Scheme as
administered by the department of the Public Service principally
assisting in the administration of the Taxation Administration
Act 2003 immediately before 1 January 2023;

life support equipment address means a supply address
registered under Part 11;

marketing identification number means a unique number
assigned by a retailer to each electricity marketing agent acting
on its behalf;

meter has the meaning given in the Metering Code clause 1.3;

Metering Code means the Electricity Industry (Metering)
Code 2012;
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metering data agent has the meaning given in the Metering
Code clause 1.3;

metrology procedure has the meaning given in the Metering
Code clause 1.3;

metropolitan area means —
(@) the Perth metropolitan area; and
(b) the local government district of Mandurah; and
(c) the local government district of Murray; and

(d) the townsites, as constituted under the Land
Administration Act 1997 section 26, of —

(i) Albany; and
(i)  Bunbury; and
(iii)  Geraldton; and
(iv) Kalgoorlie; and
(v) Karratha; and
(vi) Port Hedland; and
(vii)  South Hedland,;

National Interpreter Symbol means the national public
information symbol “Interpreter Symbol” (with text) developed
by the State of Victoria in partnership with the Commonwealth,
State and Territory governments in accordance with

AS 2342-1992;

non-contestable customer means a customer other than a
contestable customer;

non-standard contract has the meaning given in section 47 of
the Act;

Obligation to Connect Regulations means the Electricity
Industry (Obligation to Connect) Regulations 2005;
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Preliminary

overcharging —

(@ includes the overcharging of a customer as the result
of —

(1) anerror, defect or default for which the retailer
or distributor is responsible (including when a
meter is found to be defective); or

(if)  the retailer basing a bill or bills on estimated
energy data that is greater than the actual value
(not being a deemed actual value) of energy used
where the actual value is derived from an actual
meter reading undertaken by a person employed
or appointed by the distributor that passes the
validation processes in Appendix 2 of the
Metering Code;

but

(b) does not include an amount charged in accordance with
a bill smoothing arrangement;

payment plan has the meaning given in clause 4;

payment problems includes payment problems relating to a
historical debt;

Perth metropolitan area means the region described in the
Planning and Development Act 2005 Schedule 3;

pre-payment meter means a meter that requires a customer to
pay for the supply of electricity before consumption;

pre-payment meter customer means a customer who has a
pre-payment meter operating at the customer’s supply address;

pre-payment meter service means a service for the supply of
electricity where the customer agrees to purchase electricity by
means of a pre-payment meter;

protected period means —

(d aMonday, Tuesday, Wednesday or Thursday after
3 pm; or

(b) aFriday after 12 noon; or
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(c) a Saturday, a Sunday or a public holiday throughout the
State; or

(d) abusiness day immediately before a public holiday
throughout the State;

recharge facility means a facility where a pre-payment meter
customer can purchase credit for a pre-payment meter;

reconnect means to re-energise the customer’s supply address
following disconnection;

re-energise means to restore the supply voltage to the meter at
the supply address;

regional area means an area in the State other than the
metropolitan area;

relevant consumer representative —

(@ means a person who may reasonably be expected to
represent the interests of residential customers who are
experiencing —

(i) difficulties in paying their bills or purchasing
credit for the recharge of a pre-payment meter; or
(i)  financial hardship;
and
(b) includes financial counsellors;

relevant standard, in relation to a retailer or a distributor, has
the meaning given in clause 81;

reminder notice has the meaning given in clause 48(1)(a);

residential customer means a customer who consumes
electricity solely for domestic use;

residential pre-payment meter customer means a residential
customer who has a pre-payment meter operating at the
customer’s supply address;
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resolved, in relation to a complaint, means that —

(@) adecision or determination has been made by the
retailer or distributor (as relevant) with respect to the
complaint; and

(b) in making the decision or determination, the retailer or
distributor had regard to the nature and particular
circumstances of the complaint, and used all reasonable
steps to ensure the best possible approach to addressing
the complaint;

retailer means a person who holds a retail licence or integrated
regional licence under Part 2 of the Act;

shortened billing cycle —

(@) means a billing cycle that is shorter than a customer’s
standard billing cycle; but

(b) does not include a billing cycle agreed under
clause 19(3);
standard form contract has the meaning given in section 47 of
the Act;

supply address means the premises to which electricity was, is
or may be supplied under a contract;

time band refers to a period of time within a time of use tariff to
which a given tariff rate applies;

time of use tariff means a tariff structure in which some or all of
the tariff varies according to the time at which electricity is
supplied;

undercharging —

(@ includes the undercharging of a customer that is the
result of —
(1) anerror, defect or default for which the retailer

or distributor is responsible (including when a
meter is found to be defective); or
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(if)  the retailer basing a bill or bills on estimated
energy data that is less than the actual value (not
being a deemed actual value) of energy used
where the actual value is derived from an actual
meter reading undertaken by a person employed
or appointed by the distributor that passes the
validation processes in Appendix 2 of the
Metering Code; or

(iii)  afailure to issue a bill to a customer;
but

(b) does not include an amount charged in accordance with
a bill smoothing arrangement;

unsolicited consumer agreement has the meaning given in the
Australian Consumer Law (WA) section 69;

verifiable confirmation means confirmation that is given to a
retailer or electricity marketing agent —
(@ expressly; and
(b) inwriting or orally; and
(c) by acustomer or a nominated person competent to give
the confirmation on the customer’s behalf;

verifiable consent means consent that is given to a retailer or
electricity marketing agent —

(@ expressly; and
(b)  in writing or orally; and

(c) by acustomer or a nominated person competent to give
the consent on the customer’s behalf; and

(d) after the retailer or electricity marketing agent
(whichever is relevant) has, in plain language
appropriate to the customer, disclosed all matters
materially relevant to the giving of the consent,
including each specific purpose for which the consent
will be used,;
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vulnerable customer means a designated person —

(@ who has advised the retailer that they are affected by
family violence; or

(b)  who the retailer has reason to believe is affected by
family violence.

Note for this clause:

A term used in this code has the same meaning as it has in the
Electricity Industry Act 2004. See the Electricity Industry Act 2004
sections 3 and 78 in particular, and the Interpretation Act 1984
section 44.

4. Payment plans

(1) For the purposes of this code, a payment plan is an interest-free
and fee-free plan or other arrangement between a retailer and a
residential customer under which the customer is allowed to pay
a bill, any arrears or a charge (including a disconnection or
reconnection charge) by 2 or more instalments while continuing
consumption of electricity.

(2) Insubclause (1), a fee includes any fee or charge associated
with the establishment or operation of a payment plan that
would not otherwise be payable if the residential customer had
not entered into the payment plan.

5. Provision of information to customers

(1) Inthis clause —
designated entity means —
(@) aretailer; or
(b) adistributor; or
(c) an electricity marketing agent.
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(2) If this code requires a designated entity to give or provide
information to a customer on request, the designated entity may
satisfy this requirement by —

(@) referring the customer —

(i) to the information on a retailer’s or distributor’s
website (as the case requires); or

(i)  subject to subclause (4), to a mobile application
or an electronic communication portal where the
information may be obtained;

or
(b) providing a copy of the information to the customer.

(3) The designated entity must provide a copy of the information to
the customer if the customer requests a copy.

(4) A designated entity may rely on subclause (2)(a)(ii) only if the
designated entity, when referring a customer to the mobile
application or portal, advises the customer that the customer is
also entitled to be provided with a copy of the information by
the designated entity.

(5) This clause does not limit any other provision of this code
relating to the provision of information.

6. Variations relating to standard form contracts

(1) Arretailer and a customer may agree that the following clauses
do not apply, or are amended in their application, to a standard
form contract —

(@) clause 18(2);
(b) clause 38(1);
(c) clause53;

(d) clause 86(2);
(e) clause 100(1);
(F) clause 100(2).
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(2) An agreement under subclause (1) may be a written or a verbal
agreement.
7. Variations relating to non-standard contracts
(1) Arretailer and a customer may agree that the following clauses
do not apply, or are amended in their application, to a
non-standard contract —
(@) clause 18(2);
(b) clause 19;
(c) clause 20;
(d) clause 21(1) to (6);
(e) clause 33;
(f) clause 34;
(g) clause 35;
(h) clause 38;
(i) clause 53;
(j) clause 86(2);
(k) clause 100(1);
() clause 100(2).
(2) Anagreement under subclause (1) may be a written or a verbal

agreement.
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Part 2 — Marketing

Note for this Part:

This code is not the only compliance obligation in relation to marketing.
Other State and Commonwealth laws apply to marketing activities,
including the Fair Trading Act 2010, the Spam Act 2003
(Commonwealth), the Spam Regulations 2021 (Commonwealth), the
Do Not Call Register Act 2006 (Commonwealth), the
Telecommunications (Telemarketing and Research Calls) Industry
Standard 2017 (Commonwealth) and the Privacy Act 1988
(Commonwealth).

Division 1 — Retailer obligations

8. Retailers must ensure electricity marketing agents comply
with Part

A retailer must ensure that its electricity marketing agents
comply with this Part.

Division 2 — Contracts and information to be provided to
customers

9. Entering into standard form contract

(1) When a retailer and a customer enter into a standard form
contract that is not an unsolicited consumer agreement, the
retailer or an electricity marketing agent must —

(@) record the date on which the standard form contract was
entered into; and

(b) give or make available to the customer, at no charge, a
copy of the standard form contract —

(i) if the standard form contract is entered into by
telephone — as soon as possible, but not more
than 5 business days, after the standard form
contract is entered into; or

(it)  otherwise — at the time the standard form
contract is entered into.
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(2) Unless subclause (3) applies, if a customer enters into a standard
form contract with a retailer, the retailer or an electricity
marketing agent must give the following information to the
customer before or at the time of giving the customer’s
1% bill —

(@ how the customer may obtain —
(i) acopy of this code; and

(i)  details of all relevant tariffs, fees, charges,
alternative tariffs and service levels that may
apply to the customer;

(b) the scope of this code;

(c) thatretailers and electricity marketing agents must
comply with this code;

(d) how the retailer may assist if the customer is
experiencing problems paying a bill;

(e) inthe case of a residential customer — a statement that
the customer may be eligible to receive concessions and
how the customer may find out about their eligibility to
receive those concessions;

(f) the distributor’s 24-hour telephone number for faults
and emergencies;

(9) inthe case of a residential customer —

(i) the telephone number for interpreter services,
identified by the National Interpreter Symbol;
and

(it)  the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

(h)  how to make an enquiry of, or complaint to, the retailer;
(i) general information on the safe use of electricity.
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(3) Arretailer or an electricity marketing agent is not required to
give the information set out in subclause (2) to a customer if —

(@) the retailer or an electricity marketing agent has given
the information to the customer within the preceding
12 months; or

(b) the retailer or an electricity marketing agent has
informed the customer how the customer may obtain the
information and the customer has not requested to be
given the information.

10. Entering into non-standard contract

(1) When a retailer and a customer enter into a non-standard
contract that is not an unsolicited consumer agreement, the
retailer or an electricity marketing agent must —

(@) obtain and make a record of the customer’s verifiable
consent to entering into the non-standard contract; and

(b) give or make available to the customer, at no charge, a
copy of the non-standard contract —

(i) if the non-standard contract is entered into by
telephone — as soon as possible, but not more
than 5 business days, after the non-standard
contract is entered into; or

(it)  otherwise — at the time the non-standard
contract is entered into.

(2) Before a retailer enters into a non-standard contract with a
customer, the retailer or an electricity marketing agent must
give the customer the following information —

(@) if the retailer is required to offer to supply electricity to
the customer under a standard form contract —

(i) astatement that the customer is able to choose
the standard form contract offered by the retailer;
and
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(i)  details of the difference between the
non-standard contract and the standard form
contract;

(b) if the customer is a residential customer — a statement
that the customer may be eligible to receive concessions
and how the customer may find out about their
eligibility to receive those concessions;

(c) details of any right the customer may have to rescind the
non-standard contract during the cooling-off period and
the charges that may apply if the customer rescinds the
non-standard contract.

(3) Unless subclause (4) applies, if a customer enters into a
non-standard contract with a retailer, the retailer or an electricity
marketing agent must give the following information to the
customer before or at the time of giving the customer’s
1 bill —

(@ how the customer may obtain —
(i) acopy of this code; and

(it)  details of all relevant tariffs, fees, charges,
alternative tariffs and service levels that may
apply to the customer;

(b) the scope of this code;

(c) thatretailers and electricity marketing agents must
comply with this code;

(d) how the retailer may assist if the customer is
experiencing problems paying a bill;

(e) the distributor’s 24-hour telephone number for faults
and emergencies;

(f) in the case of a residential customer —

(i) the telephone number for interpreter services,
identified by the National Interpreter Symbol,
and
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(i)  the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

(g) how to make an enquiry of, or complaint to, the retailer;
(h) general information on the safe use of electricity.

(4) Arretailer or electricity marketing agent is not required to give
the information set out in subclause (3) to a customer if —

(@) the retailer or an electricity marketing agent has given
the information to the customer within the preceding
12 months; or

(b) the retailer or an electricity marketing agent has
informed the customer how the customer may obtain the
information and the customer has not requested to be
given the information.

(5) Arretailer or electricity marketing agent must obtain the
customer’s verifiable confirmation that the information referred
to in subclause (2) has been given.

Division 3 — Marketing conduct

11. Standards of conduct

(1) A retailer or electricity marketing agent must ensure that the
inclusion of concessions is made clear to residential customers
of the retailer and that any prices that exclude concessions are
disclosed.

(2) Arretailer or electricity marketing agent must ensure that a
customer of the retailer is able to contact the retailer or
electricity marketing agent on the retailer’s or electricity
marketing agent’s contact details, including their telephone
number, during the normal business hours of the retailer or
electricity marketing agent for the purposes of enquiries,
verifications and complaints.
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12. Contact for purposes of marketing

(1) A retailer or electricity marketing agent who contacts a
customer for the purposes of marketing must, on request by the
customer, provide the customer with —

(@ the complaints telephone number of the retailer on
whose behalf the contact is being made; and

(b) the contact details for the electricity industry
ombudsman; and

(c) inthe case of contact by an electricity marketing
agent — the electricity marketing agent’s marketing
identification number.

(2) Arretailer or electricity marketing agent who meets with a
customer face to face for the purposes of marketing must —

(@) display a clearly visible and legible identity card that
shows —

(1) the first name of the person who is meeting with
the customer; and

(i) a photograph of the person who is meeting with
the customer; and
(iii)  in the case of an electricity marketing agent —

the electricity marketing agent’s marketing
identification number; and

(iv) the name of the retailer on whose behalf the
contact is being made;
and

(b) on request by the customer, provide the following
information, in writing, to the customer —

(i) the first name of the person who is meeting with
the customer;

(i)  inthe case of an electricity marketing agent —
the electricity marketing agent’s marketing
identification number;
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(iii)  the name of the retailer on whose behalf the
contact is being made;

(iv)  the complaints telephone number of the retailer
on whose behalf the contact is being made;

(v) the business address and Australian Business
Number or Australian Company Number of the
retailer on whose behalf the contact is being
made;

(vi) the contact details for the electricity industry
ombudsman.

(3) Arretailer or electricity marketing agent must comply with a
request under subclause (2)(b) as soon as practicable after it is
made by the customer.

13. Compliance with signs

A retailer or electricity marketing agent who visits a person’s
premises for the purposes of marketing must comply with any
clearly visible signs at the person’s premises indicating —

(@) that canvassing is not permitted at the premises; or

(b) that no advertising or similar material is to be left at the
premises or in a letterbox or other receptacle at, or
associated with, the premises.

Division 4 — Miscellaneous

14. Compliance with code
(1) An electricity marketing agent who contravenes a provision of
this Part commits an offence.
Penalty for this subclause:
(@ for an individual, $5 000;
(b) for a body corporate, $20 000.
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@)

3)

15.
(1)

(@)

16.

If an electricity marketing agent contravenes a provision of this
Part while acting on behalf of a retailer, the retailer commits an
offence.

Penalty for this subclause:
(@ for an individual, $5 000;
(b) for a body corporate, $20 000.

It is a defence to a prosecution for an offence under
subclause (2) if the retailer proves that the retailer used
reasonable endeavours to ensure that the electricity marketing
agent complied with this code.

Presumption of authority

This clause applies to a person who carries out a marketing
activity in the name of or for the benefit of —

(@) aretailer; or
(b) an electricity marketing agent.

The person is taken, unless the contrary is proved, to have been
employed or authorised by the retailer or electricity marketing
agent to carry out the marketing activity.

Electricity marketing agent complaints

An electricity marketing agent must —

(@) keep arecord of each complaint made by a customer, or
person contacted for the purposes of marketing, about
the marketing carried out by or on behalf of the
electricity marketing agent; and

(b) on request by the electricity industry ombudsman in
relation to a particular complaint, give to the electricity
industry ombudsman, within 28 days after receiving the
request, all information that the electricity marketing
agent has relating to the complaint.
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17. Records must be kept

A record or other information that an electricity marketing agent
is required to keep under this code must be kept for at least

2 years from the last time that there was contact between the
person to whom the record or other information relates and the
electricity marketing agent.
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Connection

18.
(1)

@)

Part 3 — Connection

Obligation to forward connection request

If a retailer agrees to sell electricity to a customer or arrange for
the connection of the customer’s supply address, the retailer
must forward the customer’s request for connection to the
distributor for the purpose of arranging for the connection of the
customer’s supply address (if the customer’s supply address is
not already connected).

A retailer must forward the customer’s request for connection to
the distributor —

(@) if the request is received before 3 pm on a business
day — on that same day; or

(b) if the request is received on or after 3 pm on a business
day or on a Saturday, a Sunday or a public holiday
throughout the State — no later than the next business
day.

Note for this clause:

The Obligation to Connect Regulations provide regulations in relation
to the obligation on a distributor to energise and connect a premises.
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19.
(1)

@)

3)

20.
(1)

Part 4 — Billing
Division 1 — Billing cycles

Standard billing cycle

Unless subclause (2) applies, a retailer must issue a bill to a
customer at least once every 100 days.

A retailer may issue a bill that is outside the timeframe under
subclause (1) if the retailer —

(@) has not received the required energy data from the
distributor for the purpose of preparing the bill, despite
using its best endeavours to obtain the energy data from
the distributor; or

(b) is unable to comply with the timeframe due to the
actions of the customer in circumstances in which —

(i) the customer is supplied with electricity under a
deemed contract pursuant to the Electricity
Industry (Customer Contracts) Regulations 2005
regulation 37; and

(ii) the bill is the 1% bill issued to that customer at
that supply address.

A retailer and a customer may agree to a billing cycle with a
regular recurrent period that differs from the customer’s
standard billing cycle if —

(@) the retailer obtains the customer’s verifiable consent to
the new billing cycle; and

(b) the regular recurrent period of the new billing cycle does
not exceed 100 days.

Shortened billing cycle

A retailer must not place a customer on a shortened billing cycle
unless subclause (2) applies.
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(2) Arretailer may place a customer on a shortened billing cycle
if —
(@) inthe case of a residential customer — the customer is
not a customer experiencing financial hardship; and

(b) the retailer has given the customer a reminder notice for
3 consecutive bills; and

(c) before the 3™ reminder notice is given to the customer,
the retailer has given the customer a notice informing
the customer that —

(i) receipt of a 3" reminder notice may result in the
customer being placed on a shortened billing
cycle; and

(i)  inthe case of a residential customer — assistance
is available for residential customers
experiencing problems paying their bills; and

(iii)  the customer may obtain further information
from the retailer on a specified telephone
number; and

(iv) once on a shortened billing cycle, the customer
must pay 3 consecutive bills by the due date to
return to the customer’s former billing cycle.

(3) The retailer must, within 10 business days after placing the
customer on a shortened billing cycle under subclause (2), give
the customer notice that —

(@) the customer has been placed on a shortened billing
cycle; and

(b) the customer must pay 3 consecutive bills by the due
date shown on each bill to return to the customer’s
former billing cycle; and

(c) failure to make a payment may result in arrangements
being made for disconnection of the supply of
electricity.
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(4) Ahbilling cycle shortened under subclause (2) must be at least
10 business days.

(5) Arretailer must, on request, return a customer who is subject to a
shortened billing cycle under subclause (2) and has paid
3 consecutive bills by the due date to the customer’s former
billing cycle.

(6) A retailer must inform a customer who is subject to a shortened
billing cycle under subclause (2), at least once every 3 months,
that if the customer pays 3 consecutive bills by the due date of
each bill, the customer will be returned, on request, to the
customer’s former billing cycle.

Division 2 — Contents of bill

21. Contents of bill

(1) Inaddition to any information required to be included on a
customer’s bill under another provision of this code, a retailer
must include the information set out in this clause on the
customer’s bill.

(2)  The bill must include the following information in relation to
the particular service —
(@ the supply address;
(b) the customer’s name and account number;
(c) ameter identification number (if relevant).
(3) The bill must include the following information in relation to
supply and consumption of electricity —
(@) the start and end date of the supply period;
(b) the number of days covered by the bill;
(c) either —

(i) if the customer is on a time of use tariff — the
customer’s consumption or estimated
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(d)

consumption for each time band in the time of
use tariff; or

(i) in any other case — the customer’s consumption
or estimated consumption;

unless the customer is a collective customer, the average
daily consumption.

(4) The bill must include the following information in relation to
amounts due and payments —

(a)
(b)

(©)

(d)
(€)

()

(9)

(h)

(i)

()

the amount due;

if there is an accumulation meter installed at the supply
address — the current meter reading or estimate or, if
the customer is on a time of use tariff, the current meter
reading or estimate for each time band in the time of use
tariff;

if there is no meter installed at the supply address — the
basis on which the amount due has been calculated;

the applicable tariffs;

the amount of any arrears or credit standing to the
customer’s name;

the amount of any other fees or charges and details of
the service provided in connection with those fees or
charges;

in the case of a residential customer — a statement that
the customer may be eligible to receive concessions and
how the customer may find out about eligibility for
those concessions;

if applicable, the value and type of any concessions
provided to the customer that are administered by the
retailer;

a statement advising the customer that assistance is
available if the customer is experiencing problems
paying the bill;

a telephone number for billing and payment enquiries;
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(k) if applicable and not included on a separate statement —

(i) payments made under a payment plan that has
not been completed; and

(it)  the total amount outstanding under the payment
plan;

(I) if applicable, a statement that an additional fee may be
imposed to cover the costs of late payment from the
customer;

(m) to the extent that the data is available, a graph or bar
chart showing the customer’s amount due or
consumption for the period covered by the bill, the
previous bill and the bill for the same period last year;

(n) the average daily cost of consumption, including charges
ancillary to the consumption of electricity, unless the
customer is a collective customer;

(o) the date by which the bill must be paid;
(p) asummary of the applicable payment methods.
(5) If the customer has an export purchase agreement with the
retailer, the bill must include the following information —

(@) if the customer has an accumulation meter installed and
an export meter reading has been obtained — the export
meter reading;

(b) either —
(i) if the customer is on a time of use tariff — the
amount, or estimated amount, of electricity

exported by the customer for each time band in
the time of use tariff; or

(i)  in any other case — the amount, or estimated
amount, of electricity exported by the customer.
(6) The bill must include the following ancillary information —
(@) atelephone number for complaints;
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(b) the contact details for the electricity industry
ombudsman;

(c) the distributor’s 24-hour telephone number for faults
and emergencies.

(7) Subclause (2)(b) does not apply if the customer is supplied
under a deemed contract pursuant to the Electricity Industry
(Customer Contracts) Regulations 2005 regulation 37.
(8) Subclause (4)(m) does not apply if the bill is —
(@ notindicative of a customer’s actual consumption; or
(b) not based on a meter reading; or
(c) for acollective customer.

(9) If aretailer wishes to bill a customer for a historical debt, the

retailer must give the following information to the customer no
later than the next bill in the customer’s billing cycle —

(@) the amount of the historical debt;
(b) the basis of the historical debt.

Division 3 — Basis of bill

22. Basis of bill

(1) A retailer must base a customer’s bill —

(@) onenergy data provided for the relevant meter at the
customer’s supply address provided by the distributor or
metering data agent; or

(b) if there is no meter installed at the customer’s supply
address — on energy data that is calculated in
accordance with the metrology procedure, the Metering
Code or any other applicable law; or

(c) if the customer has entered into a non-standard
contract — on any other method agreed between the
retailer and the customer.
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@)

3)

(4)

23.
(1)

(@)

(3)

A bill will be taken to comply with subclause (1)(a) if the bill
reflects a smoothing or similar arrangement that has been
entered into between the retailer and the customer.

If a retailer is required to comply with subclause (1)(a), the
retailer must use its best endeavours to ensure that an actual
value is obtained as frequently as required to prepare its bills.

The retailer must ensure that the customer is provided with a
written record of any method agreed between the retailer and
the customer under subclause (1)(c).

Estimations
If a retailer has based a customer’s bill on an estimation, the
retailer must clearly specify on the bill that —
(@) the retailer has based the bill on an estimation; and
(b) the retailer will provide to the customer on request —
(i) the basis of the estimation; and
(if)  the reason for the estimation;
and
(c) the customer may request —
(i) averification of energy data; and
(i)  ameter reading.

A retailer must provide to a customer on request —

(@) the basis for the estimation; and

(b) the reason for the estimation.
For the purposes of this clause, a bill is taken to be based on an
estimation in relation to an interval meter if —

(@ more than 10% of the interval meter readings are
estimated interval meter readings; and

(b) the actual energy data cannot otherwise be ascertained.
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24, Replacement of estimation with actual value

(1) This clause applies if —

(@) aretailer has based a bill on an estimation because a
customer failed to provide access to the meter; and

(b) the customer —

(1) subsequently requests the retailer to replace the
estimated bill with a bill based on an actual
value; and

(if)  pays the retailer’s reasonable charge for reading
the meter (if any); and

(iii)  provides due access to the meter.

(2) The retailer must use its best endeavours to replace the
estimated bill with a bill based on an actual value.

Division 4 — Change of tariffs

25. Customer request for change of tariff

(1) A retailer must comply with subclause (2) if the retailer offers
alternative tariffs and a customer —

(@) requests the retailer to transfer from that customer’s
current tariff to another tariff; and

(b) demonstrates to the retailer that the customer satisfies all
of the conditions relating to that other tariff and any
conditions imposed by the customer’s distributor.

(2) The retailer must transfer the customer to the other tariff
referred to in subclause (1)(a) within 10 business days after the
customer complies with subclause (1)(b).

(3) If acustomer transfers from 1 tariff to another under this clause,
the effective date of the transfer is —

(@) unless paragraph (b) applies — the date on which a
meter reading is obtained; or
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(b) if the transfer requires a change to the meter at the
customer’s supply address — the date on which the
meter change is completed.

26. Tariff change if former tariff unavailable

(1) This clause applies if a customer is no longer eligible to receive
a tariff under which the customer is currently supplied
electricity at the customer’s supply address.

(2) The retailer must, before changing the customer to another
tariff, notify the customer of the proposed change.

Division 5 — Review of bill and energy data checking

217. Review of bill
(1) If a customer, after receiving a bill, disputes the amount to be
paid, the retailer must review the bill if the customer —
(@) requests a review; and

(b) if the customer has not already paid the bill, pays the
lesser of the following —

(i) that portion of the bill under review that the
customer and the retailer agree is not in dispute;

(i) an amount equal to the average amount of the
customer’s bills over the previous 12 months
(excluding the bill in dispute).

(2) If, after conducting a review, a retailer is satisfied that the
bill —
(@) iscorrect, the retailer —

(1) may require the customer to pay the amount (if
any) of the bill that is still outstanding; and

(i)  must advise the customer that the customer may
request a meter test; and
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(3)

(4)

()

28.
(1)

(@)

3)

(iii)  must advise the customer of the existence and
operation of the retailer’s standard complaints
and dispute resolution procedures and details
about making a complaint to the electricity
industry ombudsman;

or
(b) isincorrect, the retailer —

(1)  must comply with clause 29 or 30, as the case
requires; and

(i)  may require the customer to pay the amount (if
any) of the bill that is still outstanding.

The retailer must inform a customer of the outcome of the
review as soon as practicable after it is completed.

If a retailer has not informed a customer of the outcome of the
review within 20 business days from the date of receipt of the
request for review, the retailer must notify the customer of the
status of the review as soon as practicable after the expiration of
that period.

The initiation of a review does not remove the requirement for
the customer to pay future bills as they fall due.

Energy data checking

If a customer, after receiving a bill, requests that the energy data
be checked or the meter be tested, the retailer must arrange for a
check of the energy data or testing of the meter (as the case
requires).

The customer may be required to pay the retailer’s reasonable
charge for a check or testing under subclause (1).

If the energy data is checked and found to be incorrect or the
meter is tested and found to be defective, the retailer must
refund any payment made under subclause (2).
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Division 6 — Undercharging and overcharging

29. Undercharging

(1) If aretailer proposes to recover an amount that has been
undercharged, the retailer must —

(@) limit the amount to be recovered to no more than the
amount undercharged in the 12 months before the date
on which the retailer notified the customer of the
undercharging; and

(b) notify the customer of the amount to be recovered no
later than the next bill after the retailer becomes aware
of the undercharging, and provide an explanation of the
basis on which the amount was calculated; and

(c) unless subclause (3) applies, not charge the customer
interest on the amount to be recovered or require the
customer to pay a late payment fee; and

(d) in the case of a residential customer — offer the
customer time to pay the amount to be recovered by
means of a payment plan in accordance with clause 43
for a period at least equal to the period over which the
recoverable undercharging occurred.

(2) Subclause (1)(a), (c) and (d) do not apply if the undercharging
has occurred because the customer has denied access to the
meter at the supply address for more than 12 months.

(3) If, after notifying a customer of the amount to be recovered in
accordance with subclause (1)(b), the customer fails to pay the
amount by the due date and does not enter into a payment plan
under subclause (1)(d) (if that subclause applies), a retailer may
do either but not both of the following —

(@) charge the customer interest on the amount from the due
date;

(b) require the customer to pay a late payment fee.
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30.
(1)

(@)

3)

(4)

()
(6)

()

(8)

Overcharging

If a customer (including a customer who has vacated the supply
address) has been overcharged, the retailer must use its best
endeavours to inform the customer of the amount overcharged
within 10 business days after the retailer becomes aware of the
overcharging and, subject to this clause, ask the customer for
instructions as to whether the amount should be credited to —

(@) the customer’s next bill; or
(b) abank account nominated by the customer.

If a retailer receives instructions under subclause (1), the retailer
must deal with the amount in accordance with the customer’s
instructions within 12 business days after receiving the
instructions.

However, if a retailer does not receive instructions under
subclause (1) within 5 business days after making the request,
the retailer must use reasonable endeavours to credit the amount
overcharged to the customer’s next bill.

If a customer has been overcharged an amount that is less than
$100, the retailer may credit the amount to the customer’s next
bill instead of complying with subclause (1).

No interest is payable on an amount that has been overcharged.

Despite subclauses (1) to (5), if a customer has been
overcharged and the customer owes a debt to the retailer, the
retailer may, after giving notice to the customer, use the amount
of the overcharge to set off the debt.

Subclause (6) does not apply if the customer is a customer
experiencing financial hardship.

If there remains an amount in credit after a set-off under
subclause (6), the retailer must deal with the amount in
accordance with subclauses (1) to (4) (depending on the amount
that remains in credit).
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31L.
(1)

(@)

3)

(4)

()

Division 7 — Final bill
Request for final bill

If a customer requests the retailer to arrange for the preparation
and issue of a final bill for the customer’s supply address, the
retailer must use its best endeavours to arrange for —

(@ ameter reading; and

(b) the preparation and issue of a final bill for the supply
address in accordance with the customer’s request.

Unless subclause (4) applies, if the customer’s account is in
credit at the time of account closure, a retailer must, at the time
of the final bill, ask the customer for instructions as to whether
the amount of the credit should be transferred to —

(@) another account the customer has, or will have, with the
retailer; or

(b) abank account nominated by the customer.

The retailer must, in accordance with the customer’s
instructions under subclause (2), transfer the amount of the
credit within —

(@) 12 business days after receiving the instructions; or
(b) another period agreed with the customer.

If a customer’s account is in credit at the time of account
closure and the customer owes a debt to the retailer, the retailer
may, after giving notice to the customer, use the credit to set off
the debt.

If, after a set-off under subclause (4), there remains an amount
of credit, the retailer must deal with the amount in accordance
with subclauses (2) and (3).
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Division 8 — Providing bills under standard form contracts

32. Provision of bills
(1) A retailer must allow a customer who has entered into a
standard form contract to choose to receive bills —
(@) by post as paper bills; or
(b) by email sent to an email address provided by the
customer.

(2) Subclause (1) applies despite any other arrangement or
agreement that may be in place between the retailer and the
customer in relation to paying bills.
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33.

34.
(1)

(@)

35.
(1)
@)

3)

(4)

Part 5 — Payment

Payment date

The date by which a bill must be paid must be not earlier than
12 business days from the bill issue date.

Payment methods
A retailer must accept payment for a bill in the following
ways —

(@ inperson at 1 or more payment outlets located within
the local government district of the customer’s supply

address;
(b) by telephone;
(c) by post;

(d) for Centrelink customers — by Centrepay;
(e) by electronic funds transfer.
This clause does not limit any other method for the payment of

a bill that may be agreed between the retailer and the customer,
including the option of payment by direct debit.

Payment in advance

Subject to this clause, a retailer must accept payment in advance
from a customer.

A retailer is not required to credit interest to an amount paid in
advance.

The amount of $20 is the minimum amount that a retailer is
required to accept as a payment in advance from a customer
(although the retailer may accept a lower amount if it thinks fit).

A retailer may determine an amount (a maximum credit
amount) that a customer’s account may be in credit.
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(5) A maximum credit amount must not be less than $100.

(6) If aretailer determines a maximum credit amount, the retailer
must publish the maximum credit amount on its website.

(7) Arretailer is not obliged to accept payment in advance if the
customer’s account is in credit for more than the maximum
credit amount.

(8) If acustomer’s account is in credit for more than the maximum
credit amount, the retailer may refund any amount in excess of
the maximum credit amount to the customer at any time.

36. Redirection of bills
A retailer must redirect a customer’s bill to a different address
(including to an email address or a different email address) on
the customer’s request and at no charge.
37. Late payment fee
(1) Arretailer must not charge a residential customer a late payment

fee in connection with the payment of a bill if —

(@) the customer receives a concession, unless the customer
has received 2 or more reminder notices within the
previous 12 months; or

(b) the customer and the retailer have agreed to —

(i) the customer being given additional time to pay a
bill under Part 6, and the customer pays the bill
by the new due date; or

(i) apayment plan under Part 6, and the customer is
making payments in accordance with the
payment plan;

or

(c) subject to subclause (2), the customer has made a
complaint directly related to the non-payment of the bill
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(@)

3)

(4)

()

to the retailer or the electricity industry ombudsman
and —

(1) if the complaint has been made to the retailer —
the complaint has not been resolved by the
retailer, or the complaint has been resolved by
the retailer in favour of the customer; or

(i)  if the complaint has been made to the electricity
industry ombudsman — the complaint has not
been determined, or has been upheld by the
electricity industry ombudsman;

or

(d) the customer is a customer experiencing financial
hardship.

If a retailer has charged a late payment fee in the circumstances
set out in subclause (1)(c)(ii) because the retailer was not aware
of the complaint, the retailer does not contravene

subclause (1)(c)(ii) but must refund the late payment fee on the
customer’s next bill (unless a fee is payable under

subclause (3)).

If a complaint referred to in subclause (1)(c) is not resolved in
favour of the customer, any late payment fee must be calculated
from the date of the retailer’s or the electricity industry
ombudsman’s decision (as the case may be).

If a retailer has charged a residential customer a late payment
fee, the retailer must not charge an additional late payment fee
in relation to the same bill within 5 business days after the day
on which the customer receives the previous late payment fee
notice.

A retailer must not charge a residential customer more than
2 late payment fees in relation to the same bill or more than
12 late payment fees in a 12-month period.
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(6) If aresidential customer has been assessed as a customer
experiencing financial hardship, a retailer must retrospectively
waive any late payment fee charged under the customer’s last
bill before the assessment was made.

38. Vacating supply address

(1) Except as set out in this clause, if a customer gives notice and
vacates the supply address within the time specified in the
notice, the retailer must not require the customer to pay for
electricity consumed at the customer’s supply address from —

(@) if the customer gave at least 5 days’ notice — the date
on which the customer vacated the supply address; or

(b) inany other case — 5 days after the customer gave
notice.

(2) If acustomer reasonably demonstrates to a retailer that the
customer was evicted or otherwise required to vacate the supply
address, the retailer must not require the customer to pay for
electricity consumed at the customer’s supply address from the
date on which the customer gave the retailer notice.

(3) For the purposes of subclauses (1) and (2), notice is given if a
customer —

(@) informs a retailer of the date on which the customer
intends to vacate, or has vacated, the supply address;
and

(b) gives the retailer a forwarding address (which may be an
email address) to which a final bill may be sent.

(4) Despite subclauses (1) and (2) —

(@) if the retailer and a new customer enter into a contract
for the supply address, the retailer must not require the
previous customer to pay for electricity consumed at the
supply address from the date on which the contract with
the new customer becomes effective; and

page 42 PC0O5325409a



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Payment Part 5

cl. 39

(b) if anew retailer becomes responsible for the supply of
electricity to the supply address, the previous retailer
must not require the customer to pay for electricity
consumed at the supply address from the date on which
the new retailer becomes responsible.

(5) Despite subclauses (1), (2) and (4), a retailer’s right to payment
does not terminate in relation to any amount that was due up
until the termination of the contract.

39. Debt collection

(1) Arretailer must not commence proceedings for recovery of a
debt —

(@) from a residential customer who has informed the
retailer in accordance with clause 40 that the customer is
experiencing payment problems, unless and until the
retailer has complied with all the requirements of
clause 40 and (if applicable) clause 41(3); and

(b)  while aresidential customer continues to make
payments under an alternative payment arrangement
under Part 6.

(2) Arretailer must not recover or attempt to recover a debt relating
to a supply address from a person other than a customer with
whom the retailer has or had entered into a contract for the
supply of electricity to that customer’s supply address.

(3) If acustomer with a debt owing to a retailer requests the retailer
to transfer the debt to another customer, the retailer may transfer
the debt to the other customer if the retailer obtains the other
customer’s verifiable consent to the transfer.
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40.
(1)

@)

3)

(4)

()

Part 6 — Payment assistance

Division 1 — Assessment of financial situation

Assessment

Unless subclause (2) or (5) applies, if a residential customer
informs a retailer that the customer is experiencing payment
problems, the retailer must, within 5 business days, assess
whether the customer is experiencing financial hardship.

If a residential customer provides a retailer with an assessment
from a relevant consumer representative the retailer may adopt
that assessment as its own assessment for the purposes of
subclause (1).

When undertaking the assessment required by subclause (1) the
retailer must give reasonable consideration to —
(@ information —
(i) given by the residential customer; and
(i)  requested or held by the retailer;
or
(b) advice given by a relevant consumer representative (if
any).

A retailer must, on request, advise a residential customer of the
outcome of an assessment, including the reasons for the
outcome of the assessment, under subclause (1).

A retailer is not required to undertake an assessment under
subclause (1) if the retailer has previously undertaken an
assessment in relation to the customer unless the customer has
indicated that there has been a change in their circumstances
since that previous assessment.
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41,
(1)

(2)

3)

42.

43,
(1)

(@)

Division 2 — Payment assistance

Payment assistance
Subject to this Division, a retailer must make the following
available to residential customers —

(a) additional time to pay a bill;

(b) apayment plan for the amount owing.

However, a customer is only entitled to select 1 option under
subclause (1) once per bill.

A retailer must offer a residential customer who is assessed as
experiencing financial hardship at least the following (without
the need for the customer to make a request) —

(@ apayment plan;
(b) assistance in accordance with clause 45.

Limits to payment extensions

If a residential customer has, in the previous 12 months, on at
least 2 occasions, failed to pay a bill within a period of
additional time made available under clause 41(1)(a), a retailer
is not required to offer the customer additional time under
clause 41(1)(a).

Payment plans
A retailer must ensure that a payment plan for a residential
customer is fair and reasonable, taking into account —
(@) information about the customer’s capacity to pay; and
(b) the amount of any arrears payable by the customer to
date.

A retailer must, in relation to a residential customer for whom a
payment plan is being considered, offer the customer assistance
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(3)

(4)

()

(6)

to manage their bills for ongoing consumption during the period
of the payment plan.

Examples for this subclause:
A retailer may offer to assist a residential customer:

(a) by estimating the customer’s consumption over the period of
the plan and building this into any repayment schedule at the
start of the plan; or

(b) by giving consideration to rolling new bills into the plan as time
progresses.

If a residential customer has, in the previous 12 months, had

2 payment plans cancelled due to non-payment, a retailer is not
required to offer the customer another payment plan under this
Division unless the retailer is satisfied that the customer will
comply with the payment plan.

For the purposes of subclause (3), cancellation does not include
the variation of a payment plan under clause 44.

If a residential customer accepts a payment plan, the retailer
must, within 5 business days after the customer accepts the
payment plan, provide the customer with information in writing
that specifies —

(@) the terms of the payment plan, including the number of
payments, the amount of each payment, when each
payment must be made and how the payments are
calculated; and

(b) the consequences of not complying with the payment
plan; and

(c) the importance of making contact with the retailer to ask
for further assistance if the customer cannot comply
with, or continue to comply with, the payment plan.

However, the retailer is not required to comply with
subclause (5) if the retailer has provided to the customer the
information referred to in that subclause within the preceding
12 months.
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44,
(1)

@)

3)

(4)

(5)

(6)

()

Variation of payment plans

A retailer must review a payment plan at the request of a
residential customer.

A retailer is not required to undertake a review under
subclause (1) on more than 2 occasions in any 12-month period
(but may agree to undertake 1 or more additional reviews if the
retailer thinks fit).

The retailer must offer to vary a payment plan if a review under
subclause (1) indicates that the customer is unable to meet
obligations under the payment plan.

The retailer must, within 5 business days after the customer
accepts an offer to vary the payment plan, provide the customer
with information that clearly explains, and assists the customer
to understand, the variation.

The retailer must not vary a payment plan without the
customer’s agreement.

An agreement under subclause (5) must relate to the particular
variation rather than under a general agreement to future
variations.

Nothing in this clause prevents a retailer from cancelling a
payment plan if the customer fails to comply with the payment
plan.

Division 3 — Additional assistance available to residential

45,
(1)

customers experiencing financial hardship

Reductions of fees, charges or debt and provision of advice

A retailer must give reasonable consideration to a request by a
customer experiencing financial hardship, or a relevant
consumer representative for the customer, for a reduction of the
customer’s fees, charges or debt.
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(2) Inacting under subclause (1), a retailer must take into account
its hardship policies and procedures under clause 46.

(3) Arretailer must advise a customer experiencing financial
hardship of the —

(@) customer’s right to have a bill redirected to a different
address (including an email address) at no charge; and

(b) payment methods available to the customer; and

(c) concessions that may be available to the customer and
how to access them; and

(d) different types of tariffs that may be available to the
customer; and

(e) independent financial counselling services and relevant
consumer representatives available to assist the
customer; and

(f) availability of any other financial assistance offered by
the retailer, and how to access this assistance.

46. Hardship policy and hardship procedures

(1) A retailer must develop, maintain and implement a hardship
policy and hardship procedures to assist customers experiencing
financial hardship to meet their financial obligations and
responsibilities to the retailer.

(2) The hardship policy must —

(@ include a statement encouraging customers to contact
the retailer if they are experiencing problems paying
their bill; and

(b) include a statement advising that the retailer will treat all
customers sensitively and respectfully; and

(c) include a statement that the retailer may reduce or waive
fees, charges or debt; and

(d) include an objective set of hardship indicators; and
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(e) include —

(1) anoverview of the payment and other assistance
available to customers under this Part (other than
the retailer’s requirement to advise the customer
of the ability to pay in advance and the matters
referred to in clause 45(3)(a), (b) and (d)); and

(i)  astatement that the retailer offers residential
customers the right to pay their bill by
Centrepay; and

(iii)  a statement that the retailer is able to provide
further details on request;

and

(f) include an overview of any concessions that may be
available to the retailer’s customers; and

(9) include —

(i) the telephone number for interpreter services,
identified by the National Interpreter Symbol;
and

(it)  the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

and

(h) for printed copies of the hardship policy — be available
in large-print copies; and

(i) include a statement specifying how the retailer will treat
information disclosed by the customer to the retailer and

information held by the retailer in relation to the
customer.

(3) The hardship procedures must —

(@) provide for the training of staff (including call centre
staff, field officers and all subcontractors employed to
engage with customers experiencing financial hardship)
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(4)

()

(b)

(©

about issues related to financial hardship and its
impacts, and how to deal sensitively and respectfully
with customers experiencing financial hardship; and

include guidance —

(i)

(i)

(iii)
(iv)
(v)

and

that assists the retailer in identifying residential
customers who are experiencing financial
hardship; and

that assists the retailer in determining a
residential customer’s usage needs and capacity
to pay when determining the terms of a payment
plan; and

about the suspension of disconnection and debt
recovery procedures; and

about the reduction or waiver of fees, charges or
debt; and

about the recovery of debt;

require that the retailer’s credit management staff have a
direct telephone number and that the number be
provided to relevant consumer representatives.

A retailer must consult with relevant consumer representatives
whenever the retailer is —

developing a hardship policy or hardship procedures; or
making a material amendment to its hardship policy.

(@)
(b)

A retailer must —
provide a copy of its hardship policy to the Authority;

(a)
(b)

and

provide a copy of the amended policy to the Authority if
it makes a material amendment to the policy.
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(6) If directed by the Authority, a retailer must, within a period
specified by the Authority —

(@) review its hardship policy or hardship procedures; and

(b) consult with relevant consumer representatives for the
purposes of the review; and

(c) submit the results of the review to the Authority.

Division 4 — Business customers experiencing payment
difficulties

47. Alternative payment arrangements

A retailer must consider any reasonable request for alternative
payment arrangements from a business customer who is
experiencing payment difficulties.
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Part 7 — Disconnection

Division 1 — Conduct in relation to disconnection

Subdivision 1 — Disconnection for failure to pay bill

48. General requirements

(1) Before arranging for the disconnection of a customer’s supply

address for failure to pay a bill, a retailer must —

(@ not less than 15 business days from the bill issue date,
give to the customer a written notice (a reminder notice)

that sets out —

(i) the retailer’s telephone number for billing and

payment enquiries; and

(i) how the retailer may assist if the customer is
experiencing problems paying the bill;

and

(b) use its best endeavours to contact the customer to advise

of the proposed disconnection; and

(c) give the customer a disconnection warning, not less than
20 business days from the bill issue date, advising the

customer —

(i) that the retailer may disconnect the customer’s
supply address with at least 5 business days’

notice to the customer; and

(it)  of the existence and operation of complaint
handling processes, including the existence and
operation of the electricity industry ombudsman
and the contact details for the electricity industry

ombudsman.

(2) For the purposes of subclause (1), a customer has failed to pay a

bill if the customer has not —
(@) paid the bill by the due date; or
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(b) agreed with the retailer to an offer of a payment plan or
other payment arrangement to pay the bill; or

(c) adhered to the customer’s obligation to make payments
in accordance with an agreed payment plan or other
payment arrangement relating to the payment of the bill.

49, Limitations on disconnection for failure to pay bill

Despite clause 48, a retailer must not arrange for the
disconnection of a customer’s supply address for failure to pay a
bill —
(@ within 1 business day after the expiry of the period
referred to in the disconnection warning; or

(b) if the customer is adhering to the customer’s obligation
to make payments in accordance with an agreed
payment plan or other payment arrangement relating to
the payment of the bill; or

(c) if—
(i) the customer is a residential customer; and
(if)  the outstanding amount is less than $300; and

(iii)  the customer contacts and agrees with the retailer
to pay this amount;

or

(d) if the customer informs the retailer, or the retailer is
otherwise aware, that the customer has applied for a
concession and a decision on the application has not
been made; or

(e) if the amount the customer fails to pay does not relate to
the supply of electricity; or

(f) if the bill does not relate to the supply address, other
than if the bill relates to a supply address previously
occupied by the customer.

PC0O5325409a page 53



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 7 Disconnection

Division 1 Conduct in relation to disconnection
cl. 50

50. Dual fuel contracts

(1) This clause applies if a retailer and a residential customer have
entered into —

(@) adual fuel contract; or

(b) separate contracts for the supply of electricity and the
supply of gas, under which —

(i) asingle bill for energy is issued to the customer;
or

(i)  separate, simultaneous bills for electricity and
gas are issued to the customer.

(2) The retailer must not arrange for disconnection of the
customer’s supply address for failure to pay a bill within
15 business days from the date of disconnection of the
customer’s gas supply.

Subdivision 2 — Disconnection for denying access to meter

51. Disconnection for denying access to meter

(1) Subclause (2) applies if, for at least 9 consecutive months, a
customer does not provide the retailer or distributor (or a
representative of the retailer or distributor) safe access to the
customer’s supply address for the purposes of reading a meter at
the supply address.

(2) If this subclause applies, the retailer may arrange for the
disconnection of the customer’s supply address if —

(@) the retailer, on at least 1 occasion, gives the customer
written notice —

(i) giving at least S business days’ notice of a date
on which, or a timeframe during which, the
customer is requested to provide safe access to
the supply address in order for the retailer or
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(b)

(©

(d)

distributor (or a representative) to gain access to
the meter; and

(it) if appropriate, informing the customer of the
availability of alternative meters that are suitable
to the customer’s supply address; and

(iii)  advising the customer of the retailer’s ability to
arrange for disconnection if the customer fails to
provide safe access to the meter in accordance
with the requirements of the notice or by
providing reasonable alternative access
arrangements;

and

the customer fails to provide safe access in accordance
with the requirements of the notice, or reasonable
alternative access arrangements within a reasonable time
after notice is given under paragraph (a); and

the retailer uses its best endeavours to contact the
customer to advise of the proposed disconnection on
account of that failure; and

the retailer gives the customer a disconnection warning
with at least 5 business days’ notice of its intention to
arrange for disconnection.

(3) Subclause (4) applies if a customer has not provided the retailer
or distributor (or a representative of the retailer or distributor)
safe access to the customer’s supply address for the purposes

of —
(a) testing, maintaining, inspecting, altering or replacing a
meter at the supply address; or
(b) checking the accuracy of the customer’s consumption at
the supply address.
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(4) If this subclause applies, the retailer may arrange for the
disconnection of the customer’s supply address if —

(a) the retailer, on at least 1 occasion, gives the customer
written notice —

(i) stating the matter giving rise to the potential
disconnection of the supply address; and

(i)  giving at least 5 business days’ notice of a date
on which, or a timeframe during which, the
customer is requested to provide safe access to
the supply address; and

(ii1)  advising the customer of the retailer’s ability to
arrange for disconnection if the customer fails to
provide safe access in accordance with the
requirements of the notice or by providing
reasonable alternative access arrangements;

and

(b) the customer fails to provide safe access in accordance
with the requirements of the notice, or reasonable
alternative access arrangements within a reasonable time
after notice is given under paragraph (a).

Division 2 — Limits on disconnection

52. General limits on disconnection

(1) Unless subclause (3) applies, a retailer must not arrange for the
disconnection of a customer’s supply address if —

(@) the customer makes a complaint to the retailer that is
directly related to the reason for the proposed
disconnection and the complaint has not been resolved
by the retailer; or

(b) the retailer is notified by the distributor, electricity
industry ombudsman or an external dispute resolution
body that the customer has made a complaint that is
directly related to the reason for the proposed
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(©)

disconnection and the complaint has not been resolved
by the distributor or determined by the electricity
industry ombudsman or external dispute resolution body
(as the case may be); or

the supply address is a life support equipment address.

(2)  Unless subclause (3) applies, a distributor must not disconnect a
customer’s supply address —

(a)

(b)
(©)

if —
(i) the customer has made a complaint to the
distributor that is directly related to the reason

for the proposed disconnection and the complaint
has not been resolved by the distributor; or

(if)  the distributor has been notified by a retailer, the
electricity industry ombudsman or an external
dispute resolution body that the customer has
made a complaint that is directly related to the
reason for the proposed disconnection and the
complaint has not been resolved by the retailer or
determined by the electricity industry
ombudsman or external dispute resolution body
(as the case may be);

or

if the supply address is a life support equipment address;
or

during a protected period unless —
(i) the customer is a business customer; and

(if)  the business customer’s normal trading hours fall
within a protected period and do not fall within
any other period; and

(iii) it is not practicable for the distributor to
disconnect the supply address at any other time.
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(3) Subclauses (1) and (2) do not apply if —
(@) the disconnection is requested by the customer; or

(b) there is a health or safety reason warranting the
disconnection; or

(c) there is an emergency warranting disconnection; or

(d) electricity has been illegally consumed at the supply
address.
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Part 8 — Reconnection

53. Obligation on retailer to arrange reconnection

(1) This clause applies if —

(@) acustomer’s supply address has been disconnected by,
or at the request of, a retailer; and

(b) the customer has —

(1) ifrelevant, rectified the matter that led to the
disconnection or made arrangements to the
satisfaction of the retailer; and

(i)  made a request for reconnection; and

(iii)  paid the retailer’s charge for reconnection (if
any), or entered into a payment plan for those
charges.

(2) The retailer must arrange for the customer’s supply address to
be reconnected.

(3) For the purposes of subclause (2), the retailer must forward the
customer’s request for reconnection to the distributor —

(@) if the request is received before 3 pm on a business
day — on that same day; or

(b) if the request is received on or after 3 pm on a business
day or on a Saturday, a Sunday or a public holiday

throughout the State — no later than 3 pm on the next
business day.

(4) Alternatively, a retailer may cause the customer’s supply
address to be reconnected within the timeframes that apply
under clause 54(4)(a) or (b).

54, Obligation on distributor to reconnect supply address

(1) A distributor must reconnect a customer’s supply address if —

(@) the supply address was disconnected by the distributor at
the request of the retailer; and
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(b) the retailer forwards the customer’s request for
reconnection to the distributor under clause 53.

(2) Subclause (3) applies if —
(@) acustomer’s supply address has been disconnected by a
distributor otherwise than at the request of a retailer; and

(b) the customer —

(i) if relevant, rectifies the matter that led to the
disconnection; and

(i)  makes a request for reconnection; and
(iii)  pays the distributor’s charge for reconnection (if
any).

(3) The distributor must reconnect the customer’s supply address.

(4) For the purposes of subclauses (1) and (3), a distributor must
reconnect a customer’s supply address —

(@) if the supply address is located within the metropolitan
area —

(i) ifthe request is received before 3 pmon a
business day — within 1 business day after
receipt of the relevant request; and

(it)  if the request is received on or after 3 pm on a
business day or on a Saturday, a Sunday or a
public holiday throughout the State — within
2 business days after receipt of the relevant
request;

or
(b) if the supply address is located within a regional area —

(i) if the request is received before 3 pm on a
business day — within 5 business days after
receipt of the relevant request; and
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(i)  if the request is received on or after 3 pm on a
business day, or on a Saturday, a Sunday or a
public holiday throughout the State — within
6 business days after receipt of the relevant
request.

(5) Subclause (4) does not apply in the case of an emergency.
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55.

56.
(1)

@)

3)

57.
(1)

Part 9 — Pre-payment meters

Application
The following provisions do not apply to a pre-payment meter
customer —

(@ clauses 9(2) and 10(3);

(b) Parts4,5,7,8and11;

(c) Part 6 (other than clause 46);

(d) clause 72.

Operation of pre-payment meter

A retailer must not provide a pre-payment meter service at a
residential customer’s supply address without the verifiable
consent of the customer or the customer’s nominated
representative.

A retailer must establish an account for each pre-payment meter
operating at a residential customer’s supply address.

Subject to any applicable law, a retailer is not obliged to offer a
pre-payment meter service to a customer.

Provision of information

A retailer must, on request by a residential customer, provide at
no charge and in clear, simple and concise language the
following information in relation to the use of a pre-payment
meter —

(@) all applicable tariffs, fees and charges payable by the
customer and the basis for the calculation of those
charges;

(b) the tariffs, fees and charges applicable to the
pre-payment meter service relative to relevant tariffs,
fees and charges that would apply to the customer if no
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(©)

(d)
(€)

(f)
9)

pre-payment meter was operating at the customer’s
supply address;

the retailer’s charges, or its best estimate of those
charges, to replace the pre-payment meter with a
standard meter or to switch the pre-payment meter to a
standard meter;

how the pre-payment meter is operated,;

how the customer may recharge the pre-payment meter
(including details of cost, location and business hours of
recharge facilities);

the emergency credit facilities applicable to the
pre-payment meter;

how credit may be retrieved.

(2) No later than 10 business days after a residential customer
enters into a pre-payment meter contract at the customer’s
supply address, a retailer must give or make available to the
customer at no charge —

(@) the information specified in subclause (1); and

(b) acopy of the contract; and

(c) information on the availability and scope of this code
and the requirement that retailers, distributors and
electricity marketing agents comply with this code; and

(d) ameter identification number for the meter; and

(e) atelephone number for enquiries; and

(f) atelephone number for complaints; and

(9) the distributor’s 24-hour telephone number for faults
and emergencies; and

(h)  confirmation of the supply address and any relevant
mailing address; and

(i) details of any concessions the customer may be eligible
to receive; and
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(j) the amount of any concessions to be given to the
customer; and

(k) the telephone number for interpreter services, identified
by the National Interpreter Symbol; and

()  the telephone number (or numbers) for services that can
assist customers with a speech or hearing impairment;
and

(m) astatement setting out how the retailer may assist in the
event the customer is experiencing difficulties paying
for their consumption; and

(n) astatement setting out how to make an enquiry of, or
complaint to, the retailer; and

(o) the contact details for the electricity industry
ombudsman; and

(p) general information on the safe use of electricity; and

(g) details of the initial recharge facilities available to the
customer; and

(r) the date of the expiry of the customer’s right to revert to
a standard meter at no charge; and

(s) astatement setting out the options available to the
customer if the customer replaces the pre-payment meter
with a standard meter or switches the pre-payment meter
to a standard meter.

(3) A rretailer must ensure that the following information is shown
on or directly adjacent to a residential customer’s pre-payment
meter —

(@) the positive or negative balance of the pre-payment
meter within $1 of the actual balance;

(b) whether the pre-payment meter is operating on normal
credit or emergency credit;

(c) atelephone number for enquiries;
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(4)

()

(6)

58.
(1)

@)

(d) the distributor’s 24-hour telephone number for faults
and emergencies.

A retailer must give a pre-payment meter customer on request,
at no charge, the following information for the previous 2 years
or for the period since the commencement of the pre-payment
meter contract (whichever is the shorter), divided into quarterly
segments —

(a) total energy consumption;

(b) average daily consumption;

(c) average daily cost of consumption.
A retailer must, within 10 business days after the change, use
reasonable endeavours to notify a pre-payment meter customer
in writing if the recharge facilities available to the residential

customer change from the initial recharge facilities referred to in
subclause (2)(q).

The information to be provided under this clause, other than the
information in subclause (3), may be provided in writing to a
pre-payment meter customer at —

(@) the customer’s supply address; or
(b) another address nominated by the customer; or
(c) anemail address nominated by the customer.

Reversion

If a pre-payment meter customer requests the retailer to replace
the pre-payment meter with a standard meter, within 1 business
day after the request the retailer must arrange with the
distributor to replace the pre-payment meter with a standard
meter or switch the pre-payment meter to a standard meter.

A retailer must not charge a fee for reversion to a standard
meter if a pre-payment meter customer is a residential customer
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(3)

(4)

(5)

59.
(1)

and the customer makes a request under subclause (1) within
3 months after the later of —

(@) the day on which the pre-payment meter is installed; or

(b) the date on which the customer entered into the
pre-payment meter contract.

If a pre-payment meter customer makes a request under
subclause (1) after the end of the period calculated in
accordance with subclause (2), a retailer may charge the
customer a reasonable fee for the reversion.

The retailer’s obligations under subclause (1) —

(a) if the pre-payment meter customer is a residential
pre-payment meter customer — are not conditional on
the customer paying the retailer’s fee for reversion to a
standard meter (if any); or

(b) otherwise — may be made conditional on the
pre-payment meter customer paying the retailer’s fee for
reversion to a standard meter (if any).

If a retailer requests a distributor to revert a pre-payment meter
after a request under subclause (1), the distributor must revert
the pre-payment meter —

(@) if the supply address is located within the metropolitan
area — within 5 business days after receipt of the
request; or

(b) if the supply address is located within a regional area —
within 10 business days after receipt of the request.

Life support equipment

If a pre-payment meter customer provides a retailer with
confirmation from an appropriately qualified medical
practitioner that a person residing at the customer’s supply
address requires life support equipment, the retailer must not
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provide a pre-payment meter service at that supply address and
the retailer must, or must immediately arrange to —

(@) remove or render non-operational the pre-payment meter
at no charge; and

(b) replace the pre-payment meter with a standard meter, or
switch the pre-payment meter to a standard meter, at no
charge; and

(c) provide information to the customer about the contract
options available to the customer.

(2) If aretailer requests a distributor to revert a pre-payment meter
under subclause (1)(b), the distributor must revert the
pre-payment meter at that supply address as soon as possible
and in any event no later than —

(@) if the supply address is located within the metropolitan
area —

(i) if the request is received before 3 pm on a
business day — within 1 business day after
receipt of the request; and

(i)  if the request is received on or after 3 pm on a
business day or on a Saturday, a Sunday or a
public holiday throughout the State — within
2 business days after receipt of the request;

or
(b) if the supply address is located within a regional area —

(i) if the request is received before 3 pm on a
business day — within 9 business days after
receipt of the request; and

(i)  if the request is received on or after 3 pm on a
business day, or on a Saturday, a Sunday or a
public holiday throughout the State — within
10 business days after receipt of the request.
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60.
(1)

(2)

3)

(4)

(5)

Requirements for pre-payment meters

A retailer must ensure that a pre-payment meter customer has
access to an amount of emergency credit of $20 outside of
normal business hours.

The following provisions apply in relation to a retailer’s ability
to de-energise a pre-payment meter —

(@) if the pre-payment meter has run out of credit
(disregarding any emergency credit), the meter may be
de-energised during normal business hours;

(b) if the pre-payment meter has run out of credit and any
emergency credit, the meter may be de-energised at any
time.

If a pre-payment meter has been de-energised and the customer
makes a payment to their account that results in an amount of
credit in excess of emergency credit, the retailer must
re-energise the meter.

A retailer is not required to re-energise a pre-payment meter if
the only credit that the customer has is emergency credit.
A retailer must ensure that a pre-payment meter service —

(@) is capable of providing the following information to the
retailer at least once in every month —

(i) the number of instances in which a pre-payment
meter customer has been disconnected;

(it)  the duration of each of those disconnections;
and

(b) subject to subclauses (3) and (4), recommences supply
as soon as information is communicated to the
pre-payment meter that a payment to the account has
been made.
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61. Recharge facilities

A retailer must ensure that —

(@) atleast 1 physical recharge facility is located as close as
practicable to a pre-payment meter; and

(b) apre-payment meter customer can access a recharge
facility at least 3 hours per day, 5 days per week; and

(c) ituses its best endeavours to ensure that a pre-payment
meter customer can access a recharge facility for periods
greater than required under paragraph (b); and

(d) the minimum amount to be credited by a recharge
facility does not exceed $20 per increment.

62. Concessions

If a pre-payment meter customer demonstrates to a retailer that
the customer is entitled to receive a concession, the retailer must
ensure that the customer receives the concession.

63. Meter check or test

(1) If a pre-payment meter customer requests that the whole or part
of a pre-payment meter be checked or tested, a retailer must
make immediate arrangements to do 1 or more of the
following —

(@ check the customer’s metering data;

(b) check or conduct a test of the pre-payment meter;

(c) arrange for a check or test by the responsible person for
the meter installation at the customer’s connection point.

(2) If aretailer requests a distributor to check or test a pre-payment
meter under subclause (1)(c), the distributor must check or test
the pre-payment meter.

(3) A pre-payment meter customer who requests a check or test of a
pre-payment meter under subclause (1) must pay a retailer’s
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reasonable charge for checking or testing the pre-payment meter
(if any).

(4) If a pre-payment meter is found to be inaccurate or not
operating correctly following a check or test undertaken in
accordance with subclause (1), a retailer must —

(@) immediately arrange for the repair or replacement of the
faulty pre-payment meter; and

(b) correct any overcharging or undercharging in
accordance with clause 65; and

(c) refund any charges paid by the pre-payment meter
customer under this clause for the checking or testing of
the pre-payment meter.

64. Credit retrieval

If a pre-payment meter customer notifies a retailer of a proposed
vacation date, the retailer must ensure that the customer can
retrieve all remaining credit at the time the customer vacates the
supply address.

65. Overcharging and undercharging

(1) If a pre-payment meter customer (including a pre-payment
meter customer who has vacated the supply address) has been
overcharged an amount as a result of an act or omission of the
retailer or distributor (including as a result of a defective
pre-payment meter), the retailer must —

(@) use its best endeavours to inform the customer
accordingly within 10 business days after the retailer
becomes aware of the overcharge; and

(b) ask the customer for instructions as to whether the
amount should be —

(i) credited to the customer’s account; or
(it)  repaid to the customer.
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@)

3)

(4)

(5)
(6)

If the retailer receives instructions from the customer in
response to a request under subclause (1), the retailer must
credit or pay the amount in accordance with the customer’s
instructions within 12 business days after receiving the
instructions.

If the retailer does not receive instructions from the customer
under subclause (1) within 20 business days after making the
request for instructions, the retailer must use reasonable
endeavours to credit the amount to the customer’s account.

If the amount referred to in subclause (1) is less than $100, the
retailer may credit the amount to the customer’s account instead
of complying with subclause (1).

No interest is payable on an amount that has been overcharged.

If a retailer proposes to recover from a pre-payment meter
customer an amount undercharged as a result of an act or
omission by the retailer or distributor (including as a result of a
defective pre-payment meter), the retailer must —

(@ limit the amount to be recovered to no more than the
amount undercharged in the 12 months before the date
on which the retailer notifies the pre-payment meter
customer that undercharging has occurred; and

(b) list the amount to be recovered as a separate item in a
special bill, together with an explanation of that amount;
and

(c) not charge the pre-payment meter customer interest on
that amount or require the pre-payment meter customer
to pay a late payment fee; and

(d) offer the pre-payment meter customer time to pay that
amount by means of a payment plan covering a period at
least equal to the period over which the recoverable
undercharging occurred.
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66. Assistance for customers experiencing payment problems

(1) This clause applies if —

(@) aresidential pre-payment meter customer informs a
retailer that the customer is experiencing difficulties
paying for their consumption; or

(b) aretailer identifies that a residential pre-payment meter
customer has been disconnected 2 or more times in any
1-month period for longer than 120 minutes on each
occasion.

(2) The retailer must, as soon as is reasonably practicable, use its
best endeavours to provide the following information to the
customer —

(@) information about the different types of meters available
to the customer;

(b) information about any concessions that may be available
to the customer and how to access them;

(c) information about relevant financial assistance
programs;

(d) information about how to contact relevant consumer
representatives;

(e) information about independent financial and other
relevant counselling services.

(3) The retailer must, on the request of the customer, provide the
information referred to in subclause (2) in writing.

(4) However, if subclause (1)(b) applies, the retailer is not required
to comply with subclause (2) if the retailer has provided the
information referred to in that subclause within the preceding
12 months.

(5) The retailer must give reasonable consideration to a request by
the customer, or a relevant consumer representative for the

customer, for a reduction of the customer’s fees, charges or
debt.

page 72 PC0O5325409a



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Pre-payment meters Part 9

cl. 67

(6) This clause applies to a retailer in addition to any obligation
under clause 46.

67. Waiver of fee for customers experiencing payment problems
or affected by family violence

(1) This clause applies if a residential pre-payment meter customer,
or a relevant consumer representative acting on behalf of a
residential pre-payment meter customer —

(@ informs a retailer that the customer is —
(i) experiencing difficulties paying for the
customer’s consumption; or
(if)  affected by family violence;
and
(b) requests that the pre-payment meter be replaced by a
standard meter.

(2) The retailer must not charge a fee to replace the pre-payment
meter with a standard meter.

PC0O5325409a page 73



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 10 Information and communication
Division 1 Obligations for retailers
cl. 68

Part 10 — Information and communication

Division 1 — Obligations for retailers

68. General information

(1) Arretailer must publish on its website —
(@) the following information about concessions —
(i) the type of concessions available to customers;

(i)  the name and contact details of the organisation
responsible for administering those concessions
(if the retailer is not responsible for doing this);

and
(b) the following information about energy efficiency —

(i) cost-effective and efficient ways to utilise
electricity;

(if)  the typical running costs of major domestic
electrical appliances;

and
(c) the retailer’s hardship policy; and
(d) the retailer’s family violence policy; and

() asummary of a customer’s rights, entitlements and
obligations under the retailer’s standard complaints and
dispute resolution procedures; and

(f) the contact details for the electricity industry
ombudsman; and

(g) acopy of this code.
(2) The retailer is not required to publish a copy of this code under

subclause (1)(g) if it instead provides an electronic link to a
website where a copy of this code may be accessed.
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(3) If a customer requests information of the kind referred to in
subclause (1), the retailer must —

(@) refer the customer to the retailer’s website; or
(b) provide the information to the customer.
(4) If acustomer requests a copy of information of the kind referred

to in subclause (1), the retailer must provide a copy of the
information to the customer.

(5) The information or a copy of the information requested under
this clause must be provided without charge.

69. Information about tariffs, fees or charges

A retailer must give or make available to a customer on request,
at no charge, reasonable information on the retailer’s tariffs,
fees or charges, including any alternative tariffs that may be
available to that customer.

70. Information about variations to tariffs, fees or charges:
regulated prices

(1) This clause applies if a customer’s tariffs, fees or charges are
regulated or set by the State Government.

(2) A retailer must give notice to a customer of any variation to its
tariffs, fees or charges that affects the customer.

(3) The notice must be given no later than the next bill in the
customer’s billing cycle.

71. Information about variations to tariffs, fees or charges:
non-regulated prices

(1) This clause applies if a customer’s tariffs, fees or charges are
not regulated or set by the State Government.

(2) A retailer must give notice to a customer of any variation to its
tariffs, fees or charges that affects the customer.
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(3) The notice must be given at least 5 business days before the
variation will come into effect.

(4) The notice must —

(@) specify that the customer’s tariffs, fees or charges are
being varied; and

(b) specify the date on which the variation will come into
effect; and

(c) identify the customer’s existing tariffs, fees or charges,
inclusive of GST; and

(d) identify the customer’s tariffs, fees or charges as varied,
inclusive of GST; and

(e) specify that the customer may request historical billing
data.

(5) A retailer is not required to provide information under this
clause —

(@) if the customer enters into the relevant contract with the
retailer within 10 business days before the variation will
come into effect and the retailer has already informed
the customer of the variation; or

(b) for a tariff, fee or charge that continually varies in
relation to the prevailing spot price for electricity; or

(c) for the variation of a tariff, fee or charge that is a direct
result of a change to, or the withdrawal or expiry of, a
concession; or

(d) for the variation of a tariff, fee or charge that is a direct
result of a change to a bank charge or fee, to a credit
card charge or fee, or to payment processing charges or
fees that apply in relation to the customer; or

(e) if the variation of a tariff, fee or charge is a direct result
of a benefit change and the retailer has already informed
the customer of the change.
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72.
(1)

@)

73.

74.

75.
(1)

Historical billing data

A retailer must give a non-contestable customer on request the
non-contestable customer’s billing data.

The retailer must give the billing data at no charge if a
non-contestable customer requests billing data —

(@) for a period less than the previous 2 years and no more
than once a year; or

(b) inrelation to a dispute with a retailer.

Service standard payments

A retailer must at least once a year give a customer written
details of the retailer’s and distributor’s obligations to make
payments to the customer under Part 14 or under any other
written law including —

(@ the amount of the payment; and
(b) the eligibility criteria for the payment.

Distribution matters
If a customer asks a retailer for information relating to the
distribution of electricity, the retailer must —

(@) give the information to the customer; or

(b) refer the customer to the distributor for a response.

Division 2 — Obligations for distributors

General information

A distributor must publish on its website —

(@) adescription of the distributor’s and customer’s
respective rights and obligations concerning the
provision of services by the distributor and a description
of those services; and
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(b) details of applicable connection and reconnection
timeframes; and

(c) details of applicable connection and reconnection
charges; and

(d) information relating to new connections or connection
alterations; and

(e) general information on the safe use of electricity; and
(f)  general information on quality of supply; and
(@) general information on reliability of supply; and

(h) information about how a customer may obtain
information on distribution standards and metering
arrangements that are relevant to the customer and —

(i) prescribed under the Act or the Electricity
Act 1945; or

(i) adopted by the distributor;
and

() asummary of a customer’s rights, entitlements and
obligations under the distributor’s standard complaints
and dispute resolution procedures; and

() the contact details for the electricity industry
ombudsman; and

(K) acopy of this code.
(2) The distributor is not required to publish a copy of this code

under subclause (1)(k) if it instead provides an electronic link to
a website where a copy of this code may be accessed.

(3) If a customer requests information of the kind referred to in
subclause (1), the distributor must —
(@) refer the customer to the distributor’s website; or

(b) provide the information to the customer.
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(4) If a customer requests a copy of information of the kind referred
to in subclause (1), the distributor must provide a copy of the
information to the customer.

(5) The information or a copy of the information requested under
this clause must be provided without charge.

76. Information about supply changes or interruptions

A distributor must give to a customer on request, at no
charge —

(@ an explanation for any unplanned or approved change in
the quality of supply of electricity to the customer’s
supply address outside of the limits prescribed by law;
and

(b) an explanation for any unplanned interruption of supply
of electricity to the customer’s supply address.

Division 3 — Obligations for retailers and distributors

77. Written information must be easy to understand

(1) To the extent practicable, a retailer or distributor must ensure
that any written information that must be given to a customer by
the retailer or distributor under this code is —

(@) expressed in clear, simple and concise language; and
(b) ina format that makes it easy to understand.
(2) The obligation placed on a retailer under subclause (1) extends

to written information that may be given to a customer by an
electricity marketing agent acting on behalf of the retailer.

78. Special information needs

(1) A retailer and a distributor must make available to a residential
customer on request, at no charge, services that assist the
customer in understanding information provided by the retailer
or distributor (including independent interpreter services and
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services for customers with a speech or hearing impairment, and
large print copies).

(2) Arretailer and, if appropriate, a distributor must include on a
relevant document in relation to residential customers —

(@) the telephone number for interpreter services, identified
by the National Interpreter Symbol; and

(b) the telephone number (or numbers) for services that can
assist customers with a speech or hearing impairment.
(3) Insubclause (2) —
relevant document means the following —

(@ abill and bill-related information (including, for
example, the notice referred to in clause 20(3) and
statements relating to a payment plan);

(b) areminder notice;
(c) adisconnection warning.

79. Metering
(1) A distributor must advise a customer on request, at no charge, of
the availability of different types of meters and their —
(@) suitability to the customer’s supply address; and
(b) purpose; and
(c) costs; and
(d) installation, operation and maintenance procedures.
(2) If acustomer asks a retailer for information relating to the
availability of different types of meters, the retailer must —
(@ give the information to the customer; or
(b) refer the customer to the distributor for a response.
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Division 4 — Disconnection or interruption for emergencies

80. Disconnection or interruption for emergencies

If a distributor disconnects or interrupts a customer’s supply
address for emergency reasons, the distributor must —

(@) provide an emergency telephone contact number (the
charge of which will be no more than the cost of a local
call (excluding mobile telephones)) through which the
customer can obtain, on a 24-hour basis, information on
the nature of the emergency and an estimate of the time
when the supply of electricity will be restored; and

(b) use its best endeavours to restore the supply of
electricity to the customer’s supply address as soon as
possible.
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Part 11 — Life support equipment scheme

81. Relevant standards

In this Part —
relevant standard —

(@) inrelation to a step required to be taken by a retailer,
means the step is taken —

(1) if a confirmation or notification is received
before 3 pm on a business day — on the same
day; or

(it) if a confirmation or notification is received on or
after 3 pm or on a Saturday, a Sunday or a public
holiday throughout the State — no later than the
next business day;

and

(b) inrelation to a step required to be taken by a distributor,
means the step is taken —

(i) ifanotification is received before 3 pm on a
business day — no later than the next business
day; or

(i) if a notification is received on or after 3 pm or on
a Saturday, a Sunday or a public holiday
throughout the State — within 2 business days
after receipt of the notification.

82. Registration of life support equipment address: retailers

(1) Subclauses (2) and (3) apply if a customer provides a retailer
with confirmation from an appropriately qualified medical
practitioner that a person residing at the customer’s supply
address requires life support equipment.
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(2) The retailer must take the following steps in accordance with
the relevant standard for a retailer —

(@) register the customer’s supply address as a life support
equipment address;

(b) register a person’s contact details in relation to the
supply address;

(c) provide the following to the distributor —

(i) a notification about the customer’s supply
address being a life support equipment address;

(it)  the contact details registered under
paragraph (b).

(3) The retailer must provide the following information in writing
to the customer before, or within 5 days after, registering the
customer’s supply address as a life support equipment address
under subclause (2) —

(@) advice that there may be planned or unplanned
interruptions to the supply of electricity to the supply
address and that the distributor is required to provide a
notification of a planned interruption in accordance with
this code;

(b) arecommendation that the customer prepare a plan of
action in case of an unplanned interruption;

(c) anemergency telephone contact number for the
distributor and the retailer (the charge of which will be
no more than the charge of a local call (excluding
mobile telephones)).

(4) Subclause (5) applies if a customer for a supply address
registered with a retailer under subclause (2) notifies the
retailer —

(@) that the person residing at the customer’s supply address
who requires life support equipment is changing supply
address; or
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(b) that the customer is changing supply address but the
person who requires life support equipment is not
changing supply address; or

(c) that there has been a change in contact details.
(5) The retailer must take the following steps in accordance with
the relevant standard for a retailer —
(a) register the change;
(b) provide a notification to the distributor of the change.
(6) For the purposes of this clause, a person’s contact details are the
following notified by the customer —
(@ atelephone number;
(b) an email address (if provided);
(c) apostal address.

83. Registration of life support equipment address: distributors

(1) This clause applies if the distributor is notified by a retailer —

(@) that a person residing at a customer’s supply address
requires life support equipment; or

(b) that there has been a change of details or circumstances
previously notified by the retailer.
(2) The distributor must take the following steps (as relevant) in
accordance with the relevant standard for a distributor —

(@) register the customer’s supply address as a life support
equipment address;

(b) update the details or circumstances previously notified
by the retailer.
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84. Interruption of supply

(1) A distributor must not undertake a planned interruption of the
supply of electricity to a life support equipment address unless
the distributor has —

(@) provided at least 3 business days’ written notice of the
interruption to the customer or other nominated
person —

(i) atthe supply address; or

(i)  at another address nominated by the customer; or
(iii) by electronic communication;
and

(b) unless expressly requested by the customer or other
nominated person not to do so, used its best endeavours
to obtain acknowledgment from the customer, someone
else residing at the supply address, or other nominated
person, that the notice has been received.

(2) Subclause (1) does not apply if —

(@) the interruption is for the purpose of restoring the supply
of electricity to a life support equipment address; or

(b) the distributor provides notice of a planned interruption
that will affect a supply address under the Electricity
Industry (Network Quality and Reliability of Supply)
Code 2005 before the distributor registers the supply
address as a life support equipment address under this
Part.

(3) If subclause (2) applies, the distributor must use its best
endeavours to contact the customer, or someone residing at the
supply address, before the interruption occurs.

85. Periodic reviews

(1) A rretailer must require a customer whose supply address is
registered as a life support equipment address, by a notice given
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to the customer within the period beginning 3 months before,
and ending 3 months after, each anniversary of the registration
of a supply address under this Part —

(@ unless paragraph (b) applies — to confirm that a person
residing at the customer’s supply address continues to
require life support equipment; or

(b) in the case of every 3" anniversary — to provide the
retailer with confirmation from an appropriately
qualified medical practitioner that a person residing at
the customer’s supply address continues to require life
support equipment.

(2) A notice under subclause (1) must —

(@) allow a customer at least 3 months to provide the
confirmation required by the retailer; and

(b) warn the customer that —

(i) the customer’s supply address will be
de-registered as a life support equipment address
if the customer fails to comply with the notice or
if the customer notifies the retailer that a person
residing at the supply address no longer requires
life support equipment; and

(it)  if the supply address is de-registered, the
customer will no longer receive the protections
provided by this code for life support equipment
addresses.

86. De-registration of address

(1) This clause applies if —

(@) aretailer is notified that a customer’s supply address no
longer requires registration as a life support equipment
address; or
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@)

(3)

(4)

()

(6)

(b) acustomer fails to comply with a notice from a retailer
under clause 85 in relation to a life support equipment
address within the period allowed under clause 85(2)(a).

If subclause (1)(a) applies, the retailer must de-register the life
support equipment address —

(a) if the notification is received before 3 pm on a business
day — no later than the next business day; or

(b) if the notification is received on or after 3 pm or on a
Saturday, a Sunday or a public holiday throughout the
State — within 2 business days after receipt of the
notification.

If subclause (1)(b) applies, the retailer must —

(@) onat least 2 occasions, at least 10 business days apart,
take reasonable steps to contact the customer to warn the
customer that the life support equipment address may be
de-registered; and

(b) de-register the supply address if the customer fails, in
response to the steps taken under paragraph (a), to
provide the confirmation required under clause 85(1).

At least one of the steps under subclause (3)(a) must involve
sending written correspondence by registered post to the
customer’s supply address, and to any other address nominated
by the customer.

Subclause (4) does not apply if the notice to the customer under
clause 85(1) was sent as written correspondence by registered
post to the customer’s supply address, and to any other address
nominated by the customer.

A retailer must, when it de-registers a life support equipment
address, provide the customer’s distributor with a notification
about the de-registration as soon as practicable after taking that
step but in any event within 3 business days.
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(7) The distributor must de-register the life support equipment
address in accordance with the relevant standard for a
distributor.

(8) Despite subclauses (1) to (7), a supply address must not be
de-registered if the retailer is aware that another person residing
at the supply address still requires life support equipment.

(9) Once a customer’s supply address ceases to be registered as a
life support equipment address, the retailer’s and distributor’s
obligations under this code in connection with life support
equipment cease to apply in relation to that address.
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Part 12 — Complaints and dispute resolution

87. Obligation to establish complaints handling procedures

(1) Each retailer and distributor must develop, maintain and
implement a standard complaints and dispute resolution
procedure.

(2) The standard complaints and dispute resolution procedure must
address —
(@ how complaints must be lodged by customers; and

(b) how complaints will be handled by the retailer or
distributor, including —

(1) aright of a customer to have a complaint
considered by a senior employee if the customer
is not satisfied with the manner in which the
complaint is being handled; and

(it)  the information that will be provided to a
customer, including in accordance with the
requirements under clause 89;

and
(c) response times for complaints; and
(d) the method of response.

(3) The standard complaints and dispute resolution procedure must
comply with AS/NZS 10002:2014.

88. Acknowledgment of complaint and response times
A retailer or distributor must, on receipt of a written complaint
by a customer —
(@) acknowledge the complaint within 10 business days; and

(b) respond to the complaint by addressing the matters in
the complaint within 20 business days.
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89. Advice about outcome of complaint

A retailer or distributor must —

(@ inform the customer of the outcome of a complaints
process; and

(b) unless the customer has advised the retailer or
distributor that the complaint has been resolved in a
manner acceptable to the customer, inform the
customer —

(i) ofthe retailer’s or distributor’s reasons regarding
the outcome; and

(if)  that if the customer is not satisfied with the
outcome, the customer may make a complaint or
take a dispute to the electricity industry
ombudsman; and

(iif)  of the contact details for the electricity industry
ombudsman.

90. Obligation to refer complaint

If a retailer, distributor or electricity marketing agent receives a
complaint from a customer that does not relate to its functions,
it must advise the customer of the entity that the retailer,
distributor or electricity marketing agent reasonably considers to
be the appropriate entity to deal with the complaint (if known).
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Part 13 — Protections relating to family violence

91. Family violence policy

(1) Arretailer must develop, maintain and implement a family
violence policy to assist vulnerable customers.

(2) The family violence policy must —

(@) provide for the training of staff (including call centre
staff and field officers) about issues related to family
violence and its impacts, including how to identify
customers who may be affected by family violence and
how to apply the policy effectively and appropriately to
provide assistance to vulnerable customers; and

(b) require the retailer to advise a vulnerable customer —

(i) that the retailer must take reasonable steps to
protect the vulnerable customer’s information if
the customer requests the retailer to do so; and

(i)  about the consequences of being named on the
account of a residential customer who is not a
vulnerable customer;

and
(c) require the retailer —

(i) to take reasonable steps to establish a safe
method of communication with a vulnerable
customer and if a method of communication
proposed by a vulnerable customer is not
reasonably practicable, to offer an alternative
method of communication; and

(i)  to keep a record of any method of
communication that has been agreed between the
retailer and a vulnerable customer; and
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(iii)  to use any agreed method of communication for
the purposes of providing information required
by this code;

and

(d) include processes to ensure that a vulnerable customer
does not have to repeatedly refer to, or disclose, their
situation when they make contact with the retailer or
another person acting on behalf of the retailer; and

(e) provide that if the retailer becomes aware that a
pre-payment meter customer is a vulnerable customer,
the retailer will provide advice to the customer about —

(i) the different types of meters available to the
customer; and

(i)  the advantages and disadvantages that may be
associated with each type of meter to a customer
in their situation; and

(iii)  the process for requesting a different meter; and

(iv) the fact that there would not be a charge to
replace the pre-payment meter with a standard
meter if the customer were to choose that option;

and

(f) require the retailer to consider reducing or waiving any
fees, charges or debt that would otherwise be payable by
a vulnerable customer; and

(9) without limiting paragraph (f), require the retailer to
consider —

(i) the potential impact of debt collection on a
vulnerable customer who is liable for the debt;
and

(i)  the extent to which another person may have
contributed to an amount owing for electricity
supplied to a vulnerable customer’s supply
address; and
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(iii)  in the case of a vulnerable customer who is a
pre-payment meter customer — the provision of
financial assistance;

and

(h) require the retailer to have arrangements in place to
assist a vulnerable customer who is a pre-payment meter
customer to avoid disconnection; and

(i) provide that the retailer will take into account the
circumstances of a vulnerable customer before
disconnecting the vulnerable customer’s supply address
for failure to pay a bill; and

(j) provide information about the operation of clause 92;
and

(k) include —

(i) the telephone number for interpreter services,
identified by the National Interpreter Symbol,
and

(i)  the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

and
(I) for printed copies of the family violence policy — be
available in large-print copies.
(3) The training required under subclause (2)(a) must satisfy at
least 1 of the following requirements —

(@) itis developed in conjunction with appropriate
consumer representatives;

(b) itis provided by appropriate consumer representatives.

(4) Subclause (2)(i) does not apply in relation to former residential
customers.

(5) If directed by the Authority, a retailer must review its family
violence policy or related procedures, and submit the results of
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Protections relating to family violence

(6)

92.
(1)

(@)

the review to the Authority within a period specified by the
Authority.

A retailer must consult with persons or bodies that may
reasonably be expected to represent the interests of persons who
may be experiencing family violence whenever the retailer is —

(@) developing its family violence policy; or

(b) reviewing its family violence policy because of a
direction of the Authority under subclause (5).

Protection from disconnection

A retailer must ensure that the residential supply address of a
vulnerable customer is not disconnected for a period of

9 months from the date on which the retailer becomes aware
that the customer is a vulnerable customer unless —

(@) the retailer is informed by the vulnerable customer, or
otherwise becomes aware, that the customer no longer
resides at that supply address; or

(b) the disconnection is requested by the vulnerable
customer; or

(c) there are safety reasons warranting the disconnection; or
(d) there is an emergency warranting the disconnection; or
(e) electricity has been illegally consumed at the supply
address.
Nothing in subclause (1) —

(a) affects a vulnerable customer’s responsibility to pay for
electricity supplied by a retailer to a supply address; or

(b) affects a retailer’s ability to send bills and notices to a
vulnerable customer in connection with payment for the
supply of electricity or to take other steps in connection
with a liability to pay for electricity supplied by the
retailer.
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Protections relating to family violence Part 13

cl. 93

(3) This clause does not apply in relation to —
(@) pre-payment meter customers; or
(b) former residential customers.

93. Written evidence

(1) Arretailer must not require written evidence of family violence
from a customer unless the evidence is reasonably necessary to
enable the retailer to determine the most appropriate way to —

(a) address a failure to pay a bill and, if relevant, deal with
debt collection; or

(b) deal with a proposed disconnection of a supply address.
(2) To the extent that written evidence of family violence is

required, it need only be 1 document of a kind that is listed in
the Residential Tenancies Act 1987 section 71AB(2).
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Part 14 Service standard payments
Division 1 Obligations for retailers
cl. 94

Part 14 — Service standard payments

Division 1 — Obligations for retailers

94, Facilitating customer reconnections

(1) Unless clause 99 applies, a retailer must make the payment
specified under subclause (2) if —

(@) the retailer is required to arrange a reconnection of a
customer’s supply address under Part 8; and

(b) either —

(i) the retailer has not complied with clause 53(3)
or (4); or

(i)  the retailer has complied with clause 53(3), but a
distributor has not complied with the timeframes
set out in clause 54(4).

(2) The retailer must pay the customer $60 for each day that the
retailer or the distributor (as the case may be) is late, up to a
maximum of $300.

(3) Unless clause 99 applies, if a retailer makes a payment under
this clause due to an act or omission of a distributor, the
distributor must reimburse the retailer for the amount of the
payment.

95. Wrongful disconnections

(1) Unless clause 99 applies, a retailer must make the payment
specified under subclause (2) if the retailer —

(@) fails to comply with any of the procedures set out under
Part 6 (if applicable and other than clauses 45(3)
and 46), or clause 48 or 82(1), before arranging for
disconnection of, or disconnecting, a customer for
failure to pay a bill; or
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Service standard payments Part 14
Obligations for distributors Division 2
cl. 96

(b) arranges for disconnection of, or disconnects, a
customer in contravention of clause 49, 50 or 52 for
failure to pay a bill.

(2) The retailer must pay the customer $100 for each day that the
customer is wrongfully disconnected.

(3) Unless clause 99 applies, if a retailer makes a payment under
this clause due to an act or omission of a distributor, the
distributor must reimburse the retailer for the amount of the
payment.

96. Customer service

(1) Unless clause 99 applies, if a retailer fails to acknowledge or
respond to a written complaint made by a customer within the
timeframes set out in clause 88, the retailer must pay the
customer $20.

(2) A retailer is only liable to make 1 payment under this clause for
each written complaint.

Division 2 — Obligations for distributors

97. Wrongful disconnections

(1) Unless clause 99 applies, a distributor must make the payment
specified under subclause (2) if the distributor disconnects a
customer’s supply address other than —

(@) as authorised by this code or otherwise authorised by
written law; or

(b) as authorised by a retailer.

(2) The distributor must pay the customer $100 for each day that
the customer is wrongfully disconnected.

98. Customer service

(1) Unless clause 99 applies, if a distributor fails to acknowledge or
respond to a written complaint made by a customer within the
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Part 14

Service standard payments

Division 3 Payment

cl. 99

(2)

99.
(1)

(@)

3)

(4)

100.
(1)

timeframes set out in clause 88, the distributor must pay the
customer $20.

A distributor is only liable to make 1 payment under this clause
for each written complaint.

Division 3 — Payment

Exceptions

A retailer or distributor is not required to make a payment under
this Part if events or conditions outside the control of the retailer
or distributor caused the retailer or distributor to be liable to
make the payment.

Except in the case of a payment under clauses 95 and 97, which
are required to be made without application by a customer as
soon as reasonably practical, a retailer or distributor is not
required to make a payment under this Part if the customer fails
to apply to the retailer or distributor for the payment within

3 months of the non-compliance by the retailer or distributor.

If clause 96 or 98 applies, a retailer or distributor is not required
to make more than 1 payment to each affected supply address
per event of non-compliance with the timeframes set out in
clause 88.

For the purposes of subclause (3), each supply address where a
customer receives a bill from a retailer is a separate supply
address.

Method of payment
A retailer who is required to make a payment under
clause 94, 95 or 96 must do so —

(@ by deducting the amount of the payment from the
amount due under the customer’s next bill; or

(b) by paying the amount directly to the customer.

page 98

PCO5325409a



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Service standard payments Part 14
Payment Division 3
cl. 101

@)

3)

101.
(1)

(@)

A distributor who is required to make a payment under
clause 97 or 98 must do so —

(d) by paying the amount to the customer’s retailer who will
pass the amount on to the customer in accordance with
subclause (1); or

(b) by paying the amount directly to the customer.

A payment made under this Part does not affect any rights of a
customer to claim damages or any other remedy.

Recovery of payment

If a retailer or distributor who is required to make a payment to
a customer under this Part fails to comply with clause 100
within 30 days after the date of demand for payment by the
customer, or in the case of a payment required to be made under
clause 95 or 97, within 30 days after the date of the wrongful
disconnection, then the customer may recover the payment in a
court of competent jurisdiction as a debt due from the retailer or
distributor (as the case may be) to the customer.

If a retailer is entitled under clause 94(3) or 95(3) to
reimbursement of an amount from a distributor, and the
distributor fails to reimburse the amount within 30 days after the
date of a demand for payment by the retailer, then the retailer
may recover the amount of the payment in a court of competent
jurisdiction as a debt due from the distributor to the retailer.
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Part 15 Repeal

cl. 102

Part 15 — Repeal

102. Code of Conduct for the Supply of Electricity to Small Use
Customers 2018 repealed

The Code of Conduct for the Supply of Electricity to Small Use
Customers 2018 is repealed.

Economic Regulation Authority
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Defined terms

[This is a list of terms defined and the provisions where they are defined.
The list is not part of the law.]

Defined term Provision(s)
ACCUMUIALION MELET ...t 3
ACLUAL VAIUE ... e 3
AlterNative tariff. ..o 3
appropriately qualified medical practitioner ...........ccccvvvveeeivisie v 3
AAS ettt ettt ene 3
ASINZS ...t 3
ALEACK ..ottt ae s 3
Australian Consumer LaW (WA) ....cooiiiieiieeeeee e 3
DASIC TIVING NEEAS ......vieiiiitieic s 3
DIHIING CYCIE. ..ot 3
DIl ISSUE AL ...t e 3
DUSINESS CUSTOMEN ...t et 3
DUSINESS AY ... et 3
CNLIEIINK ..o 3
(0= 1<) o | O O PR R TP 3
COIECTIVE CUSTOMEN .....eiiieiicee ettt 3
COMPIAINT .ot be e 3
(010 To0c1SE] o o PSS 3
(610] 010 1<Tox S OO PP O PP OU PR PPP PPN 3
(010] 0 - Lo! SO T O PO PP P PR OU PP PPPOPPPON 3
CONEESLADIE CUSTOMET ... e 3
(000] 011 = To! ST PP PR PSP PPTPRPRN 3
CO0ING-OFF PEIIOM ... e 3
CrEdit FEIIEVAL ..o e 3
CUSTOIMIBY ...ttt h bbbt s bt b e sb e e sb e e nbeenn e e nnennrenneenbeen 3
customer experiencing financial hardship..........ccccccooiiiiiiiic e, 3
E-BNEITISE ..vteteeie ettt sttt ettt et et e e e e e e st e s raesaeesteenaeeteeareanbenreenraen 3
deSIgNAtEd BNTILY ....ocviieiiiiiec s 5(1)
AESIGNALEA PEISON......ieiiiitiiti ettt bbb 3
Lo LTsToda] 10T SR 3
diSCONNECTION WAIMING ...ttt e 3
[0 L3 (o111 (o] SRS 3
dual fUBI CONLFACT ..o e e 3
electricity iNdUStry OMBUASMAN ........ccviiiiiicecce e 3
electricity marketing agent........cccvoviiii i 3
L] 0TS 0= 003 PRSP 3
LA Lo (o= SRS TSPOSPR 3
BNEIGY QALA....eeieeeeetee ettt bbb 3
FAMITY VIOIBNCE ... e 3
financial hardShip.......ccoo i 3
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RIStOrICal eDL... ..o
HOUSING AULNOTILY ..ottt
TNEEITUPTION. ...ttt ettt eb e
INEENVAL MELET ..t sre e
life SUPPOIt BQUIPMENT ..ot see
life support eqUIPMENTt AAIESS .......vcveieiere e
marketing identification NUMDET .........cccoeieiiii e

MaXimum Credit AMOUNT ........c..covvieiiie e

MELEITNG COUE ...ttt er e
MEtering data AGENT........coviiiiiiii s
MELrOlOGY PrOCEAUIE ......cveivieeieeie ettt
MELrOPONITAN BrEA .....eiviiiiiceieec s
National Interpreter SYMDOI .........coooiiiiiiiiiee e
NON-CONEEStADIE CUSTOMET ..o
NON-StANAANd CONTIACT......c.eiiitiiiiie e e
Obligation to Connect RegUIAtIONS ..........cccvevieiieiiie e
LoN T (ol T o[ T SRS
PAYMENE PIAN ...t e 3,4(1)
PAYMENE PrODIEMS ....c.eii et sae e eeenes
Perth Metropolitan Area..........coeiveiiiriiiise s
Pre-PAYMENT MELET ....cviiiiiitiieeeete ettt
pre-payment Meter CUSIOMEN ..ot
Pre-payment MELEE SEIVICE .....cviiiiieirieieie sttt
ProteCted PEITOU .....c.viviieiiiitiieec e
FEChArge FACTIILY ..o..ovviviiiiiiec s
=000 ] 0] 1= ot STV RV PTUROUPR TP
=R 0T PSSR
e To Lo T LI =T T PSSR
relevant conSUMEr rePreSENLAtiVE .........coveierieieieriere e

FEIEVANT DOCUMENT.....eiiiiiic ettt ae e s s bae s
FEIEVANT STANAIT ... .veeeeeeie ettt s e e e e et e e s srae e s sbaeeeas

FEMINAET NOTICE ...t 3,48(1)
FESIABNTIAL CUSTOMET ...ttt ettt
residential pre-payment Meter CUSLOMET ........coviririiirieniiineeese s
FESOIVEA ... .ottt e ettt e e be e be s e s re e s be e ebeereenns
FEEANIET .ottt ettt et
shortened DIlING CYCIE ......covveee e
standard fOrm CONEIACE ........ccooiiiiiiie e
SUPPIY @UAIESS ...ttt te e sbeebe s e e eneesraesreens
TIME DANG ..
tiMe OF USE tariff ...
UNAEICRAIGING .. .vevete ettt bbbt be b e
unsolicited CONSUMEr AGIrEEBMENT.........ccuiiiiriieetirieeee e
verifiable CONFirmation...........ccc.oii i
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VEITIADIE CONSENT ...t e e s eare e e s erbee e e eaes 3
VUINEIADIE CUSIOIMET ... ittt ettt e e st e e e st e e e e s bt e e e s eabaeeeeaes 3
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Parliamentary Counsel’s Office

COUNSEL’S CERTIFICATE

Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

In my opinion the attached instrument is within the powers conferred by the Electricity
Industry Act 2004.

Please note the following:

Carefully read the sheet marked “Important Information” and follow the instructions
contained in that sheet to have the instrument made.

In order to take effect the instrument must be published in the Government Gazette
before 20 February 2023.

e

for and at the direction of
Richard Dennis
Contract Drafter
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Appendix 2 Code of Conduct for the Supply of Electricity
to Small Use Customers 2022 (marked up)

Final decision — Repeal and replacement of the Code of Conduct for the Supply of 135
Electricity to Small Use Customers 2018



THIS MARKED-UP VERSION OF THE CODE HAS BEEN
PREPARED BY THE ECONOMIC REGULATION AUTHORITY

Western Australia

Code of Conduct for the Supply of Electricity to
Small Use Customers 2022

Contents

Part 1 — Preliminary

1. Citation [was 1.1] 1
2. Commencement [was 1.3] 2
3. Terms used [was 1.5] 2
4, Payment plans 17
5. Provision of information to customers 17
6. Variations relating to standard form contracts 19
7. Variations relating to non-standard contracts [was

1.10] 20
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Contents
Part 2 — Marketing
Division 1 — Retailer obligations
8. Retailers must ensure electricity marketing agents
comply with Part [was 2.1] 21
Division 2 — Contracts and information to be
provided to customers
9. Entering into standard form contract [was 2.2] 21
10. Entering into non-standard contract [was 2.3] 23
Division 3 — Marketing conduct
11. Standards of conduct [was 2.4] 26
12. Contact for purposes of marketing [was 2.5] 27
13. Compliance with signs [was 2.6] 28
Division 4 — Miscellaneous
14, Compliance with code [was 2.7] 29
15. Presumption of authority [was 2.8] 29
16. Electricity marketing agent complaints [was 2.9] 29
17. Records must be kept [was 2.10] 30
Part 3 — Connection
18. Obligation to forward connection request [was 3.1] 31
Part 4 — Billing
Division 1 — Billing cycles
19. Standard billing cycle [was 4.1] 32
20. Shortened billing cycle [was 4.2] 33
Division 2 — Contents of bill
21. Contents of bill [was 4.5] 37
Division 3 — Basis of bill
22. Basis of bill [was 4.6] 43
23. Estimations [was 4.8] 44
24. Replacement of estimation with actual value [was
4.10] 45
Division 4 — Change of tariffs
25. Customer request for change of tariff [was 4.12] 46
26. Tariff change if former tariff unavailable [was
4.13] 47
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Contents
Division 5 — Review of bill and energy data
checking
27. Review of bill [was 4.15] 49
28. Energy data checking 50
Division 6 — Undercharging and overcharging
29. Undercharging [was 4.17] 51
30. Overcharging [was 4.18] 52
Division 7 — Final bill
31. Request for final bill [was 4.14] 56
Division 8 — Providing bills under standard
form contracts
32. Provision of bills 57
Part 5 — Payment
33. Payment date [was 5.1] 58
34. Payment methods [was 5.2] 58
35. Payment in advance [was 5.4] 59
36. Redirection of bills [was 5.5] 59
37. Late payment fee [was 5.6] 60
38. Vacating supply address [was 5.7] 62
39. Debt collection [was 5.8] 63
Part 6 — Payment assistance
Division 1 — Assessment of financial situation
40. Assessment [was 6.1] 65
Division 2 — Payment assistance
41. Payment assistance [was 6.4] 67
42. Limits to payment extensions 68
43. Payment plans [was 6.4] 68
44, Variation of payment plans 71
Division 3 — Additional assistance available to
residential customers experiencing
financial hardship
44, Reductions of fees, charges or debt and provision
of advice [was 6.6 and 6.8] 72
46. Hardship policy and hardship procedures [was
6.10] 73
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Contents
Division 4 — Business customers experiencing
payment difficulties
47, Alternative payment arrangements [was 6.11] 77
Part 7 — Disconnection
Division 1 — Conduct in relation to
disconnection
Subdivision 1 — Disconnection for failure to pay bill
48. General requirements [was 7.1] 78
49, Limitations on disconnection for failure to pay bill
[was 7.2] 79
50. Dual fuel contracts [was 7.3] 80
Subdivision 2 — Disconnection for denying access to
meter
51. Disconnection for denying access to meter [was
7.4] 81
Division 2 — Limits on disconnection
52. General limits on disconnection [was 7.6] 84
Part 8 — Reconnection
53. Obligation on retailer to arrange reconnection [was
8.1] 92
54, Obligation on distributor to reconnect supply
address [was 8.2] 93
Part 9 — Pre-payment meters
55. Application [was 9.1] 96
56. Operation of pre-payment meter [was 9.2] 96
57. Provision of information [was 9.3] 96
58. Reversion [was 9.4] 100
59. Life support equipment [was 9.5] 101
60. Requirements for pre-payment meters [was 9.6] 103
61. Recharge facilities [was 9.7] 104
62. Concessions [was 9.8] 104
63. Meter check or test [was 9.9] 104
64. Credit retrieval [was 9.10] 105
65. Overcharging and undercharging [was 9.10] 106
66. Assistance for customers experiencing payment

problems [was 9.11] 108
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67. Waiver of fee for customers experiencing payment
problems 109
Part 10 — Information and
communication
Division 1 — Obligations for retailers
68. General information 111
69. Information about tariffs, fees or charges [was
10.1(2)-(3)] 112
70. Information about variations to tariffs, fees or
charges: reqgulated prices [was 10.1(1)] 112
71. Information about variations to tariffs, fees or
charges: non-regulated prices 113
72. Historical billing data [was 10.2] 114
73. Service standard payments [was 10.3A] 115
74. Distribution matters [was 10.5] 115
Division 2 — Obligations for distributors
75. General information [was 10.6] 116
76. Information about supply changes or interruptions 117
Division 3 — Obligations for retailers and
distributors
77. Written information must be easy to understand
[was 10.9] 120
78. Special information needs [was 10.11] 120
79. Metering [was 10.12] 121
Division 4 — Disconnection or interruption for
emergencies
80. Disconnection or interruption for emergencies
[was 7.5] 122
Part 11 — L.ife support equipment
scheme
81. Relevant standards 123
82. Reqistration of life support equipment address:
retailers 123
83. Registration of life support equipment address:
distributors 125
84. Interruption of supply 125
85. Periodic reviews 126
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86. De-registration of address 127
Part 12 — Complaints and dispute
resolution
87. Obligation to establish complaints handling
procedures [was 12.1] 129
88. Acknowledgment of complaint and response times
[12.1(4)] 130
89. Advice about outcome of complaint 130
90. Obligation to refer complaint [was 12.4] 131
Part 13 — Protections relating to
family violence
91 Family violence policy 133
92. Protection from disconnection 135
93. Written evidence 136
Part 14 — Service standard payments
Division 1 — Obligations for retailers
94. Facilitating customer reconnections [was 14.1] 137
95. Worongful disconnections [was 14.2] 137
96. Customer service [was 14.3] 138
Division 2 — Obligations for distributors
97. Wrongful disconnections [was 14.5] 138
98. Customer service [was 14.4] 139
Division 3 — Payment
99. Exceptions [was 14.6] 139
100. Method of payment [was 14.7] 140
101. Recovery of payment [was 14.8] 140

Part 15 — Repeal

102. Code of Conduct for the Supply of Electricity to
Small Use Customers 2018 repealed 2
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Electricity Industry Act 2004

Code of Conduct for the Supply of Electricity to
Small Use Customers 2022

TheE i ReaulationAuthority:
(a) repeals the "Code of €  for the Supolvof E . Senal
- 2016" {17 2016 {No—104)whic ¥
falheetieston ol 2010
() soorovesthe'C £ ¢ for-the Supplv-of Electrici Senall

Approved by the Authority under section 79 of the Act.

Part 1 — Preliminary

1. FitleCitation [was 1.1]

Fhe-Code-may-be-eited-as-This code is the Code of Conduct for
the Supply of Electricity to Small Use Customers-2618 2022.

12 Authority
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 1 Preliminary [Field Code Changed
cl.2
2. Commencement [was 1.3]

Fhe-Code-This code comes into operation-upen-the-day
presertbedbythe-Authoriy

(2) clauses 1 and 2 — on the day on which this code is
published in the Gazette;

(b)  the rest of the code — on 16 January 2023.

3. DefinitionsTerms used [was 1.5]
In this code the Code, unless the contrary intention appears —
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Preliminary Part 1 ( Field Code Changed

cl.3

“accumulation meter? has the same-meaning-as given in elausg
1-3-of the Metering Code- clause 1.3;

(13 99

actual value has the meaning given in the Metering Code clause
13;

€. 1 »

TR

“alternative tariffZ for a customer, means a tariff other than the
tariff under which the customer is currently supplied electricity-|

(13 2

“appropriately qualified medical practitioner” means —

(@ within the Perth Metrepelitan-Area,-metropolitan
area —

(i)  aspecialist medical practitioner;; or
(if)  a hospice doctor;; or

(iii)  a medical practitioner working in a specialist
department of a hospital;-o¢

or
(b) outsideofthePerth-Metropolitan-Ares,
(i) aspecialist medical practitioner; or
(i) ahospice doctor; or

(ii) a medical practitioner working in a specialist
department of a hospital; or

Compare version of 2018 and final Code page 3
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Part 1

cl. 3

Preliminary

(iv) adoctor or general practitioner H-he/she-also
who works en-an-occasional-basis-fromat a local
hospital or rural health service (whether or not on

a full-time basis);;-or-a-hospice-doctor-

AS, followed by a designation, refers to an Australian Standard
having that designation that is published by Standards Australia;

AS/NZS, followed by a designation, refers to an Australian/New
Zealand Standard having that designation that is published
jointly by Standards Australia and Standards New Zealand:

“attach” has the same-meaning as-given in the Obligation to
Connect Regulations regulation 2;-
“Australian Consumer Law (WA)-means-schedule-2-to-the

Competition-and-Consumer-Act 2010-(Cth)-as-modified by
section-36-of has the meaning given in the Fair Trading

Act 2010-0ALAS section 17(1):=

(13 2

Standards-Adstratia
(13 1 2
blished | . Iati . .
“pasic living needs” includes payments for —
(@ rent or mortgage; and

(b) etherutilities (e-g-for example, gas, phone and water);
and

(c) food and groceries; and

(d) transport (including petrol and car expenses); and
(e) childcare and school fees; and

(f) clothing; and

() medical and dental expenses:;

“pilling cycle” means the regular recurrent period in which a
customer receives a bill from a retailer-;

bill issue date means the date on which a bill is sent by a retailer
to a customer;

page 4
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Preliminary Part 1 ( Field Code Changed

cl.3

“husiness customerZ means a customer who is not a residential
customer-;

“pusiness day” means any-a day exeept-other than a Saturday, §
Sunday or a public holiday throughout the State;-

(13 2

Centrelink means the Commonwealth agency known as

Centrelink;

Centrepay means the facility that allows Centrelink customers
to have automatic deductions taken from Centrelink payments;

(13 1 3 22 1

(13 99
undersection79-of the Act
“collective customer: means a customer —

(@ who receives a single bill from the retailer for electricity
supplied at two-2 or more supply addresses; or

(b) who is supplied electricity from the same retailer at
multiple sites at a single supply address:; |
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Preliminary

“complaint? means an expression of dissatisfaction made to or
about an organisation, related to its products, services, staff or
the handling of a complaint, where-for which a response or
resolution is explicitly or implicitly expected or legally
required-;

fconcession” means a concession, rebate, subsidy or grant

related-to-the-supply-of electricity, available to residential

customers only-, related to the supply of electricity:;

“connect” means to attach by way of a physical link to a-an
electricity network and to energise the link;

[13 2

retater to the customer™s supply address as recorded by the
freten
“contact” means contact that is —

(a) face to face;; or

(b) by telephone; or

(c) by postfaeshmHe; or

(d) by email or other means of electronic means-
communication;

“contestable customer? means a customer at-an-exit-point

wpneredhe aentunl o e en pe v o ed al bne o nn sl O
I I . I loctrici
! i to

whom the supply of electricity is not restricted under the
Electricity Corporations Act 2005 section 54-erunder-anether

“contract2 means a standard form contract or a non-standard
contract-;

“cooling--off period”, in relation to a contract, means the period
specified in the contract as the cooling-off period-;

“credit retrieval> means the ability for a pre-payment meter
customer to recover any payments made for the supply of
electricity-;
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cl.3

“£customerz means a eustemer-person —

(2) to whom electricity is sold for the purpose of
consumption; and

(b)  who consumes not more than 160 MWh of electricity
per annum:;

customer experiencing financial hardship means a residential
customer who has been assessed by a retailer under clause 40 as
experiencing financial hardship;

“de-energise” means the removal of the supply voltage from th¢
a meter at the-a supply address while leaving the supply addresg
attached-;

designated person means —
(a) aresidential customer; or

(b) another person named on the account of a residential
customer; or

(c) aformer residential customer who owes a debt to the
retailer;

“disconnect”- —
(a) means to de-energise the-a customer’s supply address;
otherthan; but
(b) does not include de-energising a customer’s supply
address in the event of an interruption:;

“disconnection warning” means a notice in writing issued in
accordance with clause-7#1 48(1)(c) or elause-7-4{1)- 51(2)(d);

“distributor” means a person who holds a distribution licence of
integrated regional licence under Part 2 of the Act:;

“dual fuel contract” means a non-standard contract for the sale
of electricity and for the sale of gas by a retailer to a contestable
customer-; |
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cl. 3

AetEnergy and Water Ombudsman Western Australia

performing the functions of electricity industry ombudsman
under a scheme approved under Part 7 of the Act and an
agreement under the Parliamentary Commissioner Act 1971
section 34;

“electricity marketing agent”-means —

(@ means a person who acts on behalf of a retailer —

(i) for the purpose of obtaining new customers for
the Heensee-retailer; or

(i)  in dealings with existing customers in relation to
contracts for the supply of electricity by the
Heensee-retailer;

{e)(b)includes a representative, agent or employee of a

person referred to in subelause-{ay-er{b);paragraph (a);
but

(c) does not include a persen-whe-is-a-customer

representative or the Housing Authority-;

113 o o . . . LY

13 H 2
b 9 M

e <imnil | e talenhone.

“emergency” means an-emergency-due-to-the actual or imminent
occurrence of an event whieh-that —
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cl.3

(a) inany way endangers or threatens to endanger the safety
or health of any person, or the maintenance of power
system security, in Western-Austratia-the State; or

(b)  whieh-destroys or damages, or threatens to destroy or
damage, any property in Western-Austraha:the State;

“energise” has the sarme-meaning as-given in the Obligation to
Connect Regulations: requlation 2;

“energy data” has the same-meaning as-given in the Metering
Code- clause 1.3;

[13 2

family violence has the meaning given in the Restraining
Orders Act 1997 section 5A;

“financial hardship, in relation to a residential customer,
means a state of mere-than-immediate-long-term financial
disadvantage as a result of which resultsinaresidential-the
customer being-is unable to pay an outstanding amount as
required by a retailer without affecting the customer’s ability to
meet the basic living needs of the residential-customer or a
dependant of the residential-customer:;

“historical debt” means an amount outstanding for the supply
of electricity by a retailer to a customer’s previous supply
address or supply addresses-;

“Housing Authority” means the body corporate in-existenece
pursuant-to-seetion-6-of-established under the Housing Act 1980

section 6;

66y i3

Compare version of 2018 and final Code page 9



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 1

cl. 3

Preliminary

“interruption —
(@) means the temporary unavailability of supply of

electricity from the distribution network to a
eustomersupply address; but

(b) does not include a disconnection under Part 7-;

“interval meter” has the same-meaning as-given in the Metering
Code- clause 1.3;

“life support equipment” means the equipment designated
under the Life Support Equipment Electricity Subsidy Scheme-
as administered by the department of the Public Service
principally assisting in the administration of the Taxation
Administration Act 2003 immediately before 1 January 2023;

life support equipment address means a supply address
registered under Part 11:

“marketing identification number means a unique number
assigned by a retailer to each electricity marketing agent acting
on its behalf:;

“meter? has the same-meaning as-given in the Metering Code-
clause 1.3;

“Metering Code” means the Electricity Industry (Metering)
Code 2012-;

“metering data agent>-means-a-persen-responsible-forreading
the-meter-on-behalf-ef the-distributer- has the meaning given in
the Metering Code clause 1.3;

“metrology procedure” has the same-meaning as-given in the
Metering Code- clause 1.3;
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“metropolitan area” means —
(@) : L I _I .
Development-Aet-2005;the Perth metropolitan area; and

(b) the local government district of Mandurah; and
(c) the local government district of Murray; and
(d) the townsites, as constituted under sectien-26-of-the
Land Administration Act 1997 section 26, of —
(1) Albany; and
(i)  Bunbury; and
(ili)  Geraldton; and
(iv) Kalgoorlie; and
(v) Karratha; and
(vi) Port Hedland; and
(vii)  South Hedland-;

“National Interpreter Symbol> means the national public
information symbol “Interpreter Symbol” (with text) developed
by the State of Victoria in partnership with the Commonwealth,
State and Territory governments in accordance with Austratian
Standard-AS 2342-1992;-

“non-contestable customer? means a customer other than a
contestable customer-;

“non-standard contractmeans-a-contractentered-nto-bebweer
standard-form-contract: has the meaning given in section 47 of
the Act;

“Qbligation to Connect Regulations” means the Electricity
Industry (Obligation to Connect) Regulations 2005-(AA)-;

“overcharging>-means-the-amount-by-which-the-amount
I i A tor-a bill hi .
Spcees s lhe oo el veoins e e cnnccec e
 the bill A ol
6(1)(8‘) aS a:
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(2) includes the overcharging of a customer as the result
of —

(1) resultofsome-an error, defect;-error or default
for which the retailer or distributor is responsible
or eentribatedto-but does not nclude (ncluding
when a meter is found to be defective); andor

(ii) an-adjustmentthe retailer basing a bill or bills on
estimated energy data that is greater than the
actual value (not being a deemed actual value) of
energy used where the actual value is derived
from an actual meter reading undertaken by a
person employed or appointed by the distributor
that passes the validation processes in Appendix
2 of the Metering Code;

but
(b) does not include an amount charged in accordance with
a bill smoothing arrangement;
(13 4 . 99
payment plan has the meaning given in clause 4;
“payment problems? includes;-witheut-Hmitation; payment
problems relating to a historical debt:;
“ A.- 0 ,’ ll-'l =lll a ='A'.‘==
Perth metropolitan area means the region described in the
Planning and Development Act 2005 Schedule 3;
“pre-payment meter”> means a meter that requires a customer to
pay for the supply of electricity priorto-before consumption:;
“pre-payment meter customer? means a customer who has a
pre-payment meter operating at the customer’s supply address-;
page 12 Compare version of 2018 and final Code
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cl.3

“pre-payment meter service2 means a service for the supply of |
electricity where the customer agrees to purchase electricity by
means of a pre-payment meter:;

protected period means —

(2) a Monday, Tuesday, Wednesday or Thursday after
3 pm; or
(b) aFriday after 12 noon; or

(c) a Saturday, a Sunday or a public holiday throughout the
State; or

(d) abusiness day immediately before a public holiday
throughout the State;

(13 3 1 99

(13 11 1 b

R
“recharge facility” means a facility where a pre-payment meten
customer can purchase credit for the-a pre-payment meter-;

“reconnect” means to re-energise the customer’s supply addres
following disconnection-;

“re-energise” means to restore the supply voltage to the meter
at the supply address:;

“regional area” means at-areas-an area in Western-Austrahia
the State other than the metropolitan area-;

72

“relevant consumer representative” —

(a) means a person who may reasonably be expected to
represent the interests of residential customers who are
experiencing —

(i) paymentdifficulties in paying their bills or
purchasing credit for the recharge of a pre-
payment meter; or
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(i)  financial hardship;; and
(b) includes financial counsellors:;

relevant standard, in relation to a retailer or a distributor, has
the meaning given in clause 81;

“reminder notice2-means-a-notice--writing-issued-in
aceordance-with has the meaning given in clause-%2 48(1)(a)-;

[13 1 99

“residential customer2 means a customer who consumes
electricity solely for domestic use:;

“residential pre-payment meter customer?> means a residential
customer who has a pre-payment meter operating at the

customer’s supply address-ane-who-constmes-electricty-selely
for domestic-use:;

“resolved™, in relation to a complaint, means the-that —

(a) adecision or determination has been made by the
retailer or distributor (as relevant) with respect to the
complaint;-where; and

(b) in making the decision or determination, the retailer or
distributor;-having had regard to the nature and
particular circumstances of the complaint, has-and used
all reasonable steps to ensure the best possible approach
to addressing the complaint:;

“retailer” means a person who holds a retail licence or
integrated regional licence under Part 2 of the Act:;

shortened billing cycle —

(a) means a billing cycle that is shorter than a customer’s
standard billing cycle; but

(b) does not include a billing cycle agreed under clause
19(3);

“standard form contract”-means-a-contract-that-is-appreved-by
the-Autherity-under has the meaning given in section 5147 of
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cl.3

the Act or prescribed by the Minister under section 55 of the
Actpriorto-tsrepeal;

“supply address” means the premises to which electricity was,
is or may be supplied under a contract:;

[13 2

PO vy

[13 1 1 bl

Fataiel telnpenall Hy sus_penels & ell_see_ eetlenlanel ele_bt
paymentarrangement-under-elause-6-4(1)-

“time band” refers to a period of time within a time of use tariff
to which a given tariff rate applies-;

“time of use tariff2 means a tariff structure in which some or al|
of the tariff varies according to the time at which electricity is
supplied:;

(13 99

(13 2

“undercharging” —

(a) includes the undercharging of a customer that is the
result of~without-limitation— —

fay—the fallure-to-issue-a-bitbHin-accordance with-clause- 4.1 o

(1) an error, defect;—error or default for which the
retailer or distributor is responsible of
contributed to, but dees-netinelude-(including
when a meter is found to be defective); or
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(ii) an-adjustmentthe retailer basing a bill or bills on

estimated energy data that is less than the actual
value (not being a deemed actual value) of
energy used where the actual value is derived
from an actual meter reading undertaken by a
person employed or appointed by the distributor
that passes the validation processes in Appendix
2 of the Metering Code; or

(iii)  afailure to issue a bill to a customer;

but

(b)  does not include an amount charged in accordance with
a bill smoothing arrangement;

“unsolicited consumer agreementis-defined-in-section-69-of
has the meaning given in the Australian Consumer Law (WA)-
section 69;

verifiable confirmation means confirmation that is given to a
retailer or electricity marketing agent —

(2) expressly; and
(b) inwriting or orally; and

(c) by acustomer or a nominated person competent to give
the confirmation on the customer’s behalf®

“yverifiable consent” means consent that is given_to a retailer or
electricity marketing agent —

(@) expressly; and
(b) inwriting or orally; and

{dy(c) by the-a customer or a nominated person competent to
give the consent on the customer’s behalf:; and
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(d) after the retailer or electricity marketing agent
(whichever is relevant) has, in plain language
appropriate to the customer, disclosed all matters
materially relevant to the giving of the consent,
including each specific purpose for which the consent
will be used;

vulnerable customer means a designated person —

(a) who has advised the retailer that they are affected by
family violence; or

(b)  who the retailer has reason to believe is affected by
family violence.

Note for this clause:

A term used in this code has the same meaning as it has in the
Electricity Industry Act 2004. See the Electricity Industry Act 2004
sections 3 and 78 in particular, and the Interpretation Act 1984
section 44.

4, Payment plans

(1)  For the purposes of this code, a payment plan is an interest-freg
and fee-free plan or other arrangement between a retailer and a
residential customer under which the customer is allowed to pa
a bill, any arrears or a charge (including a disconnection or
reconnection charge) by 2 or more instalments while continuin
consumption of electricity.

(2) __Insubclause (1), a fee includes any fee or charge associated
with the establishment or operation of a payment plan that
would not otherwise be payable if the residential customer had
not entered into the payment plan.

5. Provision of information to customers

(1) In this clause —
designated entity means —
(a) aretailer; or
(b) adistributor; or
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(c) an electricity marketing agent.

(2) If this code requires a designated entity to give or provide
information to a customer on request, the designated entity may
satisfy this requirement by —

(2) referring the customer —

(i) to the information on a retailer’s or distributor’s
website (as the case requires); or

(ii)  subject to subclause (4), to a mobile application
or an electronic communication portal where the
information may be obtained;

or
(b)  providing a copy of the information to the customer.

(3) The designated entity must provide a copy of the information to
the customer if the customer requests a copy.

(4) A designated entity may rely on subclause (2)(a)(ii) only if the
designated entity, when referring a customer to the mobile
application or portal, advises the customer that the customer is
also entitled to be provided with a copy of the information by
the designated entity.

(5) This clause does not limit any other provision of this code
relating to the provision of information.
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Part6-ofthe Act:

6. Variations relating to standard form contracts

(1) Aretailer and a customer may agree that the following clauses
do not apply, or are amended in their application, to a standard
form contract —

(a) clause 18(2);
(b)  clause 38(1);
(c) clause 53;

(d) clause 86(2):
(e) clause 100(1);
() clause 100(2).

(2)  An agreement under subclause (1) may be a written or a verbal
agreement.
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7. Variationfrom-the-CodeVariations relating to non-standard

contracts [was 1.10]

(1) Arretailer and a customer may agree that the following clauses

{marked-with-an-asterisk-throughout) do not apply, or are to-be

amended in their application, #-to a non-standard contract —

(@) clause 18(2);
(a)(b) clause 4-119;
{b)(c) clause 4-220;

(d) clause 21(1) to (6);
{e)(e) clause 5:133;
{e)(f) clause 5-234;
{e)q) clause 5:435;
H(h) clause 5:738; and
{@)(i) clause 8453,

(J) clause 86(2);

(k) clause 100(1);

(1) clause 100(2).

(2) An agreement under subclause (1) may be a written or a verbal
agreement.
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Part 2 — Marketing

Note for this Part:

This Gede-code is not the only compliance obligation in relation to
marketing. Other State and Federal-Commonwealth laws apply to
marketing activities, including but-netlimited-te-the Fair Trading

Act 2010-0AA), the Spam Act 2003 (SthCommonwealth), the Spam
Regulations 2004-2021 (€thCommonwealth), the Do Not Call Register
Act 2006 (SthCommonwealth), the Telecommunications {Pe-Net-Call
Register)-(Telemarketing and Research Calls) Industry Standard 2007
{Eth)2017 (Commonwealth) and the Privacy Act 1988
(€thCommonwealth).

blicat eu) .

Division 1 — Retailer obligations

8. Retailers to-must ensure electricity marketing agents comply
with this-Part [was 2.1]

A retailer must ensure that its electricity marketing agents
comply with this Part.

Division 2 — Contracts and information to be provided to
customers

9. Entering into a-standard form contract [was 2.2]

(1) When entering-a retailer and a customer enter into a standard
form contract that is not an unsolicited consumer agreement, a
the retailer or an electricity marketing agent must —

(@) record the date on which the standard form contract was
entered into; and

(b) give; or make available to the customer, at no charge, a
copy of the standard form contract —

(1) __if the standard form contract is entered into by
telephone — as soon as possible, but not more
than 5 business days, after the standard form
contract is entered into; or
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{H(ii)  otherwise — at the time the standard form
contract is entered into.fthe-standard-form

contract-was not-entered-into-overthe telephone;

(2) Subjeetto-Unless subclause (3) applies, if a customer enters into

a standard form contract with a retailer, a-the retailer or an
electricity marketing agent must give the following information
to a-the customer nro-laterthan-on-orwith-before or at the time
of giving the customer's first-1°" bill —

(@ how the customer may obtain —
(i) acopy of the-Code-this code; and
(it)  details en of all relevant tariffs, fees, charges,

alternative tariffs and service levels that may
apply to the customer;;

(b) the scope of the-Cede-this code;

(c) that a+etailerretailers and electricity marketing agent
agents must comply with the-Cede-this code;

(d) how the retailer may assist if the customer is

experiencing payment difficulties or financial hardship
problems paying a bill;

(e) with-respeette-in the case of a residential customer;-the

— a statement that the customer may be eligible to
receive concessions and how the customer may find out
about their eligibility to receive those concessions;

(f) the distributor’s 24-hour telephone number for faults
and emergencies;

(g) withrespeette-in the case of a residential customer;-how
| dontial I ors
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() il I ) ) .
Her -the telephone
number for interpreter services, identified by the

National Interpreter Symbol: and

(i) FHY-serviees:the telephone number (or numbers
for services that can assist customers with a
speech or hearing impairment;

(h) how to make an enquiry of, or complaint to, the retailer;
and

(i) general information on the safe use of electricity.

(3) Ferthepurpeses-ofsubelause{2)a-A retailer or an electricity
marketing agent is taken-to-have-given-the-customer-the-not
required to give the information set out in subclause (2) to a
customer if —

(@) the retailer or an electricity marketing agent has

provided given the information to that-the customer
within the preceding 12 months; or

(b) the retailer or an electricity marketing agent has |
informed the customer how the customer may obtain the
information;-untess and the customer reguests-has not
requested to reeeive-be given the information.

10. Entering into a-non-standard contract [was 2.3]

(1) When entering-a retailer and a customer enter into a
non-standard contract that is not an unsolicited consumer

agreement, a-the retailer or an electricity marketing agent |
must —

(@) obtain and make a record of the customer’s verifiable
consent that-to entering into the non-standard contract
has-been-entered-nto;; and

(b) give; or make available to the customer, at no charge, a
copy of the non-standard contract —

(i) if the non-standard contract is entered into by
telephone — as soon as possible, but not more
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than 5 business days, after the non-standard
contract is entered into; or

(i) otherwise — at the time the non-standard
contract is entered into.f-the-nen-standard

contract- was-not-entered-into-over-the-telephone;

(2) Before entering-a retailer enters into a non-standard contract
with a customer, a-the retailer or an electricity marketing agent
must give the customer the following information —

(a) if the retailer is required to offer to supply electricity to
the customer under a standard form contract —

(i) astatement that the customer is able to choose
the standard form contract offered by the retailer:
and

(ii)  details of the difference between the non-
standard contract and the standard form contract;

(b) if the customer is a residential customer — a statement
that the customer may be eligible to receive concessions
and how the customer may find out about their
eligibility to receive those concessions;

{a)(c) details of any right the customer may have to rescind the
non-standard contract during a-the cooling-off period
and the charges that may apply if the customer rescinds
the non-standard contract:.

(3) Unless subclause (4) applies, if a customer enters into a
non-standard contract with a retailer, the retailer or an electricity
marketing agent must give the following information to the
customer before or at the time of giving the customer’s
1% pill —

{b}(@) how the customer may obtain —
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(i) acopy of the-Cede-this code; and

(if)  details en-of all relevant tariffs, fees, charges,
alternative tariffs and service levels that may
apply to the customer;

{e)(b) the scope of the-Code-this code;

{dy(c) that aretaHerretailers and electricity marketing agent
agents must comply with the-Code-this code;

{e)(d) how the retailer may assist if the customer is
experiencing payment difficulties or financial hardship
problems paying a bill;

th "I“'“' respect EIG & e|5|e|e||t'|e|tl EE.'SEIG'“E' the ;eeneessmns

{g)(e) the distributor’s 24-hour telephone number for faults

and emergencies;

h)(f) withrespeetto-in the case of a residential customer;-hew
I - | - I E EE ] l '] 2 _
() lticli I ices (in floctive of

theretatler’s-eustomer-base);the telephone
number for interpreter services, identified by the
National Interpreter Symbol; and

(i) FFY-senviees;the telephone number (or numbers
for services that can assist customers with a
speech or hearing impairment;

(o) how to make an enquiry of, or complaint to, the retailer;
aned

(h) general information on the safe use of electricity.

(3)(4)  For the purposes of subclauses (2}{b)-(}), a ~ retailer or

electricity marketing agent is taken-te-have-given-the-customer
the-not required to give the information set out in subclause (3)
to a customer if —

(@) the retailer or an electricity marketing agent has
previded-given the information to that-the customer
within the preceding 12 months; or
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(5)

11.
(1)

@)

(b) the retailer or an electricity marketing agent has
informed the customer how the customer may obtain the
information;-unless and the customer reguests-has not
requested to receive-be given the information.

Subjectto-subelause(3),a-A retailer or electricity marketing

agent must obtain the customer’s verifiable eensent
confirmation that the information referred to in elause 2:3(2}

and-clause-2.3(4)-subclause (2) (ifapphicable)-has been given.
Division 3 — Marketing conduct

Standards of conduct [was 2.4]

A retailer or electricity marketing agent must ensure that the
inclusion of concessions is made clear to residential customers
of the retailer and that any prices that exclude concessions are
disclosed.

A retailer or electricity marketing agent must ensure that a
customer of the retailer is able to contact the retailer or
electricity marketing agent on the retailer’s or electricity
marketing agent’s contact details, including their telephone
number, during the normal business hours of the retailer or
electricity marketing agent for the purposes of enquiries,
verifications and complaints.
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12. Contact for the-purposes of marketing [was 2.5]

(1) A retailer or electricity marketing agent who makes-contactwitlh
contacts a customer for the purposes of marketing must, on
request by the customer, provide the customer with —

(@) provide-the-custemerwith-the complaints telephone

number of the retailer on whose behalf the contact is
being made; and

(b) provide the customer with the telephone number of
contact details for the electricity industry ombudsman;
and

(c) ferin the case of contact by an electricity marketing

agent; — provide-the-customer-with-the electricity

marketing agent’s marketing identification number.

(2) Arretailer or electricity marketing agent who meets with a
customer face to face for the purposes of marketing must —

(@) weardisplay a clearly visible and legible identity card
that shows —

(i) his-erherthe first name; of the person who is
meeting with the customer; and
(i)  his-erhera photograph; of the person who is
meeting with the customer; and
(iii)  in the case of an electricity marketing agent —
the electricity marketing agent’s his-er-her

marketing identification number-{forcontact-by
an electricity marketing agent); and

(iv)  the name of the retailer on whose behalf the
contact is being made;-and

and

(b) on request by the customer, provide the eustomer
following information, in writing, to the customer —

(i) his-erherthe first name_of the person who is
meeting with the customer;
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(i) inthe case of an electricity marketing agent —
the electricity marketing agent’s his-er-her
marketing identification number-{forcentact-by
an-electricity-marketing-agent);
(iii)  the name of the retailer on whose behalf the
contact is being made;
(iv) the complaints telephone number of the retailer
on whose behalf the contact is being made;
(v) the business address and Australian Business
Number or Australian Company Number of the
retailer on whose behalf the contact is being
made;-and
(vi) the telephone-number-efcontact details for the
electricity industry ombudsman.;
. :
als 59 eﬁ a5 pl_aetlleable fehlewing-a-fequestby-the-austarmer-fal
(3) A retailer or electricity marketing agent must comply with a
request under subclause (2)(b) as soon as practicable after it is
made by the customer.
13. Ne-eanvassing-er-advertisirgCompliance with signs [was

2.6]

A retailer or electricity marketing agent who visits a person’s
premises for the purposes of marketing must comply with any
clearly visible signs at the person’s premises indicating —

(@) that canvassing is not permitted at the premises; or

(b) that no advertising or similar material is to be left at the
premises or in a letterbox or other receptacle at, or
associated with, the premises.
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Division 4 — Miscellaneous

14. Compliance with code [was 2.7] ‘
(1) An electricity marketing agent who contravenes a provision of
this Part commits an offence.
Penalty —for this subclause: |
(@ for an individual, $5 000;
(b) for a body corporate, $20 000.

(2) If an electricity marketing agent ef-a+retatler-contravenes a
provision of this Part while acting on behalf of a retailer, the
retailer commits an offence.

Penalty —for this subclause: |
(@ for an individual, $5 000;
(b) for a body corporate, $20 000.
(3) Itis adefence to a prosecution for a-centravention-ef-an offenc
under subclause (2) if the retailer proves that the retailer used

reasonable endeavours to ensure that the electricity marketing
agent complied with the-Cede-this code.

15. Presumption of authority [was 2.8]
(1) A-This clause applies to a person who carries out any-a
marketing activity in the name of or for the benefit of —
(@) aretailer; or
(b) an electricity marketing agent;.

(2)  The person is to-be-taken, unless the contrary is proved, to have
been employed or authorised by the retailer or electricity
marketing agent to carry out that-the marketing activity.

16. Electricity marketing agent complaints [was 2.9]

An electricity marketing agent must —

(@) keep arecord of each complaint made by a customer, or
person contacted for the purposes of marketing, about
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cl. 17

the marketing carried out by or on behalf of the
electricity marketing agent; and

(b) on request by the electricity industry ombudsman in
relation to a particular complaint, give to the electricity
industry ombudsman, within 28 days ef-after receiving
the request, all information that the electricity marketing
agent has relating to the complaint.

17. Records te-must be kept [was 2.10]

A record or other information that an electricity marketing agent
is required by-this-Cede-to keep under this code must be kept for
at least 2 years from the last time that there was contact between
the person to whom the record or other information relates and
the electricity marketing agent.—
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cl. 18

Part 3 — Connection

18. Obligation to forward connection appheation-request [was
3.1]

(1) If aretailer agrees to sell electricity to a customer or arrange for
the connection of the customer’s supply address, the retailer
must forward the customer’s request for connection to the
relevant-distributor for the purpose of arranging for the |
connection of the customer’s supply address (if the customer’s
supply address is not already connected).

(2) YUnlesstheecustomeragrees-otherwise,a-A retailer must forwarg

the customer’s request for connection to the relevant
distributor —

(@) thatsame-day-if the request is received before 3pm

3 pm on a business day — on that same day; or

(b) thenextbusiness-day-if the request is received on or

after 3pm-3 pm on a business day or on a Saturday, a
Sunday or a public holiday throughout the State — no
later than the next business day.

(3)—In thisclause—

[13 99 1 >

Note for this clause:

[Note: The Obligation to Connect Regulations provide regulations in relation
to the obligation upen-on a distributor to energise and connect a premises}}
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Part 4 — Billing
Division 1 — Billing cycles
19. Standard billing cycle* [was 4.1]
| . bill

(1)  Unless subclause (2) applies, a retailer must issue a bill to a
customer at least once every 100 days.

(2) A retailer may issue a bill that is outside the timeframe under
subclause (1) if the retailer —

{H(a) has not received the required metering-data-energy data

from the distributor for the purpeses-purpose of
preparing the bill, despite using its best endeavours to
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Billing cycles Division 1
cl. 20

(3)

€Hh(b)

obtain the metering-data-energy data from the |
distributor; or

()

(ii)

A retailer and a customer may agree to a billing cycle with a

is unable to comply with this the timeframe due to the
actions of the customer where-in circumstances in
which —

the customer is supplied with electricity under a

deemed contract pursuant to regulation-37-ofthe
Electricity Industry (Customer Contracts)

Regulations 2005 reqgulation 37; and

the bill is the first-1% bill issued to that customer
at that supply address.

regular recurrent period that differs from the customer’s

standard billing cycle if —

(a) the retailer obtains the customer’s verifiable consent to

the new billing cycle; and

(b) the reqular recurrent period of the new bhilling cycle doe

1°22

not exceed 100 days.

Shortened billing cycle* [was 4.2]
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(1) A retailer must not place a customer on a shortened billing cycle
unless subclause (2) applies.
(2) A retailer may place a customer on a shortened billing cycle if

(2) in the case of a residential customer — the customer is
not a customer experiencing financial hardship; and

(b) the retailer has given the customer a reminder notice for
3 consecutive bills; and

(c)  before the 3" reminder notice is given to the customer,
the retailer has given the customer a notice informing
the customer that —

(i) receipt of a 3" reminder notice may result in the
customer being placed on a shortened billing
cycle; and

(ii) __in the case of a residential customer — assistance
is available for residential customers
experiencing problems paying their bills; and

(iii)  the customer may obtain further information

from the retailer on a specified telephone
number; and

(iv) once on a shortened billing cycle, the customer
must pay 3 consecutive bills by the due date to
return to the customer’s former billing cycle.
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The retailer must, within 10 business days after placing the
customer on a shortened billing cycle under subclause (2), give
the customer notice that —

(a) the customer has been placed on a shortened billing
cycle; and

(b) the customer must pay 3 consecutive bills by the due
date shown on each bill to return to the customer’s
former billing cycle; and

(c) failure to make a payment may result in arrangements
being made for disconnection of the supply of

electricity.

(4) A shortened-billing-eyele-billing cycle shortened under
subclause (2) must be at least 10 business days.

(5) Arretailer must, on request, return a customer; who is subject to
a shortened billing cycle under subclause (2) and has paid

3 consecutive bills by the due date-en+equestto-the-biling
cycle that applied+te-the-customer before the shortened-biting
eycle-commenced to the customer’s former billing cycle.

(6) A -retailer must inform a customer; who is subject to a shorteneg
billing cycle; under subclause (2), at least once every 3 months,
that; if the customer pays 3 consecutive bills by the due date of
each bill, the customer will be returned, on request, to the

hill lo 4 lied tot before thel I
bihing-cyele-commenced customer’s former billing cycle.
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Billing
Billing cycles
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Contents of a bill Division 2
cl. 21

Division 2 — Contents of a-bill

21. Particulars-en-each-bilContents of bill [was 4.5]
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Contents of a bill

page 38

Compare version of 2018 and final Code

[ Field Code Changed




Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Billing Part 4 ( Field Code Changed
Contents of a bill Division 2
cl. 21
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Billing

Division 2 Contents of a bill

cl. 21

(1)

In addition to any information required to be included on a

(2)

customer’s bill under another provision of this code, a retailer

must include the information set out in this clause on the

customer’s bill.

The bill must include the following information in relation to

(3)

the particular service —
(a) the supply address:

(b)  the customer’s name and account number;
(c) __a meter identification number (if relevant).

The bill must include the following information in relation to

supply and consumption of electricity —
(a) the start and end date of the supply period;
(b) the number of days covered by the bill;
(c) either —

(i) if the customer is on a time of use tariff — the
customer’s consumption or estimated
consumption for each time band in the time of use

tariff; or

(ii) _in any other case — the customer’s consumption,
or estimated consumption;

(e) unless the customer is a collective customer, the average
daily consumption.
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(4)  The bill must include the following information in relation to

amounts due and payments —

(a)

the amount due;

(b)

if there is an accumulation meter installed at the supply

(©)

address — the current meter reading or estimate or, if
the customer is on a time of use tariff, the current meter
reading or estimate for each time band in the time of usq
tariff;

if there is no meter installed at the supply address — the

(d)

basis on which the amount due has been calculated;
the applicable tariffs;

(e)

the amount of any arrears or credit standing to the

()

customer’s hame;
the amount of any other fees or charges and details of

()

the service provided in connection with those fees or
charges;
in the case of a residential customer — a statement that

(h)

the customer may be eligible to receive concessions and
how the customer may find out about eligibility for
those concessions;

if applicable, the value and type of any concessions

(i)

provided to the customer that are administered by the
retailer;

a statement advising the customer that assistance is

(1

available if the customer is experiencing problems
paying the hill;

a telephone number for billing and payment enquiries;

(k)

if applicable and not included on a separate statement —

(i) payments made under a payment plan that has
not been completed; and

(ii)  the total amount outstanding under the payment
plan;
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Billing
Contents of a bill

(1

if applicable, a statement that an additional fee may be

(m)

imposed to cover the costs of late payment from the
customer;

to the extent that the data is available, a graph or bar

(n)

chart showing the customer’s amount due or
consumption for the period covered by the bill, the
previous bill and the bill for the same period last year;

the average daily cost of consumption, including charges

(0)

ancillary to the consumption of electricity, unless the
customer is a collective customer;

the date by which the bill must be paid;

(p)

a summary of the applicable payment methods.

(5) If the customer has an export purchase agreement with the

retailer, the bill must include the following information —

(a)

if the customer has an accumulation meter installed and

an export meter reading has been obtained — the export
meter reading;

(b) either —

(i) if the customer is on a time of use tariff — the
amount, or estimated amount, of electricity
exported by the customer for each time band in
the time of use tariff; or

(ii) _in any other case — the amount, or estimated
amount, of electricity exported by the customer.

(6) The bill must include the following ancillary information —

(a)

a telephone number for complaints;

(b)

the contact details for the electricity industry

()

ombudsman;
the distributor’s 24-hour telephone number for faults

and emergencies.
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(7) _ Subclause (2)(b) does not apply if the customer is supplied
under a deemed contract pursuant to the Electricity Industry
(Customer Contracts) Requlations 2005 requlation 37.

8

not apply if the bill is —
(@ notindicative of a customer’s actual consumption; or
(b) not based upen-on a meter reading; or
(c) for acollective customer.
(9) If aretailer identifiesa-historical-debt-and-wishes to bill a
customer for that-a historical debt, the retailer must advise-give

the following information to the customer ef-no later than the
next bill in the customer’s billing cycle —

(@) the amount of the historical debt; and
(b) the basis of the historical debt.;

bi Subclause (4)(m) does

Division 3 — Basis of bill
22. Basis of bill [was 4.6]
(1) Subjectto-clauses4.3-and-4-8a-A retailer must base a

customer’s bill 6p—

(8) thedistsi , ) , i ” i
at-the-customer’ssupply-address;on energy data
provided for the relevant meter at the customer’s supply]
address provided by the distributor or metering data

agent; or
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S metrology-procedureor

. N | . . licabl
Jawsif there is no meter installed at the customer’s
supply address — on enerqgy data that is calculated in
accordance with the metrology procedure, the Metering
Code or any other applicable law; or

(c) if the customer has entered into a non-standard
contract — on any other method agreed between the
retailer and the customer.

(2) A bill will be taken to comply with subclause (1)(a) if the bill
reflects a smoothing or similar arrangement that has been
entered into between the retailer and the customer.

47— Frequenecy-ef-meterreadings

(3) Other than in respect of a Type 7 connection point, a-If a retailer
is required to comply with subclause (1)(a), the retailer must use
its best endeavours to ensure that metering-data-an actual value
is obtained as frequently as required to prepare its bills.

(4) _ The retailer must ensure that the customer is provided with a
written record of any method agreed between the retailer and
the customer under subclause (1)(c).

23. Estimations [was 4.8]

; Iy-addresst | !
2)(1) If aretailer bases-has based a customer’s bill #per-on an

estimation, the retailer must clearly specify on the eustemer’s
bill that —

(@) the retailer has based the bill 4pen-on an estimation; and

(b) the retailer will tel-provide to the customer on
request —

(i) the basis of the estimation; and
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(if)  the reason for the estimation; and
and
(c) the customer may request —
(1) averification of energy data; and
(i)  a meter reading.

3}(2) A retailer must teH-provide to a customer on request-the —
(@) the basis for the estimation; and
(b) the reason for the estimation.

4)(3) For the purpese-purposes of this clause, where-the-distributers
SEmelerpoacen s renn pe o e pneles 0 e cnpe pierle o b
i . Iy | I . | data_t bi
apphicable-law-a bill is taken to be based on an estimation in
relation to an interval meter if —

(@) where-more than ten-perecent-10% of the interval meter
readings are estimated interval meter readings; and

(b) the actual energy data cannot otherwise be
derived;ascertained.

o that bill the bilkis : il

1Y >NNY PR ¢ o)

24. Customer-may-regquestmeter readingReplacement of

estimation with actual value [was 4.10]

(1) H-This clause applies if —

(a) aretailer has based a bill upen-on an estimation because
a customer failed to provide access to the meter; and

(b) the customer —
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{a)(i) subsequently requests the retailer to replace the
estimated bill with a bill based on an-actual

reading-of the-customer’s-meteran actual value;

and

{b)(il) pays the retailer’s reasonable charge for reading
the meter (if any); and

fe)(iii)  provides due access to the meter;.

(2) the-The retailer must use its best endeavours to de-sereplace the
estimated bill with a bill based on an actual value.

Division 4 — Change of tariffs

25. Customer appheations-request for change of tariff [was
4.12]

(1) H-a-A retailer must comply with subclause (2) if the retailer
offers alternative tariffs and a customer —
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Change of tariffs
cl. 26

(a) appliesto-receive-an-alternative-tariffrequests the

retailer to transfer from that customer’s current tariff to
another tariff; and
(b) demonstrates to the retailer that the customer satisfies all

of the conditions relating to eligibityfor-the-alternativg
tariff-that other tariff and any conditions imposed by the

customer’s distributor.

(2) the-The retailer must ehange-transfer the customer to the
alternative-other tariff referred to in subclause (1)(a) within 10

business days ef-after the customer satisfying-these-conditions

complies with subclause (1)(b).

(3) Ferthepurposes-ofsubelause{H)If a customer transfers from
1 tariff to another under this clause, the effective date of changd

wil-be-the transfer is —

(@ unless paragraph (b) applies — the date on which the
fast-a meter reading at-the-previous-tariff-is obtained; or

(b) the date the meter adjustment is-completed: if the ehang

transfer requires an-adjustment-a change to the meter at
the customer’s supply address — the date on which the

meter change is completed.

1%

26.
Tariff change if former tariff unavailable [was 4.13]
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Change of tariffs
cl. 26

(1) This clause applies if a customer is no longer eligible to receive
a tariff under which the customer is currently supplied
electricity at the customer’s supply address.

(2)  The retailer must, before changing the customer to another
tariff, notify the customer of the proposed change.
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Division-7—Revi Ebill

Division 5 — Review of bill and energy data checking

27. Review of bill [was 4.15]
Subject to a customer —
(8)—Ppaying—
(1) If a customer, after receiving a bill, disputes the amount to be
paid, the retailer must review the bill if the customer —
(a) requests a review; and

(b) if the customer has not already paid the bill, pays the
lesser of the following —

(i) that portion of the bill under review that the
customer and a-the retailer agree is not in
dispute;-ef

(i) an amount equal to the average amount of the
customer’s bills over the previous 12 months
(excluding the bill in dispute).;

b : : bills 1 | |
| —_ o bill |
Lpeioer
16 : I followi :  a bill
5(2) If, after conducting a review-ef-a-biH, a retailer is satisfied that
the bill is—
(@) Iscorrect, the retailer —

(1) may require a-the customer to pay the unapaid
amount (if any) of the bill that is still
outstanding; and
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Division 5 Review of bill and energy data checking

cl. 28

)3)

&34

(5)

(i)  must advise the customer that the customer may

request the-retatlerto-arrange-a meter test-n
accordance with applicable law; and

(iii)  must advise the customer of the existence and
operation of the retailer’s #ternal-standard

complaints handhngproeesses-and dispute

resolution procedures and details ef-about

making a complaint to any-apphicable-external
complaints-handhingproecesses; the electricity

industry ombudsman;

or
(b) isincorrect, the retailer —
- must adjustthe-bitHn-accordance-with-clauses
4 17and-4-18comply with clause 29 or 30, as the
case requires; and

(i) may require the customer to pay the amount (if
any) of the bill that is still outstanding.

A-The retailer must inform a customer of the outcome of the
review as soon as practicable after it is completed.

If a retailer has not informed a customer of the outcome of the
review within 20 business days from the date of receipt of the

request for review-underelause-4-15, the retailer must previde
the-customer-with-notification-notify the customer of the status
of the review as soon as practicable after the expiration of that

period.
The initiation of a review does not remove the requirement for

28.

the customer to pay future bills as they fall due.

Energy data checking

(1)

If a customer, after receiving a bill, requests that the energy data

be checked or the meter be tested, the retailer must arrange for a
check of the enerqgy data or testing of the meter (as the case

requires).
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(2)  The customer may be required to pay the retailer’s reasonable
charge for a check or testing under subclause (1).

(3) If the energy data is checked and found to be incorrect or the
meter is tested and found to be defective, the retailer must
refund any payment made under subclause (2).

\ereharging.overcharai Lo

Division 6 — Undercharging and overcharging

29. Undercharging [was 4.17]

n his | . i hethert lorcharaing]

5(2) If aretailer proposes to recover an amount that has been
undercharged as a result of an error, defect or default for which
the-retaileror-distributorisresponsible-fincluding-where-a-metey
has-beenfound-to-be-defective), the retailer must —

(@) subjectto-subelause{b)-limit the amount to be

recovered to no more than the amount undercharged in
the 12 months prierte-before the date on which the
retailer notified the customer that-of the undercharging
had-oceurred; and

fe)(b) notify the customer of the amount to be recovered no
later than the next bill,-tegetherwith after the retailer
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Division 6 Undercharging and overcharging

cl. 30

(2)

becomes aware of the undercharging, and provide an
explanation of that the basis on which the amount was
calculated; and

{dy(c) subjeetto-unless subclause (3) applies, not charge the
customer interest on that-the amount to be recovered or

require the customer to pay a late payment fee; and

{e)(d) in relationte-the case of a residential customer; — offer
the customer time to pay that-the amount to be recovered
by means of an-instabmentplan-a payment plan in
accordance with clause 6-4{2)-and-cevering-43 for a

period at least equal to the period over which the
recoverable undercharging occurred.

Subclause (1)(a), (c) and (d) do not apply if the undercharging

3)

30.

has occurred because the customer has denied access to the
meter at the supply address for more than 12 months.

If, after notifying a customer of the amount to be recovered in
accordance with subclause-(2}{€}(1)(b), the customer has
fatedfails to pay the amount te-berecevered-by the due date

and has-does not entered-enter into an-tastalmentplan-a payment
plan under subclause-{2){e}(1)(d) (if that subclause applies), a
retailer may charge-the-customer interest on that amount from

the-due-date-or reguire-the-customer-to-pay-a-late- payment
fee.do either but not both of following —

(a) charge the customer interest on the amount from the due
date;

(b)  require the customer to pay a late payment fee.

Overcharging [was 4.18]

1) This clause 4. lios whother i haraing |
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&0

£)}2)

H(3)

(4)

If a customer (including a customer who has vacated the supplyj
address) has been overcharged-as-a+result-of-an-error-defectof

default for which a retailer or distributor is responsible
{including-where-a-meter-has-beenfound-to-be-defective), the

retailer must use its best endeavours to inform the customer
aceordinghy-of the amount overcharged within 10 business days
of-after the retailer becoming-becomes aware of the error-defect

or-defauit-overcharging and, subject to subclauses{6)-and
{Athis clause, ask the customer for instructions as to whether

the amount should be credited to —
(a) eredited-to-the customer’s aceountnext bill; or
(b) repaidte-a bank account nominated by the customer.

If a retailer receives instructions under subclause 2)(1), the
retailer must pay-deal with the amount in accordance with the
customer’s instructions within 12 business days ef-after
receiving the instructions.

H-However, if a retailer does not receive instructions under
subclause {2}(1) within 5 business days ef-after making the
request, the retailer must use reasonable endeavours to credit the
amount overcharged to the customer’s aceeuntnext bill.

If a customer has been overcharged an amount that is less than

()

$100, the retailer may credit the amount to the customer’s next
bill instead of complying with subclause (1).

No interest shal-acerue-to-acredit-orrefundreferred-to-in
subelause{2)is payable on an amount that has been

overcharged.
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A(6) H-Despite subclauses (1) to (5), if a customer has been
overcharged by-a+etatler-and the customer owes a debt to the
retailer, then provided that the customer is not a residential

customer-expertencing-paymentdiffieulties-or-financial
hardship;-the retailer may, with-written-notice-after giving notice

to the customer, use the amount of the overcharge to set off the
debt-ewed-to-theretailer.

(7) _ Subclause (6) does not apply if the customer is a customer
experiencing financial hardship.

H(8) If-afterthe-setoff; there remains an amount ef-in credit; after a
set-off under subclause (6), the retailer must deal with that-the
amount ef-eredit-in accordance with subelause-(2)subclauses (1)
to (4) erif-(depending on the amount is-less-than-$100;
subelause{6)that remains in credit).
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Division 7 — Final bill

31. Request for final bill [was 4.14]

(1) If a customer requests the retailer to arrange for the preparation
and issue of a final bill for the customer’s supply address, the
retailer must use its best endeavours to arrange for —

(2) a meter reading; and

(b) the preparation and issue of a final bill for the supply
address in accordance with the customer’s request.

(2) __Unless subclause (4) applies, if the customer’s account is in
credit at the time of account closure, a retailer must, at the time
of the final bill, ask the customer for instructions as to whether
the amount of the credit should be transferred to —

(2) another account the customer has, or will have, with the
retailer; or

(b) abank account nominated by the customer.

(3) The retailer must, in accordance with the customer’s
instructions under subclause (2), transfer the amount of the
credit within —

(2) 12 business days after receiving the instructions; or
(b)  another period agreed with the customer.
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(4) If a customer’s account is in credit at the time of account
closure and the customer owes a debt to the retailer, the retailer
may, after giving notice to the customer, use the credit to set off
the debt.

(5) If, after a set-off under subclause (4), there remains an amount
of credit, the retailer must deal with the amount in accordance
with subclauses (2) and (3).

Division 8 — Providing bills under standard form contracts

32. Provision of bills

(1) A retailer must allow a customer who has entered into a
standard form contract to choose to receive bills —

(2) by post as paper bills; or

(b) by email sent to an email address provided by the
customer.

(2)  Subclause (1) applies despite any other arrangement or
agreement that may be in place between the retailer and the
customer in relation to paying bills.
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Part 5 — Payment
33. Bue-datesforpayment*Payment date [was 5.1]

|  that bill unl I . i '
; I | . I " i o 1
dateofthe bil-
The date by which a bill must be paid must be not earlier than
12 business days from the bill issue date.

34. Minimum-paymentPayment methods* [was 5.2]

(1) Unless otherwise agreed with a customer, a-A retailer must offer
e customer aiHeastthe feHowing-payment-methods-accept

payment for a bill in the following ways —

(@) inperson at 1 or more payment outlets located within
the Lecal-GovernmentBistriet-local government district

of the customer’s supply address;
(b) by telephone;
(b)(c) by mailpost;
fe)(d) for residential-Centrelink customers; — by Centrepay;
)y  electronically by of BRay-orereditcard—andby
electronic funds transfer.
(2)  This clause does not limit any other method for the payment of

a bill that may be agreed between the retailer and the customer,
including the option of payment by direct debit.
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35.
(1)

@)

3)

(4)

Payment in advance* [was 5.4]

A-Subject to this clause, a retailer must accept payment in
advance from a customer-ena-reguest.

: | | o will -
the-A retailer is not required to credit ary-interest to the
amobnts-an amount paid in advance.

Sobesbloclanse 0 Jor be peocec oo culela o D T e

amount of $20 is the minimum amount forwhich-that a retailer
withis required to accept as a payment in advance payments
from a customer (although the retailer may accept a lower

amount if it thinks fit)-urless-etherwise-agreed-with-a-customer.

A retailer may determine an amount (a maximum credit

(5)

amount) that a customer’s account may be in credit.

A maximum credit amount must not be less than $100.

(6)

If a retailer determines a maximum credit amount, the retailer

(7)

must publish the maximum credit amount on its website.

A retailer is not obliged to accept payment in advance if the

(8)

customer’s account is in credit for more than the maximum
credit amount.

If a customer’s account is in credit for more than the maximum

36.

credit amount, the retailer may refund any amount in excess of
the maximum credit amount to the customer at any time

Absence-or-HnessRedirection of bills [was 5.5]

loseribed i cl 2 d ) I | | |
ffor 1 idential liroct 1l
restdential-customer s-bilto-a-third persen-atnecharge-A

retailer must redirect a customer’s bill to a different address
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(including to an email address or a different email address) on
the customer’s request and at no charge.

37. Late payments-payment fee [was 5.6]

(1) Arretailer must not charge a residential customer a late payment
fee in connection with the payment of a bill if —

(@) the residential-customer receives a concession, previded
unless the residential-customer did-notreceive-has
received 2 or more reminder notices within the previous
12 months; or

(b) the residential-customer and the retailer have agreed
fo—

(i) apaymentextension-the customer being given
additional time to pay a bill under Part 6, and the

residential-customer pays the bill by the agreed
{new} due date; or

(i) annstalmentplan-a payment plan under Part 6,
and the residential-customer is making payments

in accordance with the instalment-planpayment
plan; er

or

(c) subject to subclause (2), the-residential customer has
made a complaint directly related to the non-payment of
the bill to the retailer or te-the electricity industry
ombudsman; and —

(i) if the complaint has been made to the retailer —
the complaint has not been resolved by the
retailer;, or {#} the complaint is-has been
resolved by the retailer in favour of the
restdential-customer—H-the-complaintisnot
any-late-payment-fee-shall-enly-be-calculated
broptneme e o bne sp e dic o e OF

(i)  if the complaint has been made to the electricity
industry ombudsman — the complaint has not
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@)

(3)

£)4)

H(5)

)(6)

been determined, or has been upheld by the

electricity industry ombudsman {if-a-cemplaint
has been made to the electricity embudsman). I
I laint i rod by the electrici

peyreneesha-Lopbrbeealevlaled-rom-the
| £ the clectric b s decision: of

or

(d) the residential-customer is assessed-by-theretaHer-unden
elause-6-1{1)-as-beingr-a customer experiencing

financial hardship.

If a retailer has charged a late payment fee in the circumstances
set out in subclause (1)(c)(ii) because the retailer was not aware
of the complaint, the retailer wil-does not contravene
subclause (1)(c)(ii) but must refund the late payment fee on the
customer’s next bill_(unless a fee is payable under

subclause (3)).

If a complaint referred to in subclause (1)(c) is not resolved in
favour of the customer, any late payment fee must be calculated
from the date of the retailer’s or the electricity industry
ombudsman’s decision (as the case may be).

If a retailer has charged a residential customer a late payment
fee, the retailer must not charge an additional late payment fee
in relation to the same bill within 5 business days from-the-date
of receipt-of-after the day on which the customer receives the
previous late payment fee notice.

A retailer must not charge a residential customer more than
2 late payment fees in relation to the same bill or more than
12 late payment fees in a year12-month period.

If a residential customer has been assessed as being-ir-a

customer experiencing financial hardship-underclause6-1(1}, a
retailer must retrospectively waive any late payment fee charged

under the residential-customer’s last bill prierto-before the
assessment being-was made.
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38. Vacating a-supply address* [was 5.7]

Except as set out in this clause, if a customer gives notice and
vacates the supply address within the time specified in the
notice, the retailer must not require the customer to pay for
electricity consumed at the customer’s supply address from —

{d)(a) if the customer gave at least 5 days’ notice — the date
on which the customer vacated the supply address;--the
customer-gaveatleastS-days—netiee; OF

fe}(b) inany other case — 5 days after the customer gave
noticein-any-other-case;

unless-the-retatler-and-the-customer-have-agreed-to-an
B

(2) If a customer reasonably demonstrates to a retailer that the
customer was evicted or otherwise required to vacate the supply
address, the retailer must not require the customer to pay for

electricity consumed at the customer’s supply address from the
date on which the customer gave the retailer notice.

(3) For the purposes of subclauses (1) and (2), notice is given if a
customer —

(@) informs a retailer of the date on which the customer
intends to vacate, or has vacated, the supply address;
and

(b) gives the retailer a forwarding address (which may be an
email address) to which a final bill may be sent.

(4) Netwithstanding-Despite subclauses (1) and (2) —

(@) aif the retailer and a new customer enter into a new
contract for the supply address, the retailer must not
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39.

()

(1)

(@)

require the previous customer to pay for electricity
consumed at the eustemer’s-supply address from the l
date that-the-new-contract-on which the contract with th
new customer becomes effective; and

(b) aneotherif a new retailer becomes responsible for the
supply of electricity to the supply address, the previous
retailer must not require the customer to pay for
electricity consumed at the eustemer’s-supply address
from the date that-on which the ether-new retailer
becomes responsible.;-and

Netwithstanding-Despite subclauses (1), (2) and (4), a retailer’s
right to payment does not terminate with-regare-in relation to

any amount that was due up until the termination of the
contract.

Debt collection [was 5.8]

A retailer must not commence proceedings for recovery of a
debt —

(@) from a residential customer who has informed the
retailer in accordance with clause 6-2{1}-40 that the
residential-customer is experiencing
or-finaneial-hardshippayment problems, unless and until
the retailer has complied with all the requirements of
clause 6-1-40 and (if applicable) clause 6-341(3); and |

(b)  while aresidential customer continues to make
payments under an alternative payment arrangement
under Part 6.

A retailer must not recover or attempt to recover a debt relating
to a supply address from a person other than a customer with
whom the retailer has or had entered into a contract for the
supply of electricity to that customer’s supply address.
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(3) If a customer with a debt owing to a retailer requests the retailer
to transfer the debt to another customer, the retailer may transfer

the debt to the other customer previded-that-if the retailer
obtains the other customer’s verifiable consent to the transfer.
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Part 6 — Payment-difficultiesand-financial
hardshipPayment assistance

Division 1 — Assessment of financial situation

40. Assessment [was 6.1]

(1) HUnless subclause (2) or (5) applies, if a residential customer
informs a retailer that the residential-customer is experiencing
payment problems, the retailer must, {subject-to-clause 6:2)—

fa)—within 5 business days, assess whether the residential
customer is experiencing payment-difficultiesor
financial hardship:-and.

ty—H “.'e FetaHel e, ARAGEMaka the-assessERt WAtHA-S
business-days, fefer the |e5|ele|_|t|al customerto-a
assessment.

(2) If aresidential customer provides a retailer with an assessment
from a relevant consumer representative the retailer may adopt
that assessment as its own assessment for the purposes of
subclause (1)(a).

(3) When undertaking the assessment required by subclause (1){a};

representative; the retailer must give reasonable consideration
to —

(@ information —
(i) given by the residential customer; and
(it)  requested or held by the retailer; e¢
or
(b) advice given by a relevant consumer representative (if
any).

(4) A retailer must, on request, advise a residential customer en
reguest-of the details-and-outcome of an assessment-carried-out,
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including the reasons for the outcome of the assessment, under
subclause (1).

(5) A retailer is not required to undertake an assessment under
subclause (1) if the retailer has previously undertaken an
assessment in relation to the customer unless the customer has
indicated that there has been a change in their circumstances
since that previous assessment.
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Bivision=2 Ize5|d|_eF|F|_t|all © HSEG"E'.E'Se*.peI 'I'e”el"l'g. payment

Division 2 — Payment assistance

41. Alternative-paymentarrangementsPayment assistance [was
6.4]

(1) A-Subject to this Division, a retailer must effera-residential
hoi = efieult : "
: : ake the

following available to residential customers —
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(@) additional time to pay a bill; and
(b) apayment plan for the amount owing.
. )
an-interest-free-and Iee_ free |||sta_l|ne||_t plan-or-ot et
al_lange|||e_|_|t H"de.' which-the |e_5|ele||t|al eustormeris
given a_elelltlenal_tnne 0 pay-a bitl-or-to-pay arrears
("'el I.Hd"'g 2Ry d||see|n|e_et|9n ane |eee|_n|e.et|en charges)
e_enneeuen with-the-establishment-of epe_laue ofthe
“'SE&I'“.E“E plan-of etl|_e| a||ang_e|ne|_|t which-would-not
etlnemlls_e be lpay_ablelll the |e|5|elent|all customer-had |.|et

(2)  However, a customer is only entitled to select 1 option under
subclause (1) once per bill.

(3) A retailer must offer a residential customer who is assessed as
experiencing financial hardship at least the following (without
the need for the customer to make a request) —

(2) apayment plan;
(b)  assistance in accordance with clause 45.
42. Limits to payment extensions
If a residential customer has, in the previous 12 months, on at
least 2 occasions, failed to pay a bill within a period of
additional time made available under clause 41(1)(a), a retailer
is not required to offer the customer additional time under
clause 41(1)(a).
43. Payment plans [was 6.4]
2)(1)

When offering or amending an instalment plan, aA retailer must
{a)—ensure that the-instalment-plan-a payment plan for a

residential customer is fair and reasonable, taking into
account —
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(a) information about aresidential-the customer’s capacity
to pay-ancheorsumpton-histery; and
(b) the amount of any arrears payable by the customer to
date.
b)y——comply with subclause-(3}.
(2) A retailer must, in relation to a residential customer for whom a
payment plan is being considered, offer the customer assistance

to manage their bills for ongoing consumption during the periog
of the payment plan.

Examples for this subclause:

A retailer may offer to assist a residential customer:

(a) by estimating the customer’s consumption history over the
period of the plan and building this into any repayment
schedule at the start of the plan; or

(b) by giving consideration to rolling new bills into the plan as time
progresses.
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icto the rasidential torstand 1
changes.

{43(3) If aresidential customer has, in the previous 12 months, had 2
instalment-plans-payment plans cancelled due to non-payment, a
retailer deesis not haverequired to offer thatresidential

eustomerthe customer another rstatment-planpayment plan
under subelause{1};this Division unless the retailer is satisfied

that the residential-customer will comply with the iastalment
planpayment plan.

{5)(4) For the purposes of subclause {4)(3), cancellation does not

include the revision-efan-nstalmentplanvariation of a payment
plan under clause-6-7 44.

(5) If aresidential customer accepts a payment plan, the retailer
must, within 5 business days after the customer accepts the
payment plan, provide the customer with information in writing
that specifies —

(a) _ the terms of the payment plan, including the number of
payments, the amount of each payment, when each
payment must be made and how the payments are
calculated; and

(b) the consequences of not complying with the payment
plan; and

(c) the importance of making contact with the retailer to ask
for further assistance if the customer cannot comply
with, or continue to comply with, the payment plan.

(6) However, the retailer is not required to comply with
subclause (5) if the retailer has provided to the customer the
information referred to in that subclause within the preceding
12 months.
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A retailer must review a payment plan at the request of a

A retailer is not required to undertake a review under

subclause (1) on more than 2 occasions in any 12-month period
(but may agree to undertake 1 or more additional reviews if the

The retailer must offer to vary a payment plan if a review under

subclause (1) indicates that the customer is unable to meet

The retailer must, within 5 business days after the customer

accepts an offer to vary the payment plan, provide the customer
with information that clearly explains, and assists the customer

The retailer must not vary a payment plan without the

An agreement under subclause (5) must relate to the particular

44. Variation of payment plans
(1)
residential customer.
(2)
retailer thinks fit).
(3)
obligations under the payment plan.
(4)
to understand, the variation.
(5)
customer’s agreement.
(6)
variations.
(7)

variation rather than under a general agreement to future

Nothing in this clause prevents a retailer from cancelling a

. i1abl idential

Division 3 — Additional assistance available to residential

payment plan if the customer fails to comply with the payment
plan.

reing financial hardshi

customers experiencing financial hardship
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finiti
ic divisi

« .o . .

IEIEIEE EEIIEHEE;EEE SHWAG HAS E.EE E_Eililiiizl ;5. E.”EEE“IEI HREe
Subdivisi E ifi : i1abl
44, Reductions of fees, charges andor debt and provision of

advice [was 6.6_and 6.8]

(1) Arretailer must give reasonable consideration to a request by a
customer experiencing financial hardship, or a relevant
consumer representative for the customer, for a reduction of the
customer’s fees, charges or debt.

(2) In givingreasenable-considerationacting under subclause (1), a
retailer should-referto-themust take into account its hardship

policies and procedures referred-to-in-elause-6-10(3)under clause
46.

(3) Arretailer must advise a customer experiencing financial
hardship of the —
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(@) customer’s right to have thea bill redirected to a
different address (including an email address) at no
charge-to-a-third-persen;_and
(b) payment methods available to the customer; and
(c) concessions that may be available to the customer and
how to access them; and
(d) different types of meterstariffs that may be available to
the customer-and--ortaritfs{as-apphicable); and
(e) independent financial counselling services and relevant
consumer representatives available to assist the
customer; and
(f) availability of any other financial assistance and-grants
schemes-thatoffered by the retailer-should-reasonably-bd
aware-of, and how to access themthis assistance.
69— Paymentin-advance

belivisi tshin ool Lhardshi I

Obligation-to-develep-hardship-Hardship policy and
hardship procedures [was 6.10]

46.

(1)

(2)

A retailer must develop, maintain and implement a hardship
policy and hardship procedures to assist customers experiencing
financial hardship n-meetingto meet their financial obligations
and responsibilities to the retailer.

The hardship policy must— —
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Payment assistance

Additional assistance available to residential customers
experiencing financial hardship

) be developed- ltation with rel

b))

tex(b)
teh(c)

tex(d)
hie)

t(h)
(a)

include a statement encouraging customers to contact
theirthe retailer if a-customeris-having-trouble-they are
experiencing problems paying the-retaiter>stheir bill; and

include a statement advising that the retailer will treat all
customers sensitively and respectfully; and

include a statement that the retailer may reduce and/or
waive fees, charges andor debt; and

include an objective set of hardship indicators; and
include —
(i) anoverview of the payment and other assistance

available to customers in-financial-hardship-or

cessnpnbel e bes npccopdnpes e s Papb £ o
the-Code under this Part (other than the retailer’s

requirement to advise the customer of the ability
to pay in advance and the matters referred to in
elauses-6-8clause 45(3)(a), (b) and (d)); and

(i)  astatement that the retailer offers residential
customers the right to pay their bill by
Centrepay; and

(iii)  a statement that the retailer is able to provide
further detatdetails on request:;

and

include an overview of any concessions that may be
available to the retailer’s customers; and

include —

(i) the telephone number for interpreter services,
identified by the National Interpreter Symbol

WAl e D T A
.
H— IEII.I I.Em; IE e E“E;Hlﬂsllhal “epencent
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GibGii)  inf . I iLabili : .
the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

and

o iLab] I lor bsite:

(h) for printed copies of the hardship policy — be available
in large-print copies; and

(1) include a statement specifying how the retailer will treaf
information disclosed by the customer to the retailer and

information held by the retailer in relation to the
customer.

(3) The hardship procedures must —

2 be developed | ltati : |
{b}(a) provide for the training of staff —

H—(including call centre staff, field officers and all
subcontractors employed to engage with
customers experiencing financial hardship-and
brelebafbenr)

{H—on about issues related to financial hardship and
its impacts, and how to deal sensitively and
respectfully with customers experiencing
financial hardship; and

fer—Not-Used
{eé}(b) include guidance —
(i) that assistassists the retailer in identifying

residential customers who are experiencing
financial hardship; and

(if)  that assistassists the retailer in determining a
residential customer’s usage needs and capacity
to pay when determining the cenditiensterms of

an-nstalmentplan-a payment plan; and
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(iii)  ferabout the suspension of disconnection and
debt recovery procedures; and

(iv) enabout the reduction and/or waiver of fees,
charges andor debt; and

(v) enabout the recovery of debt:;
and

fe}(c) require that the retailer’s credit management staff have a
direct telephone number and that the number be
provided to relevant consumer representatives;.

(4) A retailer must consult with relevant consumer representatives
whenever the retailer is —

(2) developing a hardship policy or hardship procedures; or
(b) making a material amendment to its hardship policy.

(5) A retailer must —

(2) provide a copy of its hardship policy to the Authority;
and
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(b)  provide a copy of the amended policy to the Authority if
it makes a material amendment to the policy.

(6) If directed by the Authority, a retailer must, within a period
specified by the Authority

(2) review its hardship policy or hardship procedures; and

(b)  consult with relevant consumer representatives for the
purposes of the review; and

(c)  submit the results of the review to the Authority.

Division 4 — Business customers experiencing payment
difficulties

47. Alternative payment arrangements [was 6.11]

A retailer must consider any reasonable request for alternative
payment arrangements from a business customer who is
experiencing payment difficulties.
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Part 7 — Disconnection and-taterruption

Division 1 — Conduct in relation to disconnection-e¢

. :

Subdivision 1 — Disconnection for failure to pay bill

48. General requirements [was 7.1]

(1) PriertoBefore arranging for the disconnection of a customer’s
supply address for failure to pay a bill, a retailer must —

(@)

(b)
(©)

give-the-customer-a-reminder-noticenot less than

15 business days from the date-of dispateh-of-the-bill
issue date, eludinggive to the customer a written

notice (a reminder notice) that sets out —

(i) the retailer’s telephone number for billing and
payment enquiries; and

(if)  aewviee-en-how the retailer may assist in-the
eventif the customer is experiencing payment

diffieulties-or-finaneial-hardshipproblems paying
the bill;

and

use its best endeavours to contact the customer to advise
of the proposed disconnection; and

give the customer a disconnection warning, not less than

20 business days from the date-of dispatch-of-the-bill

issue date, advising the customer —

(i) that the retailer may disconnect the customer’s
supply address with at least 5 business days’
notice to the customer; and

(it)  of the existence and operation of complaint
handling processes, including the existence and
operation of the electricity industry ombudsman

page 78

Compare version of 2018 and final Code

[ Field Code Changed




Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Disconnection and Interruption Part 7
Conduct in relation to disconnection or interruption Division 1
cl. 49

and the Freecal-telephone-numberof-contact

details for the electricity industry ombudsman.

(2) For the purposes of subclause (1), a customer has failed to pay a
retatter’s-bill if the customer has not —

(@) paid the retailer’s-bill by the due date; or

(b) agreed with the retailer to an offer of an-instalmentplan
payment plan or other payment arrangement to pay the

retatler’s-bill; or
(c) adhered to the customer’s ebligatiensobligation to make

payments in accordance with an agreed instalmentplan
payment plan or other payment arrangement relating to

the payment of the retailer’s-bill.

™=

49, Limitations on disconnection for failure to pay bill [was 7.2]

5 NeotwithstandingDespite clause-721 48, a retailer must not
arrange for the disconnection of a customer’s supply address for

failure to pay a bill —

(@ within 1 business day after the expiry of the period
referred to in the disconnection warning;_or

(b) i o | o the residential e

if the customer is adhering to the customer’s obligation
to make payments in accordance with an agreed
payment plan or other payment arrangement relating to
the payment of the bill; or

(c) H-ihe-amountouistanding-islessthan-an-amount
e bl ichod b the Authori |
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if —
(i)  the customer is a residential customer; and
(ii)  the outstanding amount is less than $300; and

(iii)  the customer contacts and agrees with the retailer
to pay this amount;

or

(d) if the customer has-made-an-application-for-a-concession

informs the retailer, or the retailer is otherwise aware,
that the customer has applied for a concession and a
decision on the application has not yet-been made; or

(e) if the amount the customer has-faHedfails to pay an
amount-which-does not relate to the supply of
electricity; or

(f) if the supply-addressbill does not relate to the bl
wrlesssupply address, other than if the ameunt

outstandingbill relates to a supply address previously
occupied by the customer.

50. Dual fuel contracts [was 7.3]
(1) HThis clause applies if a retailer and a residential customer have
entered into —
(@ adual fuel contract; or

(b) separate contracts for the supply of electricity and the
supply of gas, under which —

(i) asingle bill for energy is issued to the customer;
or
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(i)  separate, simultaneous bills for electricity and
gas are;_issued to the customer.

. Lot . ial |

(2) theThe retailer must not arrange for disconnection of the
restdential customer’s supply address for failure to pay a bill
within 15 business days from the date of disconnection of the
restdential-customer’s gas supply. |

Subdivision 2 — Disconnection for denying access to meter

51. GeneralrequirementsDisconnection for denying access to

meter [was 7.4]

(1) A retailer must not arrange for the disconnection of a

Subclause (2) applies if, for at least 9 consecutive months, a
customer does not provide the retailer or distributor (or a

representative of the retailer or distributor) safe access to the
customer’s supply address for the purposes of reading a meter at
the supply address.

(2) If this subclause applies, the retailer may arrange for the
disconnection of the customer’s supply address if —

by(a) the retailer-has, priorto-givingthe-customera

disconnection warning under subclause (f), on at least
enee-1 occasion, given-gives the customer in-writing 5

buanessﬁay&wrltten notice —
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te3(b)

(i) giving at least 5 business days’ notice of a date
on which, or a timeframe during which, the
customer is requested to provide safe access to
the supply address in order for the retailer or
distributor (or a representative) to gain access to
the meter; and

(ii)  if appropriate, informing the customer of the
availability of alternative meters that are suitable
to the customer’s supply address: and

(ii1)  advising the customer of the retailer’s ability to
arrange for disconnection if the customer fails to
provide safe access to the meter in accordance
with the requirements of the notice or by
providing reasonable alternative access

arrangements;

and

theretater-has-given-the customer an-eppertunity-fails

to provide safe access in accordance with the
requirements of the notice, or reasonable alternative
access arrangements within a reasonable time after
notice is given under paragraph (a); and

el | , Iy address:
the retailer has-useduses its best endeavours to contact
the customer to advise of the proposed disconnection on
account of that failure; and

the retailer has-ghvengives the customer a disconnection
warning with at least 5 business days’ notice of its
intention to arrange for disconnection.

) ’l‘ |eta|Ie_| Hay anan:ge Iell_a d'slt' |Ibute| ftef ea 'ﬁ leultsi ?'I Rore-of
retatler:
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(3)  Subclause (4) applies if a customer has not provided the retailer
or distributor (or a representative of the retailer or distributor)
safe access to the customer’s supply address for the purposes
of —

(a) testing, maintaining, inspecting, altering or replacing a
meter at the supply address; or

(b)  checking the accuracy of the customer’s consumption af
the supply address.

(4) If this subclause applies, the retailer may arrange for the
disconnection of the customer’s supply address if —

(a) the retailer, on at least 1 occasion, gives the customer
written notice —

(i)  stating the matter giving rise to the potential
disconnection of the supply address; and

(i) giving at least 5 business days’ notice of a date
on which, or a timeframe during which, the
customer is requested to provide safe access to
the supply address; and

(iii)  advising the customer of the retailer’s ability to
arrange for disconnection if the customer fails to
provide safe access in accordance with the
requirements of the notice or by providing
reasonable alternative access arrangements;

and

(b) the customer has failed to provide safe access in
accordance with the requirements of the notice, or
reasonable alternative access arrangements within a
reasonable time after notice is given under

paragraph (a).
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52.
(1)

Division 2 — LimitatiensLimits on disconnection

General Hmitatiens-limits on disconnection [was 7.6]

Subjeetto-Unless subclause (3) applies, a retailer must not
arrange for the disconnection of a customer’s supply address
if —

(@ the customer makes a complaint has-been-made-to the
retailer that is directly related to the reason for the
proposed disconnection_and the complaint has not been
resolved by the retailer; or

(b) the retailer is notified by the distributor, electricity
industry ombudsman or an external dispute resolution
body that there-is-the customer has made a complaint;
that is directly related to the reason for the proposed
disconnection and the complaint has not been resolved
by the distributor or determined by the electricity
industry ombudsman or external dispute resolution body
(as the case may be)that-has-been-made-to-the

licteil lectric bud | di

' 7 OF
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alnel tlne_eelnlpleunt |s|||et_|e_ssluee|| b5| the-retatler-oi d'ISEl'.'butg' o
resolution body.

(c) the supply address is a life support equipment address.

(2) SubjeettoUnless subclause (3) applies, a distributor must not
disconnect a customer’s supply address —

(@ if—
(1) the customer has made a complaint has-been
made-to the distributor that is directly related to
the reason for the proposed disconnection and

the complaint has not been resolved by the
distributor; or

(if)  the distributor is-has been notified by a retailer,
the electricity industry ombudsman or an
external dispute resolution body that there-isthe
customer has made a complaint; that is directly
related to the reason for the proposed
disconnection; and the complaint has not been
resolved by the retailer or determined by the
electricity industry ombudsman or external
dispute resolution body (as the case may be); that

has-been-made to-the retatler-electricity

or

(b) if the supply address is a life support equipment address
or

(©) ajring any time:

Compare version of 2018 and final Code page 85

( Field Code Changed




Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 7 Disconnection and Interruption
Division 2 Limits on disconnection
cl. 52

a protected period unless —
(1)  the customer is a business customer; and

(i)  the business customer’s normal trading hours fall
within a protected period and do not fall within
any other period; and —

B) d Eall withi her ti iod:
ahd
f#B(iil)  itis not practicable for the distributor to
disconnect the supply address at any other time.

3) | listril for di .
i i ’ Subclauses (1)
and (2) do not apply if —

(@) the disconnection wasis requested by the customer; or

(b)

thediseonnection-or nterruption was carried out for
emergency-reasens:there is a health or safety reason
warranting the disconnection; or

(c) there is an emergency warranting disconnection; or

(d) electricity has been illegally consumed at the supply
address.
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Part 8 — Reconnection
53. Reconnection-byretaer*=Obligation on retailer to arrange
reconnection [was 8.1]
1) i el | for di : : ,

This clause applies if —

(a) acustomer’s supply address has been disconnected by,
or at the request of, a retailer; and

(b)  the customer has —

(i) if relevant, rectified the matter that led to the
disconnection or made arrangements to the
satisfaction of the retailer; and

(i)  made a request for reconnection; and
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(2)

(iii)  paid the retailer’s charge for reconnection (if
any), or entered into a payment plan for those

charges.

The retailer must arrange for the customer’s supply address to

Q)

&34

54.

(1)

be reconnected.

For the purposes of subclause {1}(2), a retailer must forward the
customer’s request for reconnection to the relevant
distributor —

(@) thatsame-businessday, if the request is received before
3pm3 pm on a business day — on that same day; or

(b) no later than 3pm on the next business day, if the reques

IS received —
)  onor after 3pm3 pm on a business day; or

{#  ona Saturday, a Sunday or a public holiday
throughout the State — no later than 3 pm on the
next business day.

. :
4 'EE&'IE.' ele' es-not I_en_neuel tln_e Fequest Ie.' reconnection t1e the
|ele_u|ant d.'lslt"letg'.“:“"“ EI € E”l' |_eI|e|u||es |||.su_la£ellause (Q.I) i
causes-Alternatively, a retailer may cause the customer’s supply
address to be reconnected by-the-distributer-within the
timeframes that apply under clause 54(4)(a) or (b)in-clause

2(2) as i the distril had : I :

Reeonnection-by-distributerObligation on distributor to

reconnect supply address [was 8.2]

H-a-distributoras ellsee’nneete_el a, customers Supply-adaressof
Feest by Ell'e customer s |et|_alle_|| ahd-a-retatlel Inasl
customer’s-supphy-address-the-A distributor must reconnect the

a customer’s supply address- if —

() the supply address was disconnected by the distributor dt
the request of the retailer; and

—
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(b) the retailer forwards the customer’s request for
reconnection to the distributor under clause 53.

(2)  Subclause (3) applies if —

(a) acustomer’s supply address has been disconnected by a
distributor otherwise than at the request of a retailer; and

(b)  the customer —

(i) if relevant, rectifies the matter that led to the
disconnection; and

(ii) makes a request for reconnection; and
(iii)  pays the distributor’s charge for reconnection (if

any).

(3) The distributor must reconnect the customer’s supply address.

{2)(4) For the purposes of subelause-subclauses (1) and (3), a
distributor must reconnect a customer’s supply address —

(@) forsupphyaddresses-if the supply address is located

within the metropolitan area —

(i) within-1-business-day-of receipt of the request-if
the request is received prierte-3pmbefore 3 pm
on a business day — within 1 business day after
receipt of the relevant request; and

(i) ithin 2 busi | : ot of i |
if the request is received on orafter 3pm3 pm on
a business day or on a Saturday, a Sunday or a
public holiday throughout the State — within 2
business days after receipt of the relevant

request;

or

(b) forsupphyaddresses-if the supply address is located

within thea regional area —

(i) if the request is received before 3 pmon a
business day — within 5 business days efafter
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receipt of the relevant request;--theregquestis
received prior to 3pm-on-a business day; and
(i)  within-6-business-days-of receiptof-the-request;
if the request is received on or after 3pm3 pm o
a business day, or on a Saturday, a Sunday or a
public holiday throughout the State — within 6
business days after receipt of the relevant

reqguest.

{33(5) Subclause {2}(4) does not apply in the eventcase of an
emergency.
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Part 9 — Pre-payment meters

55. Application [was 9.1]
@ (] | i . y
CodeThe following provisions do not apply to a pre-payment
meter customer- —

(@) clauses 9(2) and 10(3);

(b) Parts4,5,7,8and11;

(c) Part 6 (other than clause 46);
(d) clause 72.

56. Operation of pre-payment meter [was 9.2]

(1) Arretailer must not provide a pre-payment meter service at a
residential customer’s supply address without the verifiable
consent of the residential-customer or the residential-customer’s
nominated representative.

(2) Arretailer must establish an account for each pre-payment meter
operating at a residential customer’s supply address.

(3—Net Used

{43(3) Subject to any applicable law, a retailer is not obliged to offer a
pre-payment meter service to a customer.

57. Provision of mandatery-information [was 9.3]

(1) A retailer must-agvise-, on request by a residential customer

provide at no charge and in clear, simple and concise language
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the following information in relation to the use of a pre-paymenit

meter —

(@)

(b)

(©)

(d)
(€)

(f)
(@)

(2) No later than 10 business days after the-time-a residential
customer enters into a pre-payment meter contract at the
residential-customer’s supply address, a retailer must give; or
make available to the residential-customer at no charge —

(@) the information specified withinin subclause (1); and

(b) acopy of the contract; and

(c) information on the availability and scope of the-Code
this code and the requirement that retailers, distributors;
retatlers and electricity marketing agents comply with
the-Codethis code; and

b

{e)(d) a meter identification number for the meter; and

ef-all applicable tariffs, fees and charges payable by the
residential-customer and the basis for the calculation of
those charges;

ef-the tariffs, fees and charges applicable to athe
pre-payment meter service relative to relevant tariffs,
fees and charges whichthat would apply to that
residential-the customer if no pre-payment meter was
operating at the residential-customer’s supply address;

ef-the retailer’s charges, or its best estimate of those
charges, to replace the pre-payment meter with a
standard meter or to switch athe pre-payment meter to a
standard meter;

how athe pre-payment meter is operated,

how the residential-customer may recharge the
pre-payment meter (including details of cost, location
and business hours of recharge facilities);

ef-the emergency credit facilities applicable to athe
pre-payment meter;-ane

ofFhow credit retrievalmay be retrieved.
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H(e) atelephone number for enquiries; and
{g)(f) atelephone number for complaints; and

h}(g) the distributor’s 24-hour telephone number for faults
and emergencies; and

y(h) confirmation of the supply address and any relevant
mailing address; and

(i) details of any concessions the residential-customer may
be eligible to receive; and

}(]) the amount of any concessions to be given to the
residential-customer; and

|;|_|Ie|||| ation-on tlﬂne a."a'labﬁ”l'% of _"Hlf' Hagual-ser ulees;
the telephone number for interpreter services, identified
by the National Interpreter Symbol; and

telephone number (or numbers) for services that can
assist customers with a speech or hearing impairment;
and

r(m) advice-on-a statement setting out how the retailer may
assist in the event the residential-customer is
experiencing payment diffiesdties-or financial
hardship:difficulties paying for their consumption; and

{e}(n) advice-on-a statement setting out how to make a-an

enquiry of, or complaint to, erenguiry-ef-the retailer;
and

St el ne eniae sl e e nenccng
tneluding-the contact details for the electricity industry
ombudsman; and

{g}(p) general information on the safe use of electricity; and

H(q) details of the initial recharge facilities available to the
restdential-customer; and

{s)(r) the date of the expiry of the residential-pre-payment

meter-customer’s right to revert to a standard meter at no
charge; and
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(s) astatement setting out the options available to the

residential-pre-paymentmeter-customer if the
pre-payment-meter-customer replaces the pre-payment

meter with a standard meter or switches the pre-paymen
meter to a standard meter.

(3) Arretailer must ensure that the following information is shown
on or directly adjacent to a residential customer’s pre-payment
meter —

(@) the positive or negative finanetal-balance of the
pre-payment meter within $1 deHar of the actual
balance;

(b)  whether the pre-payment meter is operating on normal
credit or emergency credit;

(c) atelephone number for enquiries;-ané
(d) the distributor’s 24-hour telephone number for faults
and emergencies.

(4) A retailer must give a pre-payment meter customer on request,
at no charge, the following information —

for the previous 2 years or for the period since the
commencement of the pre-payment meter contract (whichever is
the shorter), divided rinto quarterly segments. —

(a) total energy consumption;
(b) average daily consumption;
(c) average daily cost of consumption.

(5) Arretailer must, within 10 business days efafter the change, use
reasonable endeavours to notify a pre-payment meter customer
in writing-orby-electronic-means if the recharge facilities |
available to the residential customer change from the initial
recharge facilities referred to in subclause (2)(r(q). |
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Pre-payment meters

(6)

58.
(1)

(@)

The information to be provided trunder this clause, with-the
exception-ofother than the information in subclause (3), may be
provided in writing to a pre-payment meter customer at —

(a) the pre-paymentmeter-customer’s supply address;; or
(b) another address nominated by the pre-payment-meter

customer; or

(c) anemail address nominated by the pre-payment-meter

customer.

Reversion [was 9.4]

If a pre-payment meter customer retifies-arequests the retailer
that-H-wants-to replace er-switch-the pre-payment meter tewith a
standard meter, theretatler-must-within 1 business day efafter
the request —

{b)}—the retailer must arrange with the relevant-distributor to

_ :
payment-meter-and

{H—replace the pre-payment meter with a standard
meter or switch the pre-payment meter to a
standard meter.

A retailer must not require-payment-ef-a-charge a fee for

reversion to a standard meter if a pre-payment meter customer is
a re3|dent|al customer and J;ha:t—the customer;-erts-nrominated
makes
a request under subclause (1) within 3 months efafter the later
of —
(a) the instaHation-ofday on which the pre-payment meter is
installed; or

(b) the date on which the customer agrees-te-enter-entered
into a-the pre-payment meter contract.
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3)

H(5)

59.

1)

If a pre-payment meter customer reguestsreversion-ofa
pre-payment-meter-makes a request under subclause (1) after th

date-end of the period calculated in accordance with

subclause (2), a retailer may charge the pre-payment-meter
customer a reasonable charge-fee for the reversion-te-a-standard

meter.

HewevertheThe retailer’s obligations under subclause (1) —

(a) if the pre-payment meter customer is a residential
pre-payment meter customer; — are not conditional on
the pre-payment-meter-customer paying the retailer’s
reasonable-charge-fee for reversion to a standard meter
(if any); areor

(b) it : idontial
pre-payment-meter-customer,otherwise — may be madsg

conditional on the pre-payment meter customer paying

the retailer’s reasenable-chargefee for reversion to a

standard meter (if any).

1%

If a retailer requests a distributor to revert a pre-payment meter
after a request under subclause (1), the distributor must revert

the pre-payment meter-at-that supply-address —
(a) forsupply-addressesif the supply address is located

within the metropolitan area; — within 5 business days
efafter receipt of the request; or

(b) forsupphy-addressesif the supply address is located

within thea regional area; — within 10 business days
efafter receipt of the request.

Life support equipment [was 9.5]

If a pre-payment meter customer provides a retailer with
confirmation from an appropriately qualified medical
practitioner that a person residing at the pre-paymentmeter |
customer’s supply address requires life support equipment, the
retailer must not provide a pre-payment meter service at that
supply address and the retailer must, or must immediately
arrange to —
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(@) remove or render non-operational the pre-payment meter
at no charge;_and

(b) replace the pre-payment meter with a standard meter, or
switch the pre-payment meter to a standard meter, at no
charge; and

(c) provide information to the pre-payment-meter-customer
about the contract options available to the pre-payment

meter-customer.

(2) If aretailer requests a distributor to revert a pre-payment meter
under subclause (1)(b), the distributor must revert the
pre-payment meter at that supply address as soon as possible
and in any event no later than —

(@) forsupphyaddressesif the supply address is located

within the metropolitan area— —

(iy within 1 business day of receipt of the request, if
the request is received prierte-3pmbefore 3 pm
on a business day — within 1 business day after
receipt of the request; and

(i) within2-business-days-ofreceipt-oftherequest;
if the request is received on or after 3pm3 pm o
a business day or on a Saturday, a Sunday or a
public holiday throughout the State — within
2 business days after receipt of the request;

or

(b) forsupphy-addressesif the supply address is located

within thea regional area —
() ithin O busi : ot of |
if the request is received prior-to-3pmbefore

3 pm on a business day — within 9 business days
after receipt of the request; and
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60.
ex(1)

(2)

(i) within-10-business-days-of receipt-of the-reguest;
if the request is received on or after 3pm3 pm on
a business day, or on a Saturday, a Sunday or a
public holiday throughout the State — within

10 business days after receipt of the request.

Requirements for pre-payment meters [was 9.6]

A retailer must ensure that a pre-payment meter customer has
access to an amount of emergency credit of $20 outside of
normal business hours.—Once-the-emergency-credit-is-usedand

The following provisions apply in relation to a retailer’s ability

(3)

to de-enerqgise a pre-payment meter —

(a) if the pre-payment meter has run out of credit
(disregarding any emergency credit), the meter may be
de-energised during normal business hours;

(b) if the pre-payment meter has run out of credit and any
emergency credit, the meter may be de-energised at any
time;

If a pre-payment meter has been de-energised and the customer

(4)

makes a payment to their account that results in an amount of
credit in excess of emergency credit, the retailer must
re-enerqgise the meter.

A retailer is not required to re-enerqgise a pre-payment meter if

HB)5)

the only credit that the customer has is emergency credit.

A retailer must ensure that a pre-payment meter service —

(@) is capable of informingproviding the following
information to the retailer ef-at least once in every
month —

A1) the number of instances wherein which a
pre-payment meter customer has been
disconnected;-and
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{B)(ii)  the duration of each of those disconnections
referred-to-in-subelause-(B{HA);
aleasevenmonth-and
(H)(b) iscapable-ofrecommencing-supply-and-supply-is
recommenced-subject to subclauses (3) and (4),
recommences supply as soon as information is
communicated to the pre-payment meter that a payment
to the account has been made.

61. Recharge facilities [was 9.7]
Unless otherwise agreed with the customer, aA retailer must

ensure that —

(@) atleast 1 physical recharge facility is located as close as
practicable to a pre-payment meter-and-in-any-case-ne
further than 40 kilometres away; and

(b) apre-payment meter customer can access a recharge
facility at least 3 hours per day, 5 days per week; and

(c) ituses its best endeavours to ensure that the-a
pre-payment meter customer can access a recharge
facility for periods greater than required under
subelause-paragraph (b); and

(d) the minimum amount to be credited by a recharge
facility does not exceed $20 per increment.

62. Concessions [was 9.8]

If a pre-payment meter customer demonstrates to a retailer that

the pre-paymentmeter-customer is entitled to receive a
concession, the retailer must ensure that the pre-payment-meter

customer receives the benefit-ofthe-concession.

63. Meter check or test [was 9.9]

(1) If a pre-payment meter customer requests that the whole or part
of a pre-payment meter be checked or tested, a retailer must;-at
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64.

@)

3)

(4)

{H—Subject-tolf a pre-payment meter customer netifyingnotifies a

the request of the pre-payment meter customer, make immediat

arrangements to do 1 or more of the following —
(@) check the pre-payment-metercustomer’s metering data;
(b) check or conduct a test of the pre-payment meter;
(c) arrange for a check or test by the responsible person for

the meter installation at the pre-payment-meter |

customer’s connection point.

If a retailer requests a distributor to check or test a pre-payment
meter under subclause (1)(c), the distributor must check or test |
the pre-payment meter.

A pre-payment meter customer who requests a check or test of a
pre-payment meter under subclause (1) must pay a retailer’s
reasonable charge for checking or testing the pre-payment meter
(if any).

If a pre-payment meter is found to be inaccurate or not
operating correctly following a check or test undertaken in
accordance with subclause (1), a retailer must —

(@ immediately arrange for the repair or replacement of the
faulty pre-payment meter; and |

(b) correct any overcharging or undercharging in
accordance with clause-9-11 65; and |

(c) refund any charges paid by the pre-payment meter
customer under this clause for the checking or testing of
the pre-payment meter.

Credit retrieval-overcharging-and-undercharging [was 9.10]

retailer of thea proposed vacation date, the retailer must ensure
that the pre-payment-meter-customer can retrieve all remaining
credit at the time the pre-payment-meter-customer vacates the
supply address.
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65.
(L)

£)}2)

H(3)

(4)

Overcharging and undercharging [was 9.10]

If a pre-payment meter customer (including a pre-payment
meter customer who has vacated the supply address) has been
overcharged an amount as a result of an act or omission of athe
retailer or distributor (including H-a-pre-payment-meter-has-been
found-to-be-defectiveas a result of a defective pre-payment
meter), the retailer must —

(a) use its best endeavours to inform the pre-payment-meter

customer accordingly within 10 business days efafter
the retailer beceming-becomes aware of the-error;

overcharge; and
(b) ask the pre-payment-meter-customer for instructions as

to whether the amount should be —
{&)(i) credited to the pre-paymentmeter-customer’s

account; or
B)(i1)  repaid to the pre-payment-meter-customer.

If athe retailer receives instructions from the customer in
response to a request under subclause {2}(1), the retailer must
credit or pay the amount in accordance with the pre-payment
meter-customer’s instructions within 12 business days efafter
receiving the instructions.

If athe retailer does not receive instructions from the customer
under subclause {2}(1) within 20 business days efafter making
the request for instructions, the retailer must use reasonable

endeavours to credit the amount evercharged-to the pre-payment

meter-customer’s account.

If the amount referred to in subclause (1) is less than $100, the

()

retailer may credit the amount to the customer’s account instead
of complying with subclause (1).

No interest shall accrue to acredit or refund-referred-to-a
subeladse(2)is payable on an amount that has been

overcharged.
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(6) If aretailer proposes to recover from a pre-payment meter
customer an amount undercharged as a result of an act or
omission by the retailer or distributor (including H#-a-pre-
o b defeetiveas aresult of a

defective pre-payment meter), the retailer must —

(@ limit the amount to be recovered to no more than the
amount undercharged in the 12 months priertebefore
the date on which the retailer netifiednotifies the
pre-payment meter customer that undercharging hadhas
occurred; and

(b) list the amount to be recovered as a separate item in a

special bill-erin-the-nextbil-(if-apphicable), together

with an explanation of that amount; and

(c) not charge the pre-payment meter customer interest on
that amount or require the pre-payment meter customer
to pay a late payment fee; and

(d) offer the pre-payment meter customer time to pay that
amount by means of an-instalmentplan-in-accoerdance
with-clause-6-4(2)-(as-ifclause-6:4(2) - apphied-to-the

retatleryanda payment plan covering a period at least
equal to the period over which the recoverable

undercharging occurred.
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66. Payment difficulties or financial hardshipAssistance for

customers experiencing payment problems [was 9.11]

@) Notwit line its oblicati tor-cl 10 |
mustensure-thatThis clause applies if —

(@) #H-aresidential pre-payment meter customer informs the

a retailer that the pre-payment-meter-customer is
experiencing payment diffiesdties-or financial
hardshipdifficulties paying for their consumption; or

(b) thea retailer identifies that a residential pre-payment
meter customer has been disconnected 2 or more times

in any 1-month period for longer than 120 minutes on
each occasion;.

(2) subjeetto-subelause{3)-theThe retailer must-use-best

CRSls S s s i s e e PRl e Lo sl 8 SO0N
as is reasonably practicable, use its best endeavours to provide
the following information to the customer —

{e)—Not Used
{dy(a) information about the different types of meters available
to the pre-payment-meter-customer;

(b) information about any concessions that may be available
to the customer and how to access them:;
fe)(c) information about and-referral-to-relevant financial
assistance-programmes;-and/or programs;
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H3)

67.

(4)

H(d) referralto-information about how to contact relevant

{g)(e) information enabout independent financial and other

consumer representatives; and/er

relevant counselling services.

The retailer must, on the request of the customer, provide the

information to-be-previded-referred to in subclause (2) may-be

provided-in writing -to-a-pre-payment meter-customer-at the pret
. b

payent “IIel t8||eustemei s-supply address; another add*es.sl

address nominated by the pre-payment meter customer.

However, if subclause (1)(b) applies, the retailer is not required

(5)

to comply with subclause (2) if the retailer has provided the
information referred to in that subclause within the preceding
12 months.

The retailer must give reasonable consideration to a request by

(6)

the customer, or a relevant consumer representative for the

customer, for a reduction of the customer’s fees, charges or
debt.

This clause applies to a retailer in addition to any obligation

under clause 46.

Waiver of fee for customers experiencing payment problems

(1)

This clause applies if a residential pre-payment meter customer

or a relevant consumer representative acting on behalf of a
residential pre-payment meter customer —

(a) informs a retailer that the customer is experiencing
difficulties paying for the customer’s consumption; and
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(b)  requests that the pre-payment meter be replaced by a
standard meter.

(2) The retailer must not charge a fee to replace the pre-payment
meter with a standard meter.
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Part 10 — Information and communication

Division 1 — Obligations for retailers

\blicati eulag § .

68. General information

(1) A retailer must publish on its website —
(a) the following information about concessions —
(i) the type of concessions available to customers:

(ii)  the name and contact details of the organisation
responsible for administering those concessions
(if the retailer is not responsible for doing this);

and
(b) the following information about enerqy efficiency —

(i) cost-effective and efficient ways to utilise
electricity;

(ii)  the typical running costs of major domestic
electrical appliances;

and
(c) the retailer’s hardship policy; and

(d) the retailer’s family violence policy: and

(e) asummary of a customer’s rights, entitlements and
obligations under the retailer’s standard complaints and
dispute resolution procedures; and

(f)  the contact details for the electricity industry
ombudsman; and

(q) _acopy of this code.

(2) _ The retailer is not required to publish a copy of this code under
subclause (1)(q) if it instead provides an electronic link to a
website where a copy of this code may be accessed.

Compare version of 2018 and final Code page 111

( Field Code Changed




Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

JPart 10 Information and communication
Division 1 — Obligations for retailers
cl. 69

(3) _If a customer requests information of the kind referred to in
subclause (1), the retailer must —

(a) refer the customer to the retailer’s website: or
(b)  provide the information to the customer.

(4) If a customer requests a copy of information of the kind referred
to in subclause (1), the retailer must provide a copy of the
information to the customer.

(5) The information or a copy of the information requested under
this clause must be provided without charge.

69. TariffinformationInformation about tariffs, fees or charges
[was 10.1(2)-(3)]

2}  Arretailer must give or make available to a customer on request,
at no charge, reasonable information on the retailer’s tariffs,
fees andor charges, including any alternative tariffs that may be
available to that customer.

| o the information in writing.

70. Tariff-informationInformation about variations to tariffs,
fees or charges: requlated prices [was 10.1(1)]

(1) This clause applies if a customer’s tariffs, fees or charges are
requlated or set by the State Government.

(2)  Aretailer must give notice to each-of-Hs-customers-affected-by-a

customer of any variation #a-to its tariffs, fees and-or charges
that affects the customer.;

(3) The notice must be given no later than the next bill in a-the
customer’s billing cycle.
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71. Information about variations to tariffs, fees or charges:

non-requlated prices

(1)  This clause applies if a customer’s tariffs, fees or charges are
not requlated or set by the State Government.

(2) A retailer must give notice to a customer of any variation to its
tariffs, fees or charges that affects the customer.

(3)  The notice must be given at least 5 business days before the
variation will come into effect.

(4) The notice must —

(a)  specify that the customer’s tariffs, fees or charges are
being varied; and

(b)  specify the date on which the variation will come into
effect; and

(c) identify the customer’s existing tariffs, fees or charges,
inclusive of GST; and

(d) identify the customer’s tariffs, fees or charges as varied,
inclusive of GST: and

(e) specify that the customer may request historical billing
data.

(5) A retailer is not required to provide information under this
clause —

(a) _if the customer enters into the relevant contract with the
retailer within 10 business days before the variation will
come into effect and the retailer has already informed
the customer of the variation; or

(b) for a tariff, fee or charge that continually varies in
relation to the prevailing spot price for electricity; or

(c) for the variation of a tariff, fee or charge that is a direct
result of a change to, or the withdrawal or expiry of, a
concession; or

(d)  for the variation of a tariff, fee or charge that is a direct
result of a change to a bank charge or fee, to a credit
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card charge or fee, or to payment processing charges or
fees that apply in relation to the customer:; or

(e) if the variation of a tariff, fee or charge is a direct result
of a benefit change and the retailer has already informed
the customer of the change.

72. Historical billing data [was 10.2]

(1) Arretailer must give a non-contestable customer on request the
non-contestable customer’s billing data.

(2) H-The retailer must give the billing data at no charge if a
non-contestable customer requests billing data-tndersubelause

@ —
(@) for a period less than the previous 2 years and no more
than once a year; or

(b) inrelation to a dispute with a retailer;.
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(b)—the-hame-and contact details of the organisation
|esp_e|n5|_ble for ael|n|n_|s|te|.|ng those-concessions(i-the

73. Service standard payments [was 10.3A]

A retailer must give-a-custermer-at least once a year give a
customer written details of the retailer’s and distributor’s

obligations to make payments to the customer under Part 14 of

this-Cede-andor under any other legislation-{(inreluding
subsidiary-legislation)-in-Western-Austratlia-written law

including —
(a) the amount of the payment; and
(b) the eligibility criteria for the payment.

74. Distribution matters [was 10.5]
If a customer asks a retailer for information relating to the
distribution of electricity, the retailer must —
(@ give the information to the customer; or

(b) refer the customer to the relevant-distributor for a
response.

blicat el isteil
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Division 2 — Obligations for distributors
75. General information [was 10.6]

(1) A distributor must give-a-customer-onreguest-at-ne-charge-the
feHowing-information-publish on its website —

(@)

tformation o ,H'E distribuior’s *Equﬁ.%m%*.m H“%.IE’H’EH
tel the EHSEEHIW 5 ﬁfe?es,edﬂ.e .eleelmea.l mls.tauatllleﬂ. ef
including advice about supply extensions;a description

of the distributor’s and customer’s respective rights and
obligations concerning the provision of services by the

distributor and a description of those services; and

(b)

details of applicable connection and reconnection

()

timeframes; and
details of applicable connection and reconnection

(d)

charges; and
information relating to new connections or connection

te)e
()
h(a)

alterations; and

general information on the safe use of electricity; and
general information on quality of supply; and

general information on reliability of supply-; and
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(2)

(h) information about how a customer may obtain
information on distribution standards and metering
arrangements that are relevant to the customer and —

(i) prescribed under the Act or the Electricity
Act 1945: or

(i) adopted by the distributor;
and

(i) asummary of a customer’s rights, entitlements and
obligations under the distributor’s standard complaints
and dispute resolution procedures; and

(1) the contact details for the electricity industry
ombudsman: and

(k) acopy of this code.

The distributor is not required to publish a copy of this code

(3)

under subclause (1)(K) if it instead provides an electronic link tg
a website where a copy of this code may be accessed.

If a customer requests information of the kind referred to in

(4)

subclause (1), the distributor must —
(a) refer the customer to the distributor’s website: or
(b)  provide the information to the customer.

If a customer requests a copy of information of the kind referred

(5)

to in subclause (1), the distributor must provide a copy of the
information to the customer.

The information or a copy of the information requested under

76.

this clause must be provided without charge.

Information about supply changes or interruptions

A distributor must give to a customer on request, at no

charge —
(2) an explanation for any unplanned or approved change ir
the quality of supply of electricity to the customer’s
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supply address outside of the limits prescribed by law;
and

(b) an explanation for any unplanned interruption of supply
of electricity to the customer’s supply address.
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that-are-relevantto-the customer:
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Division 3 — Obligations for retailers and distributors

77. Written information must be easy to understand [was 10.9]

(1) To the extent practicable, a retailer andor distributor must
ensure that any written information that must be given to a

customer by the retailer or distributor er-Hs-electricity-marketing
agent-under the-Code-this code is —

(a) expressed in clear, simple and concise language; and
(b) is-in a format that makes it easy to understand.
(2) The obligation placed on a retailer under subclause (1) extends

to written information that may be given to a customer by an
electricity marketing agent acting on behalf of the retailer.

1010—Codeof Conduct

78. Special information needs [was 10.11]

(1) A retailer and a distributor must make available to a residential
customer on request, at no charge, services that assist the
residential-customer in interpretingunderstanding information
provided by the retailer or distributor to-the-residential-customer
(including independent mutti-Hngual-interpreter services and
FF¥ services_for customers with a speech or hearing

impairment, and large print copies).
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(2) A retailer and, if appropriate, a distributor must include on a
relevant document in relation to residential customers —

(a) the telephone number for interpreter services, identified
by the National Interpreter Symbol: and

(b) the telephone number (or numbers) for services that can
assist customers with a speech or hearing impairment.
on-the—

(3) Insubclause (2) —
relevant document means the following —

{e)(a) abill and bill-related information (including, for
example, the notice referred to in clause-4-2 20(3) and
statements relating to an-instalmentplana payment
plan);

{e&)(b) areminder notice;-and

{e)(c) adisconnection warning.

79. Metering [was 10.12]
(1) Addistributor must advise a customer on request, at no charge, of
the availability of different types of meters and their —
(@) suitability to the customer’s supply address; and
(b) purpose; and
(c) costs; and
(d) installation, operation and maintenance procedures.

(2) If a customer asks a retailer for information relating to the
availability of different types of meters, the retailer must —
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(@ give the information to the customer; or

(b) refer the customer to the relevant-distributor for a
response.

Division 4 — Disconnection or interruption for emergencies

80. Disconnection or interruption for emergencies [was 7.5]

If a distributor disconnects or interrupts a customer’s supply
address for emergency reasons, the distributor must —

(a) provide an emergency telephone contact number (the
charge of which will be no more than the cost of a local
call (excluding mobile telephones)) through which the
customer can obtain, on a 24-hour basis, information on
the nature of the emergency and an estimate of the time
when the supply of electricity will be restored; and

(b) use its best endeavours to restore the supply of
electricity to the customer’s supply address as soon as

possible.
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Part 11 — Life support equipment scheme

81. Relevant standards

In this Part —

relevant standard —

(a) in relation to a step required to be taken by a retailer,
means the step is taken —

(i) __if a confirmation or naotification is received
before 3 pm on a business day — on the same
day; or

(b) if a confirmation or notification is received on of
after 3 pm or on a Saturday, a Sunday or a publig
holiday throughout the State — no later than the
next business day.

(b) inrelation to a step required to be taken by a distributor
means the step is taken —

(a) _if a notification is received before 3 pm on a
business day — no later than the next business
day; or

(b) if a notification is received on or after 3 pm or on
a Saturday, a Sunday or a public holiday
throughout the State — within 2 business days
after receipt of the notification.

82. Registration of life support equipment address: retailers

(1) Subclauses (2) and (3) apply if a customer provides a retailer
with confirmation from an appropriately qualified medical
practitioner that a person residing at the customer’s supply
address requires life support equipment.

(2)  The retailer must take the following steps in accordance with
the relevant standard for a retailer —

() register the customer’s supply address as a life support
equipment address:
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(b)  reqister a person’s contact details in relation to the
supply address:

(c) provide the following to the distributor —

(i) anotification about the customer’s supply
address being a life support equipment address:;

(ii)  the contact details reqistered under paragraph

(b).

(3) _ The retailer must provide the following information in writing
to the customer before, or within 5 days after, registering the
customer’s supply address as a life support equipment
address under subclause (2) —

(a) advice that there may be planned or unplanned
interruptions to the supply of electricity to the supply
address and that the distributor is required to provide a
notification of a planned interruption in accordance with
this code;

(b) arecommendation that the customer prepare a plan of
action in case of an unplanned interruption;

(c) __an emergency telephone contact number for the
distributor and the retailer (the charge of which will be
no more than the charge of a local call (excluding
mobile telephones)).

(4)  Subclause (5) applies if a customer for a supply address
registered with a retailer under subclause (2) notifies the
retailer —

(a) that the person residing at the customer’s supply address
who requires life support equipment is changing supply
address; or

(b)  that the customer is changing supply address but the
person who requires life support equipment is not
changing supply address; or

(c) that there has been a change in contact details.
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(5)

The retailer must take the following steps in accordance with

(6)

the relevant standard for a retailer —
() _ reqgister the change;
(b) provide a notification to the distributor of the change.

For the purposes of this clause, a person’s contact details are thd

following notified by the customer —
(@) atelephone number;
(b) an email address (if provided);
(c) apostal address.

83. Registration of life support equipment address: distributors
(1) This clause applies if the distributor is notified by a retailer —
(a) that a person residing at a customer’s supply address
requires life support equipment; or
(b) that there has been a change of details or circumstances
previously notified by the retailer.
(2)  The distributor must take the following steps (as relevant) in
accordance with the relevant standard for a distributor —
(a) register the customer’s supply address as a life support
equipment address:
(b)  update the details or circumstances previously notified
by the retailer.
34. Interruption of supply
(1) A distributor must not undertake a planned interruption of the

supply of electricity to a life support equipment address unless
the distributor has —

(a) provided at least 3 business days’ written notice of the
interruption to the customer or other nominated person

(i) at the supply address: or
(ii)  at another address nominated by the customer; or
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(iii) by electronic communication;
and

(b) unless expressly requested by the customer or other
nominated person not to do so, used its best endeavours
to obtain acknowledgment from the customer, someone
else residing at the supply address, or other nominated
person, that the notice has been received.

(2)  Subclause (1) does not apply if —

(a) the interruption is for the purpose of restoring the supply
of electricity to a life support equipment address; or

(b) the distributor provides notice of a planned interruption
that will affect a supply address under the Electricity
Industry (Network Quality and Reliability of Supply)
Code 2005 before the distributor registers the supply
address as a life support equipment address under this
Part.

(3) _ If subclause (2) applies, the distributor must use its best
endeavours to contact the customer, or someone residing at the
supply address, before the interruption occurs.

85. Periodic reviews

(1) A retailer must require a customer whose supply address is
registered as a life support equipment address, by a notice given
to the customer within the period beginning 3 months before,
and ending 3 months after, each anniversary of the registration
of a supply address under this Part —

(2) unless paragraph (b) applies — to confirm that a person
residing at the customer’s supply address continues to
require life support equipment; or

(b) _in the case of every 3" anniversary — to provide the
retailer with confirmation from an appropriately
qualified medical practitioner that a person residing at
the customer’s supply address continues to require life
support equipment.
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(2) A notice under subclause (1) must —

(2) allow a customer at least 3 months to provide the
confirmation required by the retailer; and

(b)  warn the customer that —

() the customer’s supply address will be
de-registered as a life support equipment address
if the customer fails to comply with the notice o
if the customer notifies the retailer that a person
residing at the supply address no longer requires
life support equipment; and

(i) if the supply address is de-reqgistered, the
customer will no longer receive the protections
provided by this code for life support equipment
addresses.

De-reqistration of address

(1) This clause applies if —

(a) aretailer is notified that a customer’s supply address no
longer requires reqistration as a life support equipment
address; or

(b)  acustomer fails to comply with a notice from a retailer
under clause 85 in relation to a life support equipment
address within the period allowed under clause 85(2)(a)

(2) If subclause (1)(a) applies, the retailer must de-reqgister the life
support equipment address —

(a) if the notification is received before 3 pm on a business
day — no later than the next business day; or

(b) if the naotification is received on or after 3 pm or on a
Saturday, a Sunday or a public holiday throughout the
State — within 2 business days after receipt of the
notification.
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(3)

If subclause (1)(b) applies, the retailer must —

(4)

(a) onat least 2 occasions, at least 10 business days apart,
take reasonable steps to contact the customer to warn the
customer that the life support equipment address may be
de-registered; and

(b)  de-reqister the supply address if the customer fails, in
response to the steps taken under paragraph (a), to
provide the confirmation required under clause 85(1).

At least one of the steps under subclause (3)(a) must involve

(5)

sending written correspondence by registered post to the
customer’s supply address, and to any other address nominated
by the customer.

Subclause (4) does not apply if the notice to the customer under

(6)

clause 85(1) was sent as written correspondence by registered
post to the customer’s supply address, and to any other address
nominated by the customer.

A retailer must, when it de-reqisters a life support equipment

(7)

address, provide the customer’s distributor with a notification
about the de-reqistration as soon as practicable after taking that
step but in any event within 3 business days.

The distributor must de-reqister the life support equipment

(8)

address in accordance with the relevant standard for a
distributor.

Despite subclauses (1) to (7), a supply address must not be

(9)

de-reqistered if the retailer is aware that another person residing
at the supply address still requires life support equipment.

Once a customer’s supply address ceases to be registered as a

life support equipment address, the retailer’s and distributor’s
obligations under this code in connection with life support
equipment cease to apply in relation to that address.

page 128

Compare version of 2018 and final Code

[Field Code Changed




Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Complaints and dispute resolution JPart 12

cl. 87

Part 12 — Complaints and dispute resolution

87. Obligation to establish complaints handling
precessprocedures [was 12.1]

(1) AEach retailer and distributor must develop, maintain and

implement an internal process for handling-complaintsand
resehving-disputesa standard complaints and dispute resolution

procedure.
(2) Theeomplnts = standard
complaints and dispute resolution procedure must address —
fhy—cdeooc ol ool

H(a) how complaints must be lodged by customers; and

@H(b)  how complaints will be handled by a-the retailer or
distributor, including —

(A)(1) aright of a customer to have isa complaint
considered by a senior employee within-each
organisation of the retailer or distributor if the
customer is not satisfied with the manner in
which the complaint is being handled; and

{Bj(ii) the information that will be provided to a
customer, including in accordance with the
requirements under clause 89;

and
{Hi(c) response times for complaints; and
{i)(d) the method of response;.

iler-electrici Keti Keting: and
{dy—Dhe-available-at no-cost to-customers.
(3)  The standard complaints and dispute resolution procedure must
comply with AS/NZS 10002:2014.
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88. Acknowledgment of complaint and response times [12.1(4)]

(4)  For the purpose of subclause (2)(b){(iit), a A retailer or

distributor must, on receipt of a written complaint by a
customer —

(@) acknowledge the complaint within 10 business days; and

(b) respond to the complaint by addressing the matters in
the complaint within 20 business days.

89. Advice about outcome of complaint

A retailer or distributor must —
(2) inform the customer of the outcome of a complaints

process; and

(b)  unless the customer has advised the retailer or
distributor that the complaint has been resolved in a
manner acceptable to the customer, inform the customer
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(i) of the retailer’s or distributor’s reasons regarding
the outcome; and

(i) that if the customer is not satisfied with the
outcome, the customer may make a complaint or
take a dispute to the electricity industry
ombudsman; and

(iii)  of the contact details for the electricity industry
ombudsman.

90. Obligation to refer complaint [was 12.4]

When-If a retailer, distributor or electricity marketing agent
receives a complaint from a customer that does not relate to its
functions, it must advise the customer of the entity that the
retailer, distributor or electricity marketing agent reasonably
considers to be the appropriate entity to deal with the complaint
(if known).
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Part 13 — Protections relating to family violence

91. Family violence policy

(1) A retailer must develop, maintain and implement a family
violence policy to assist vulnerable customers.

(2) The family violence policy must —

(a) _provide for the training of staff (including call centre
staff and field officers) about issues related to family
violence and its impacts, including how to identify
customers who may be affected by family violence and
how to apply the policy effectively and appropriately to
provide assistance to vulnerable customers; and

(b)  require the retailer to advise a vulnerable customer —

(i) that the retailer must take reasonable steps to
protect the vulnerable customer’s information if
the customer requests the retailer to do so; and

(ii)  about the consequences of being named on the
account of a residential customer who is not a
vulnerable customer;

and
(c) require the retailer —

(i) to take reasonable steps to establish a safe
method of communication with a vulnerable
customer and if a method of communication
proposed by a vulnerable customer is not
reasonably practicable, to offer an alternative
method of communication; and

(ii)  to keep a record of any method of

communication that has been agreed between th
retailer and a vulnerable customer; and

(iil)  to use any agreed method of communication for
the purposes of providing information required

by this code;
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and

(d) include processes to ensure that a vulnerable customer
does not have to repeatedly refer to, or disclose, their
situation when they make contact with the retailer or
another person acting on behalf of the retailer; and

(e) require the retailer to consider reducing or waiving any
fees, charges or debt that would otherwise be payable by
a vulnerable customer; and

(f)  without limiting paragraph (e), require the retailer to
consider —

(i) the potential impact of debt collection on a
vulnerable customer who is liable for the debt;
and

(i) the extent to which another person may have
contributed to an amount owing for electricity
supplied to a vulnerable customer’s supply
address;

and

(a) _ provide that the retailer will take into account the
circumstances of a vulnerable customer before
disconnecting the vulnerable customer’s supply address
for failure to pay a bill; and

(h)  provide information about the operation of clause 92;
and

(1) include —

(i) the telephone number for interpreter services,
identified by the National Interpreter Symbol;
and

(ii)  the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

and

()  for printed copies of the family violence policy — be
available in large-print copies.
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(3)

The training required under subclause (2)(a) must satisfy at least

(4)

1 of the following requirements —

(a) itis developed in conjunction with appropriate
consumer representatives;

(b) itis provided by appropriate consumer representatives.

Subclause (2)(qg) does not apply in relation to former residential

(5)

customers.

If directed by the Authority, a retailer must review its family

(6)

violence policy or related procedures, and submit the results of
the review to the Authority within a period specified by the

Authority.
A retailer must consult with persons or bodies that may

92.

reasonably be expected to represent the interests of persons whd
may be experiencing family violence whenever the retailer is —

(a) developing its family violence policy: or

(b)  reviewing its family violence policy because of a
direction of the Authority under subclause (5).

Protection from disconnection

(1)

A retailer must ensure that the residential supply address of a

vulnerable customer is not disconnected for a period of
9 months from the date on which the retailer becomes aware
that the customer is a vulnerable customer unless —

() the retailer is informed by the vulnerable customer, or
otherwise becomes aware, that the customer no longer
resides at that supply address; or

(b) the disconnection is requested by the vulnerable
customer; or

(c) there are safety reasons warranting the disconnection; ol
(d) there is an emergency warranting the disconnection; or

(e) electricity has been illegally consumed at the supply
address.
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(2)

Nothing in subclause (1) —

(3)

(a) affects a vulnerable customer’s responsibility to pay for
electricity supplied by a retailer to a supply address; or

(b) affects a retailer’s ability to send bills and notices to a
vulnerable customer in connection with payment for the
supply of electricity or to take other steps in connection
with a liability to pay for electricity supplied by the
retailer.

This clause does not apply in relation to former residential

93.

customers.

Written evidence

(1)

A retailer must not require written evidence of family violence

(2)

from a customer unless the evidence is reasonably necessary to
enable the retailer to determine the most appropriate way to —

(a) address a failure to pay a bill and, if relevant, deal with
debt collection; or

(b)  deal with a proposed disconnection of a supply address.

To the extent that written evidence of family violence is

required, it need only be 1 document of a kind that is listed in
the Residential Tenancies Act 1987 section 71AB(2).
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Part 14 — Service standard payments

Division 1 — Obligations particular-te-for retailers

94, Facilitating customer reconnections [was 14.1]

(1) Subjectto-clause-14-6,-H-aUnless clause 99 applies, a retailer
must make the payment specified under subclause (2) if —
(a) the retailer is required to arrange a reconnection of a
customer’s supply address under Part 8; and—

(b) either —

{a)(i)  butthe retailer has not complied with the-time
othenwise-caused-the-customer ssupph-address
R
8-1(3)clause 53(3) or (4); or

{b)(ii)  the retailer has complied with the-time-frames

preseribed-in-clause-8-1(2)clause 53(3), but a
distributor has not complied with the time-framep

preseribed-in-clause-8-2(2)-timeframes set out in

clause 54(4).

(2) theThe retailer must pay te-the customer $60 for each day that {
the retailer or the distributor (as the case may be) is late, up to a
maximum of $300.

2)(3) Subjectto-clause-14-6Unless clause 99 applies, if a retailer is
Hable-to-and-makes a payment under subelause{1Hthis clause

due to an act or omission of a distributor, the distributor must
cempensatereimburse the retailer for the amount of the |
payment.

95. Wrongful disconnections [was 14.2]

(1) Subjectto-clause-14-6,- Unless clause 99 applies, a retailer

must make the payment specified under subclause (2) if the
retailer —
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2)3)

96.
(1)

@)

(@) fails to comply with any of the procedures preseribedset
out under Part 6 (if applicable and other than clauses

6-8,-6-9-0r6-1045(3) and 46), or Part 7 {etherthan
the-Code-priertoclause 48 or 82(1), before arranging for
disconnection of, or disconnecting, a customer for

failure to pay a bill; or

(b) arranges for disconnection of, or disconnects, a
customer in contravention of elauses7#-2,743;
7-6clause 49, 50 or-#+7 52 for failure to pay a bill;.

theThe retailer must pay-te the customer $100 for each day that
the customer wasis wrongfully disconnected.

Subject-to-clause-14-6Unless clause 99 applies, if a retailer-is
Hable-to-and makes a payment under subelause{4)-this clause

due to an act or omission of a distributor, the distributor must
compensatereimburse the retailer for the amount of the
payment.

Customer service [was 14.3]

Subject-to-clause-14-6Unless clause 99 applies, if a retailer fails

to acknowledge or respond to a complaint within the time

frames-preseribedn-clause-12-H{4)timeframes set out in clause
88, the retailer must pay te-the customer $20.

A retailer willis only be-liable to make 1 payment of-$20,-under
subelause(1);this clause for each written complaint.

Division 2 — Obligations partictlartefor distributors

97.
(1)

Wrongful disconnections [was 14.5]

Subjeetto-elause-14-6Unless clause 99 applies, a distributor

must make the payment specified under subclause (2) if a-the
distributor disconnects a customer’s supply address other than

aemetheaeon b
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98.

99.

1)

@)

1)

@)

3)

(@) asauthorised by this-Cede code or otherwise authorised
by written law; or

(b) as authorised by a retailer;.

then-theThe distributor must pay-te the customer $100 for each
day that the customer wasis wrongfully disconnected.

Customer service [was 14.4]

Subject-to-clause-14-6Unless clause 99 applies, if a distributor

fails to acknowledge or respond to a written complaint. made by

a customer within the time-frames-preseribed-n-clause-12.44)

timeframes set out in clause 88, the distributor must pay te-the
customer $20.

A distributor witis only be-liable to make 1 payment ef-$20;
under subelause{1);this clause for each written complaint.

Division 3 — Payment
Exceptions [was 14.6]

A retailer or distributor is not required to make a payment under
elauses 141 to-14.5this Part if events or conditions outside the |
control of the retailer or distributor caused the retailer or
distributor to be liable to make the payment.

Except in the case of a payment under clauses-+4-2 95 and J
145 97, which are required to be made without application by
customer as soon as reasonably practical, a retailer or distributor
is not required to make a payment under elauses—14—1—te—l4—5mf
Part if the customer fails to apply to the retailer or distributor fo
the payment within 3 months of the non-compliance by the
retailer or distributor.

Under-clauses14-3-and-14-41f clause 96 or 98 applies, a retailer‘
or distributor is not required to make more than 1 payment to
each affected supply address per event of non-compliance with

the perfermance-standardstimeframes set out in clause 88. |
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2"96

(4)

100.
(1)

@)

(3)

99101.

(1)

L

For the purposes of subclause (3), each supply address where a
customer receives a bill from a retailer is a separate supply
address.

Method of payment [was 14.7]
A retailer who is required to make a payment under clauses
141142 or-34-3clause 94, 95 or 96 must do so —

(@) by deducting the amount of the payment from the
amount due under the customer’s next bill; or

(b) by paying the amount directly to the customer:-e+.
o herwi I I | I
customer.

A distributor who is required to make a payment under clauses
14-4-or-14-5clause 97 or 98 must do so —
(@) by paying the amount to the customer’s retailer who will
pass the amount on to the customer in accordance with
subclause (1); or

(b) by paying the amount directly to the customer;-6+.

customer:

For-the-aveoidance-of-doubtaA payment made under this Part
does not affect any rights of a customer to claim damages or any
other remedy.

Recovery of payment [was 14.8]

If a retailer or distributor who is required to make a payment to
a customer under this Part fails to comply with clause-14-7 100
within 30 days efafter the date of demand for payment by the
customer, or in the case of a payment required to be made under
clause-+4-2(1)-er14-595 or 97, within 30 days efafter the date of
the wrongful disconnection, then the customer may recover the
payment in a court of competent jurisdiction as a debt due from
the retailer or distributor (as the case may be) to the customer.
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(2) If aretailer is entitled under clause-14-1H{2}-6r-14-2(2} 94(3)
or 95(3) to eempensationreimbursement of an amount from a
distributor, and the distributor fails to pay-reimburse the
compensationamount te-the-retaHerwithin 30 days efafter the
date of a demand for compensation-payment by the retailer, them
the retailer may recover the compensationamount of the
payment in a court of competent jurisdiction as a debt due from
the distributor to the retailer.
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Part 15 — Repeal

102. Code of Conduct for the Supply of Electricity to Small Use Customers 2018
repealed

The Code of Conduct for the Supply of Electricity to Small Use Customers
2018 is repealed.

Economic Requlation Authority




Economic Regulation Authority

Appendix 3 Table of amendments

Final decision — Repeal and replacement of the Code of Conduct for the Supply of 290
Electricity to Small Use Customers 2018



Reason for amendment

Title Code of Conduct for the Supply of Electricity to Small
Use Customers 20182022
Approved by the Authority under section 79 of the Act.

Part 1 — Preliminary

1.1 Fitle Citation Consistent with the

1 The Code-may-be-cited-as This code is the Code of Parliamentary Counsel
Conduct for the Supply of Electricity to Small Use Office’s current drafting style
Customers 2018 2022, (drafting changes).

12 Authority This matter is addressed by
The Code-is-made by-the Autherity under section 79-of | section 79 of the Act.
the-Act:

1.3 Fhe-Code This code comes into operation-upen-the-day | Drafting changes.

2 prescribed-by-the-Authority- as follows —

(a) clauses 1 and 2 — on the day on which this code is
published in the Gazette;
(b) the rest of the code — on 20 February 2023.
14 Interpretation Drafting changes.

Section 32 of the
Interpretation Act 1984
addresses a similar matter.t

Section 5 (definition of
person) of the Interpretation
Act 1984 addresses a
similar matter.2

The Act does not include an
express head of power to
provide that a reference to a
particular document is a
reference to that document
as amended from time to
time.

Drafting changes.

ion | . e

(5}—0Otherparts-of speech-and-grammaticaHorms-of-a Section 9 of the
word-or-phrase-defined-in-the-Code-have-a Interpretation Act 1984
corresponding-meaning- addresses a similar matter.3

The Code no longer refers to
electricity marketing agents

1 Section 80 of the Act provides that the Code is subsidiary legislation for the purposes of the Interpretation

Act 1984,

2 d.

3 Section 80 of the Act provides that the Code is subsidiary legislation for the purposes of the Interpretation
Act 1984,

D246816

201



Clause

arranging-the-contract on-behalf-of another-person

‘ Reason for amendment

arranging a contract.

15 Definitions Terms used Drafting changes.
3 . . . .
= In this code the-Codeunless-the-contrany-intention Drafting changes.

appears —

“accumulation meter” has the same meaning as given | Drafting changes.

in elause-1.3-of the Metering Code- clause 1.3;

“Ael” Section 44(2) of the
Interpretation Act 1984
provides that a reference in
subsidiary legislation to the
Act shall be construed as a
reference to the Act under
which the subsidiary
legislation is made.*

actual value has the meaning given in the Metering ECCC Final Review Report:

Code clause 1.3; recommendation 26

Lol 2 ECCC Final Review Report:

charged— recommendation 42(d)

ta)—n a.b'lll OFSEreso bills bas_eld GI ra eS.E' ;' ate

. .
to)—u |el_e| a-bil St GFE ihg-arta |g|e nent b_aselel oR-a
4-3(21a)-e):
: .
al e ea ||e_u tto bel elnange_dl asl a|esu.lt I b_el 9
i i 1

Ell a; ¢ leﬁel Ie|e_|||ee IsRotasa esl_u coka de. feet EFFOFo

“alternative tariff~_for a customer, means a tariff other | Drafting changes.

than the tariff under which the customer is currently

supplied electricity-;

L 2 The term is no longer used
in the Code.

“appropriately qualified medical practitioner? means | ECCC Final Review Report:

— minor amendment, item A

(a) within the Perth Metropelitan-Area; metropolitan

area —

() a specialist medical practitioner;; or

(i) ahospice doctors; or

(iii) a medical practitioner working in a specialist

department of a hospital; ¢
or
(b) outside-ofthePerth-Metropolitan-Area; otherwise —

4 Ibid.
D246816
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Clause

(i) __a specialist medical practitioner; or

(i) __a hospice doctor; or

(i) _a medical practitioner working in a specialist
department of a hospital; or

a doctor or general practitioner i-hefshe-alse
who works en-an-occasional-basisfrom at a
local hospital or rural health service (whether or

not on a full-time basis);-era-hospice-doctor-

(iv)

‘ Reason for amendment

AS, followed by a designation, refers to an Australian
Standard having that designation that is published by
Standards Australia;

Consequential amendment
of removing references to
“Australian Standard” (and
replacing them with “AS” or
“ASINZS”, as applicable).

AS/NZS, followed by a designation, refers to an
Australian/New Zealand Standard having that
designation that is published jointly by Standards
Australia and Standards New Zealand;

Consequential amendment
of removing references to
“Australian Standard” (and
replacing them with “AS” or
“AS/NZS”, as applicable).

“attach” has the same meaning as given in the
Obligation to Connect Regulations regulation 2;-

Drafting changes.

“Australian Consumer Law (WA)”means-schedule 2to
he C »

modified-by-section-36-of has the meaning given in the
Fair Trading Act 2010 {AA) section 17(1);-

Drafting changes.

113 H 14

Standards-Australia-

Consequential amendment
of removing references to
“Australian Standard” (and
replacing them with “AS” or
“AS/NZS”, as applicable).

13 1 14

sk | . lati :
2003-

The term is already defined
in the Act.

“basic living needs” includes payments for —

(@) rent or mortgage; and

(b) ether utilities (e-g-for example, gas, phone and
water); and

(c) food and groceries; and

(d) transport (including petrol and car expenses); and

(e) childcare and school fees; and

(f) clothing; and
(g) medical and dental expenses:;

Drafting changes.

Includes ECCC advice:
minor amendment, item B1

bill issue date means the date on which a bill is sent by
a retailer to a customer;

recommendation 43(b) —
with drafting changes.

ECCC Final Review Report:

“business day” means any a day except other than a
Saturday, a Sunday or a public holiday throughout the
State;-

Drafting changes.

[13 ”

This term is only used in
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Clause

‘ Reason for amendment

clause 6.10(3)(b)(i).5 It is
unnecessary to define the
term in this context.

Centrelink means the Commonwealth agency known as | Clarification.
Centrelink;
Centrepay means the facility that allows Centrelink Clarification.

customers to have automatic deductions taken from
Centrelink payments;

[13 H 1 ”

Consequential amendment
of ECCC Final Review
Report: recommendation
50(c) (the term “change in
personal circumstances” is
only used in the definition of
“payment difficulties”, which
has been deleted).

The amended Code no
longer uses the defined term
“Code”. Instead, it uses the
words “this code”, consistent
with the PCQO’s current
drafting style.

“collective customer™ means a customer —

(@) who receives a single bill from the retailer for
electricity supplied at twe 2 or more supply
addresses; or

(b) who is supplied electricity from the same retailer at
multiple sites at a single supply address:;

Drafting changes.

complaint means an expression of dissatisfaction made
to or about an organisation, related to its products,
services, staff or the handling of a complaint, where for
which a response or resolution is explicitly or implicitly
expected or legally required;

ECCC advice: minor
amendment, item B2

“concession” means a concession, rebate, subsidy or

grant related-to-the-supply-of-electricity, available to

residential customers only:, related to the supply of
electricity;

Drafting changes.

“connect” means to attach by way of a physical link to a
an electricity network and to energise the link-;

Drafting changes.

[13 1 ki

byt tailor | | : d
recorded-by-the-meter.

The Act, which also uses the
term “consumption”, does
not define this term.

5 Clause 46(3)(a) of the amended Code.
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Clause ‘ Reason for amendment
Also, the definition is
arguably inconsistent with
the use of the term in the
Code. The definition
provides that consumption is
the amount of electricity
supplied by the retailer “as
recorded by the meter”.
However, the Code also
uses the term “estimated
consumption”. Estimated
consumption is not
determined as recorded by
the meter but based on
prescribed assumptions.

“contact” means contact that is — « Drafting changes.
(a) face to face;; or « ECCC advice: minor
(b) by telephone; or amendment, item Al
() by postfacsimile; or
(d) by email or other means of electronic means-

communication;
“contestable customer” means a customer at-an-exit « Drafting changes.
point-where-the-amount-of-electricity transferred-at-the « ECCC advice: minor
em%p&n%u&me%e%han#&amean{—ppeseﬁbed—emde{—the amendment, item A2
Electricity-Corporations{Presecribed-Customers)-Order
2007-made to whom the supply of electricity is not
restricted under the Electricity Corporations Act 2005
section 54 sronderapethoronactmentdealingwith-the
“cooling-off period”, in relation to a contract, means the | Drafting changes.
period specified in the contract as the cooling off period-;
“customer” means a customer person — Drafting changes.
(a) to whom electricity is sold for the purpose of

consumption; and
(b) who consumes not more than 160 MWh of

electricity per annum:;
customer experiencing financial hardship means a This.definit.ion was
residential customer who has been assessed by a retailer | previously included in clause
under clause 40 as experiencing financial hardship; 6.5.
“de-energise” means the removal of the supply voltage | Drafting changes.
from the a meter at the a supply address while leaving
the supply address attached-;
desighated person means — ECCC advice:_
(a) aresidential customer; or recommendation 19(a)
(b) another person named on the account of a

residential customer; or
(c) aformer residential customer who owes a debt to

the retailer;
“di i Hibl Consequential amendment
retailer-to-automatically-deduct-a-paymentirom-a of ECCC Final Review

D246816
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Clause

‘ Reason for amendment

Report: recommendation 45.

“disconnect? —

(@) means to de-energise the a customer’s supply
address;-otherthan; but

(b) does not include de-energising a customer’s supply

address in the event of an interruption:;

Drafting changes.

disconnection warning means a notice in writing issued
in accordance with clause 48(1)(c) or elause 51(2)(d);

ECCC advice: minor
amendment, item B3

: . | Reliabilityof ly |
2005-

This term was only used in
clause 7.7(5)% and has been
replaced with the full title of
the Code. Therefore, the
definition is no longer
required.

“electricity industry ombudsman” means the

ombudsman-appointed-underthe-scheme-nitially

by 1 o hority
amendments-under-section-92-of the-Act. Energy and
Water Ombudsman Western Australia performing the
functions of electricity industry ombudsman under a
scheme approved under Part 7 of the Act and an
agreement under the Parliamentary Commissioner Act
1971 section 34;

Drafting changes.

“electricity marketing agent”means —
(@) means a person who acts on behalf of a retailer —
(i) for the purpose of obtaining new customers for
the licensee retailer; or
(i) in dealings with existing customers in relation
to contracts for the supply of electricity by the
licensee retailer;

{e}(b) includes a representative, agent or employee of a

person referred to in subelause{a)-or{b);
paragraph (a); but

does not include a-person-who-is a customer

representative or the Housing Authority-:

(©)

No other activity relating to
the marketing of electricity
has been prescribed for the
purposes of paragraph (b) of
the definition. Also, the
definition of “electricity
marketing agent” in the Gas
Marketing Code of Conduct
2017 does not include an
equivalent paragraph (b).

means-the-body-corporate-established-as-such-by-the

Consequential amendment.
The term is no longer used
in the Code as a result of
ECCC advice:
recommendation 4.

[13 H LA

ol nelud
telephone:

The term is no longer used
in the Code.

6 Clause 84(2)(b) of the amended Code.
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Reason for amendment

“emergency” means an-emergency-due-to the actual or

imminent occurrence of an event which that —

(a) inany way endangers or threatens to endanger the
safety or health of any person, or the maintenance
of power system security, in Western-Australia the
State; or

(b) whieh destroys or damages, or threatens to destroy
or damage, any property in Western-Australia- the
State;

Drafting changes.

“energise” has the same meaning as given in the
Obligation to Connect Regulations- regulation 2;

Drafting changes.

“energy data” has the same meaning as given in the
Metering Code- clause 1.3;

Drafting changes.

[13 ”

ho dictributor od | .

The definition is arguably
inconsistent with the use of
the term in the Code. The
definition provides that
consumption is the amount
of electricity exported “as
recorded by the meter”.
However, the amended
Code also uses the term
“estimated export”.

Also see reasons for
deleting the definition of
“consumption”.

family violence has the meaning given in the
Restraining Orders Act 1997 section 5A;

ECCC Final Review Report:
recommendation 104

“financial hardship?,in relation to a residential
customer, means a state of mere-thanimmediate long-
term financial disadvantage as a result of which results-in
a-residential the customer being-is unable to pay an
outstanding amount as required by a retailer without
affecting the customer’s ability to meet the basic living
needs of the residential customer or a dependant of the
residential customer-;

ECCC Final Review Report:
recommendation 49(a) —
with drafting changes.

“Housing Authority” means the body corporate in

existencepursuant-to-section-6-of established under the

Housing Act 1980- section 6;

Drafting changes.

[1H ”

The term “instalment plan”
has been replaced with
“payment plan” and is
defined in clause 4 of the
amended Code. The new
definition amalgamates the
definition in clause 1.5 and
the description of instalment
plan in clause 6.4(1)(b).

“interruption” —
(&) means the temporary unavailability of supply of

Drafting changes.
Includes ECCC advice:
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electricity from the distribution network to a
customer; supply address; but

(b) does notinclude a disconnection under Part 7-;

Reason for amendment

minor amendment, item B4

“interval meter” has the same meaning as given in the
Metering Code- clause 1.3;

Drafting changes.

“ife support equipment? means the specified
equipment designated under the Life Support Equipment
Electricity Subsidy Scheme- as administered by the
department of the Public Service principally assisting in
the administration of the Taxation Administration Act
2003 immediately before 1 January 2023;

ECCC advice: minor
amendment, item B5

life support equipment address means a supply
address registered under Part 11;

Drafting changes, B6

113 H LI

The term is already defined
in the Act.”

“meter” has the same meaning as given in the Metering
Code- clause 1.3;

Drafting changes.

“metering data agent”-means-a-personresponsiblefor
reading-the-meter-on-behal-of- the-distributor: has the

meaning given in the Metering Code clause 1.3;

ECCC Final Review Report:

minor amendment, item B

“metrology procedure” has the same meaning as given
in the Metering Code- clause 1.3;

Drafting changes.

“metropolitan area” means —

(a) theregion-describedin-Schedule-3-of-the-Planning
and-Development-Act-2005: the Perth metropolitan

area; and
(b) the local government district of Mandurah; and
(c) the local government district of Murray; and

(d) the townsites, as constituted under section-26-of the
Land Administration Act 1997 section 26, of —

(i) Albany; and

(i) Bunbury; and

(iii) Geraldton; and
(iv) Kalgoorlie; and
(v) Karratha; and
(vi) Port Hedland; and
(vii) South Hedland-;

Drafting changes.

7 Section 44(1) of the Interpretation Act 1984 provides that words and expressions used in subsidiary
legislation shall have the same respective meanings as in the written law under which the subsidiary
legislation is made.
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Reason for amendment

“National Interpreter Symbol” means the national
public information symbol “Interpreter Symbol” (with text)
developed by the State of Victoria in partnership with the
Commonwealth, State and Territory governments in
accordance with Australian-Standard AS 2342-1992:-

 Drafting changes.

o Consequential
amendment of removing
references to “Australian
Standard” (and replacing
them with “AS” or
“AS/NZS”, as applicable).

“non-standard contract?-means-a-contract-entered-inte
between-aretallerand-a-customer—or-a-class-of
customers-thatis-not-a-standard-form-contract: has the
meaning given in section 47 of the Act;

Drafting changes.

“Obligation to Connect Regulations” means the
Electricity Industry (Obligation to Connect) Regulations

2005 (WA).;

Drafting changes.

“overchargingZmeans-the-amount-by-which-the-amount
| ¥ 1 il i .
greater-than-the-amount-that-would-have-been-charged-if

clause-4-6(H(a)asa —
(a) __includes the overcharging of a customer as the
result of —

() resultoefseme an error, defect; error or default
for which the retailer or distributor is
responsible er-contributed-to-but-does-not
trelude (including when a meter is found to be
defective); or

(i) an-adjustment: the retailer basing a bill or bills

on estimated energy data that is greater than
the actual value (not being a deemed actual
value) of energy used where the actual value is
derived from an actual meter reading
undertaken by a person employed or appointed
by the distributor that passes the validation
processes in Appendix 2 of the Metering Code;

but

(b) does not include an amount charged in accordance
with a bill smoothing arrangement;

¢ ECCC Final Review
Report: recommendations
40(c) and 42(b)

e ECCC advice: minor
amendment, item A3

[13 H H H 3

financial d Sac vantage-thatresults-in-a |es.|e|e i
GHSEG.' Iel being u_able to-pay-an SHESEG' el g-amou tals
circumstances-

ECCC Final Review Report:
recommendation 50(c)

payment plan has the meaning given in clause 4;

The term “payment plan”
replaces the term
“instalment plan”.

“payment problems? includes;-witheut-limitation;
payment problems relating to a historical debt-;

Drafting changes.

[13 H 3

The term is used in the Act
but not defined. It is
unnecessary to define the
term in the Code.
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Clause ‘ ‘ Reason for amendment

Perth metropolitan area means the region described in | Consequential amendment
the Planning and Development Act 2005 Schedule 3; of the drafting changes
made to the definition of
“metropolitan area”.

“pre-payment meter” means a meter that requires a Drafting changes.
customer to pay for the supply of electricity prierte before
consumption;

protected period means — Drafting changes.

(@) _a Monday, Tuesday, Wednesday or Thursday after | The National Energy Retail
3 pm; or Rules also use the term

(b) a Friday after 12 noon; or protected period.

(c) a Saturday, a Sunday or a public holiday throughout
the State; or

(d) abusiness day immediately before a public holiday
throughout the State;

113 H H 1

The term is already defined
Australia- in the Interpretation Act
1984.8

[13 HH H ”

The term is no longer used
appropriately-gualified-medical-practitionerthata-person | in the Code.
eS|eI_| gl_aﬁt the-sustor ers sup.py address-continues-to

“recharge facility” means a facility where a pre- Drafting changes.
payment meter customer can purchase credit for the a
pre-payment meter-;

“regional area” means all-areas an area in \Western Drafting changes.
Australia the State other than the metropolitan area-;

13 1 1 L

Consequential amendment.

ee#pe#a%&estabhskmd—as—sueh—by—the—.%leemeﬁy The term is no longer used
Corporations-Act-2005- in the Code as a result of
ECCC advice:

recommendation 4.

“relevant consumer representative” — ECCC advice: minor

(a) means a person who may reasonably be expected | @mendment, item A4
to represent the interests of residential customers
who are experiencing —

() payment difficulties in paying their bills or
purchasing credit for the recharge of a pre-
payment meter; or

(i) financial hardships;

and

(b) includes financial counsellors:;

relevant standard, in relation to a retailer or a distributor, | Drafting changes.®

8  Section 80 of the Act provides that the Code is subsidiary legislation for the purposes of the Interpretation
Act 1984.

9 Includes drafting changes proposed in ECCC advice: minor amendment, item B7
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has the meaning given in clause 81;

Reason for amendment

“reminder noticeZ-means-a-notice-in-writing-issued-in
accordance-with has the meaning given in clause %1

48(1)(a);

Drafting changes.

[13 H ik

and-ending-en-30-June-

The term is no longer used
in the Code.

“residential pre-payment meter customer” means a
residential customer who has a pre-payment meter
operating at the customer’s supply address and-whe

consumes-electricity-solely for domestic-use:;

Drafting changes.

“resolved®, in relation to a complaint, means the-that —

(a) adecision or determination has been made by the
retailer or distributor (as relevant) with respect to the
complaintwhere; and

(b) in making the decision or determination, the retailer
or distributor--having had regard to the nature and
particular circumstances of the complaint, has and
used all reasonable steps to ensure the best
possible approach to addressing the complaint-;

Drafting changes.

shortened billing cycle —

(a) _means a billing cycle that is shorter than a
customer’s standard billing cycle; but

(b) does not include a billing cycle agreed under clause

19(3);

ECCC advice: minor
amendment, item A5

“standard form contractZmeans-a-contractthatis

approved-by-the-Authority-under has the meaning given
in section 51 47 of the Act ...

Drafting changes.

...%mese”bed%%*mw%}de%eeﬂgﬂw ey j
Act-priorto-its-repealk;

There are no customers on
a contract that is prescribed
by the Minister under section
55 of the Act.

[13 ki

It is unnecessary to define
this term in the Code.

13 1 1 ”

Consequential amendment
of ECCC Final Review
Report: recommendation
51(b).

13 12

Consequential amendment
of ECCC Final Review
Report: recommendation 4.

[13 ”

Code-

The term is no longer used
in the Code.

“undercharging” —

(a) includes the undercharging of a customer that is the
result of -witheut-limitation —

(@)—the faillure-to-issue-a-billin-accordancewith-clause

e ECCC Final Review
Report: recommendations
39(d) and 42(c)

e ECCC advice: minor
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Clause ‘ ‘ Reason for amendment

41 orclause-4-2-orto-issue-a-billundera-bill amendment, item A6

4.6(L)(a)asaresultof some

(i)__an error, defect,-error or default for which the
retailer or distributor is responsible or
contributed-to;-but-does-notinclude (including
when a meter is found to be defective); or

(i) an-adjustment: the retailer basing a bill or bills
on estimated energy data that is less than the
actual value (not being a deemed actual value)
of energy used where the actual value is
derived from an actual meter reading
undertaken by a person employed or appointed
by the distributor that passes the validation
processes in Appendix 2 of the Metering Code;
or

(i) _a failure to issue a bill to a customer;

but

(b) does notinclude an amount charged in accordance
with a bill smoothing arrangement;

“unsolicited consumer agreement*is-defired-in Drafting changes.
section-69-ef has the meaning given in the Australian
Consumer Law (WA)- section 69;

verifiable confirmation means confirmation that is given | ¢« ECCC Final Review

to a retailer or electricity marketing agent — Report: recommendation
(a) expressly; and 11(b)

(b) _in writing or orally; and e ECCC advice: minor

(c) by a customer or a nominated person competent to amendment, item B8

give the confirmation on the customer’s behalf;

“verifiable consent® means consent that is given to a Drafting changes.
retailer or electricity marketing agent — Includes ECCC advice:

(@) expressly; and minor amendment, item B9
(b)  inwriting or orally; and

; : : . et

{e)(c) by the a customer or a nominated person
competent to give the consent on the customer’s
behalf-; and

(d) _ after the retailer or electricity marketing agent
(whichever is relevant) has, in plain language
appropriate to the customer, disclosed all matters
materially relevant to the giving of the consent,
including each specific purpose for which the
consent will be used;
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Clause ‘ Reason for amendment
vulnerable customer means a designated person — e ECCC Final Review
(a) _who has advised the retailer that they are affected Report: recommendation
by family violence; or 105 — with drafting
(b) _who the retailer has reason to believe is affected by changes.
family violence. » ECCC advice:
recommendation 19(a)
Note for this clause: Clarification.
A term used in this code has the same meaning as it Consequential amendment
has in the Electricity Industry Act 2004. See the of ECCC recommendation
Electricity Industry Act 2004 sections 3 and 78 in 19(a)
particular, and the Interpretation Act 1984 section 44.
4 Payment plans e The term “instalment plan”
(1) For the purposes of this code, a payment plan is has been replaced with
an interest-free and fee-free plan or other ‘payment plan” and is now
arrangement between a retailer and a residential defined in clause 4 of the
customer under which the customer is allowed to amended Code. The new
pay a bill, any arrears or a charge (including a definition amalgamates
disconnection or reconnection charge) by 2 or more | the current definition of
instalments while continuing consumption of “instalment plan” in clause
electricity. 1.5 and the description in
(2) _In subclause (1), a fee includes any fee or charge clause 6.4(1)(b).
associated with the establishment or operation of a Includes ECCC advice:
payment plan that would not otherwise be payable if minor amendment, item
the residential customer had not entered into the B11
payment plan. e ECCC advice:
recommendation 2
5 Provision of information to customers ¢ ECCC Final Review
(1) In this clause — Report: recommendation
designated entity means — 2
(a) aretailer; or + ECCC advice:
(b) _a distributor; or recommendation 3
(c) _an electricity marketing agent.  ECCC advice: minor
(2) _If this code requires a designated entity to give or amendment, item B12 and
provide information to a customer on request, the B13
designated entity may satisfy this requirement by —
(a) _referring the customer —
(i) __to the information on a retailer’s or
distributor’'s website (as the case
requires); or
(i) __subject to subclause (4), to a mobile
application or an electronic
communication portal where the
information may be obtained;
or
(b) _providing a copy of the information to the
customer.
(3) __The designated entity must provide a copy of the
information to the customer if the customer requests
a copy.
(4) A designated entity may rely on subclause (2)(a)(ii)
only if the designated entity, when referring a
customer to the mobile application or portal, advises
D246816 303



Reason for amendment

the customer that the customer is also entitled to be
provided with a copy of the information by the
designated entity.

(5) This clause does not limit any other provision of this

code relating to the provision of information.

16 Application Not required.

(a)—retailers;
| fictri . and

7 Purpese This matter is addressed in
The-Coderegulates-and-controls-the conduct-of section 79(2) of the Act.

18 Objectives This matter is addressed in
The-objectives-of the Code-are to— section 79(2) of the Act.
2)defi I of . |

marketing-of-electricity-to-customers;-and
| : lesirabl .
conduet:

1.9 Amendment-& Review This matter is addressed in
Fhe-processforamentdmentand-reviewofthe-Code-s Part 6 of the Act.
setoutin-Part-6-of the-Act.

6 Variations relating to standard form contracts e ECC Final Review Report:
(1) A retailer and a customer may agree that the recommendation 5(c)

following clauses do not apply, or are amended in Clause 6(1) of the

their application, to a standard form contract — amended Code does not

(a) clause 18(2); include a reference to:

(b) clause 38(1); - Clause 5.4 (now 35):

(c) clause 53; The amended wording

(d) clause 86(2) of clause 5.4 clarifies

(e) clause 100(L): accept & payment i

() clause 100(2). ) advance of less than

(2) An agreement under subclause (1) may be a written $20 at any time.
or a verbal agreement.
— Clause 6.4(3)(b): The
words “at least 5
business days before”
have been replaced
with “within 5 business
days after” in clause
6.4(3)(b). Therefore,
there is no longer any
need for customers to
contract out of clause
6.4(3)(b) to ensure
their amended
payment plan takes
effect immediately.
e ECCC advice: minor
D246816 304



Clause ‘ Reason for amendment
amendment, item B14
110 Variationfrom-the Code e ECCC Final Review
7 Variations relating to non-standard contracts Report: recommendation
(1) Arretailer and a customer may agree that the 5(b)
following clauses {marked-with-an-asterisk Clause 7(1) of the
throughout) do not apply, or are te-be amended in amended Code does not
their application, in to a non-standard contract — |n|clude TEf(er)e(Esii to
. clause 6.4(3 ecause
@) b c:ause fﬁ; the words “at least 5
@(b) clause 4-119; business days before”
(b)(c) clause 4:220; have been replaced with
(d) clause 21(1) to (6); “within 5 business days
{e)(e) clause 5-433; after”. Therefore, there is
(@)() clause 5.234: no Itonger atny ne?d fct)r :
. customers to contract ou
fe)(a) clause &4351 of clause 6.4(3)(b) to
t(h) clause 5-738; ana ensure their amended
tg)(i) clause 8:153; payment plan takes effect
)] clause 86(2); immediately.
(k) clause 100(1); » ECCC advice: minor
()] clause 100(2). amendment, item B15
(2) An agreement under subclause (1) may be a written
or a verbal agreement.
Part 2 NOTE:-Note for this Part: Drafting changes.
This Cede code is not the only compliance obligation in Includes ECCC advice:
relation to marketing. Other State and Federal minor amendment, item B16
Commonwealth laws apply to marketing activities,
including but-netlimited-te the Fair Trading Act 2010
QAAY, the Spam Act 2003 (Sth-Commonwealth), the
Spam Regulations 2004 2021 (€th Commonwealth), the
Do Not Call Register Act 2006 (Sth Commonwealth), the
Telecommunications '
(Telemarketing and Research Calls) Industry Standard
2007(Cth) 2017 (Commonwealth) and the Privacy Act
1988 (Sth Commonwealth).
Division 1 Retailer obligations Oblgations particulartoretatlers | ECCC advice: minor
amendment, item B17
21 Retailers te must ensure electricity marketing agents | Drafting changes.
8 comply with this Part
229 Entering into a standard form contract Drafting change.
221 When entering a retailer and a customer enter into a ECCC advice: minor
9(1) standard form contract ... amendment B18
... that is not an unsolicited consumer agreement, a the | Drafting changes.
retailer or an electricity marketing agent must —
(@) record the date on which the standard form contract | Drafting changes.
was entered into; and
(b) give; or make available to the customer, at no Drafting changes.
charge, a copy of the standard form contract — Includes ECCC advice:
(i) __if the standard form contract is entered into by
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Clause

telephone — as soon as possible, but not more

than 5 business days, after the standard form
contract is entered into; or

(i) otherwise — at the time the standard form
contract is entered into.,-i-the-standard-form
contractwas-notentered-into-overthe

‘ Reason for amendment

minor amendment, item B19

9(2)

Subjectto Unless subclause (3) applies, if a customer
enters into a standard form contract with a retailer, ...

Clarification.

The amendment is different
from ECCC Final Review
Report; recommendation 6
which was to include the
words “if a customer enters
into a contract described in
subclause (1)” — consistent
with clause 2.2(2) of the Gas
Marketing Code of Conduct
2017. The words included in
the Gas Marketing Code are
incorrect. They were
inserted during the last
review of the Gas Marketing
Code as part of other
changes made to the clause.
However, they are
inconsistent with previous
versions of the Gas
Marketing Code which
required the information to
be provided with all standard
form contracts; not only
those that are not unsolicited
consumer agreements. It is
also inconsistent with clause
2.3(2) of the Code which
requires equivalent
information to be provided
with all non-standard
contracts (not only those
that are not unsolicited
agreements).

... & the retailer or an electricity marketing agent must
give the following information to a the customer ...

Drafting changes.

... holaterthan-on-orwith before or at the time of giving

ECCC Final Review Report:
recommendation 6

... the customer's first 1t bill —
(@) how the customer may obtain —
(i) acopy of the-Cede this code; and

(ii) details en of all relevant tariffs, fees, charges,
alternative tariffs and service levels that may

Drafting changes.
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Clause ‘ Reason for amendment

apply to the customer;;

(b) the scope of the-Code this code;

(c) that aretailer retailers and electricity marketing
agent agents must comply with the-Cede this code;

(d) how the retailer may assist if the customer is ECCC Final Review Report:
experiencing payment-difficulties-orfinancial recommendation 50(d)
hardship problems paying a bill;

(e) with-respectto in the case of a residential customer; | ECCC Final Review Report:
the-concessions-that may-apply-to-the residential recommendation 7
customer — a statement that the customer may be
eligible to receive concessions and how the
customer may find out about their eligibility to
receive those concessions;

(f) the relevant distributor’s 24-hour telephone number | Drafting changes. ECCC
for faults and emergencies; advice, minor amendment,

(9) with-respeetto in the case of a residential customer | item B20
... vhow-theresidential-customer-may-access-the ECCC Final Review Report:
retailers — recommendation 8
(i) i-H i i i » ECCC Final Review

theretaller's-customer-base) the telephone Report: recommendation

number for interpreter services, identified by the 8

National Interpreter Symbol; and « ECCC Final Review
Report: minor
amendment, item C

(i) FHY-services the telephone number (or ECCC Final Review Report:

numbers) for services that can assist customers | recommendation 4

with a speech or hearing impairment;

(h) how to make an enquiry of, or complaint to, the Drafting change.
retailer; and

(i) general information on the safe use of electricity.

2:2(3) Forthepurpeses-of-subelause{2);—a A retailer or an Drafting changes.

9(3) electricity marketing agent is taken-to-have-given-the Includes ECCC advice:
customerthe not required to give the information set out minor amendment. item B21
in subclause (2) to a customer if — ’

(a) the retailer or an electricity marketing agent has
provided given the information to that the customer
within the preceding 12 months; or

(b) the retailer or an electricity marketing agent has
informed the customer how the customer may obtain
the informationunless and the customer reguests
has not requested to receive be given the
information.

2310 Entering into & non-standard contract Drafting change.

L2l When entering a retailer and a customer enter into a non- | Drafting changes.

10(1) standard contract that is not an unsolicited consumer
agreement, a the retailer or an electricity marketing agent
must —
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Clause ‘ ‘ Reason for amendment

(a) obtain and make a record of the customer's ECCC Final Review Report:
verifiable consent that to entering into the non- recommendation 9
standard contract has-been-entered-into;; and

(b) give; or make available to the customer, at no Drafting changes.
charge, a copy of the non-standard contract — Includes ECCC advice:

(i) _if the non-standard contract is entered into by minor amendment, item B22

telephone — as soon as possible, but not more
than 5 business days, after the non-standard
contract is entered into; or
(i) otherwise — at the time the non-standard
contract is entered into.-fthe-hon-standard
contractwas-netentered-nte-overthe
telephone-or
th—as SOORas pessible; but-not-more-than 5
business elay_s a’te_ﬁ the-non-sta dl a dl contract
2:3(2) (2) Before entering a retailer enters into a non-standard | ECCC advice: minor
10(2) and contract with a customer, ... amendment, item B23
@ ... & the retailer or an electricity marketing agent Drafting changes.

must give the customer the following information —

(a) _if the retailer is required to offer to supply ECCC advice:
electricity to the customer under a standard recommendation 4
form contract —

() a statement that the customer is able to
choose the standard form contract
offered by the retailer; and

(i) details of the difference between the non-
standard contract and the standard form
contract;

(b) _if the customer is a residential customer —a | ECCC Final Review Report:
statement that the customer may be eligible to | recommendations 7 and 10
receive concessions and how the customer — with drafting changes.
may find out about their eligibility to receive Includes ECCC advice:
those concessions; minor amendment, item B24

{a)(c) details of any right the customer may have to | Drafting changes.
rescind the non-standard contract during & the | |,cludes ECCC advice:
cooling-off period and the charges that may minor amendment, item B25
apply if the customer rescinds the non-
standard contract;.

(3) Unless subclause (4) applies, if a customer enters ECCC Final Review Report:
into a non-standard contract with a retailer, the recommendation 10 — with
retailer or an electricity marketing agent must give drafting changes
the following information to the customer before or at
the time of giving the customer’s 15t bill —

{b}(@) how the customer may obtain — Drafting changes.

(i) a copy of the-Cede this code; and
(i) details en of all relevant tariffs, fees,
charges, alternative tariffs and service
levels that may apply to the customer;
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{e)}(b) the scope of the-Cede this code;

{eh(c) that aretailer retailers and electricity
marketing agent agents must comply with the
Cede this code;

Reason for amendment

{e)(d) how the retailer may assist if the customer is

experiencing payment-difficulties-orfinancial
hardship problems paying a bill;

ECCC Final Review Report:
recommendation 50(d)

¢ . id . ,
. | | idl ial
customer:

A similar matter is now
addressed in clause 10(2)(a)
of the amended Code.

{egn(e) the relevant distributor's 24-hour telephone
number for faults and emergencies;

Drafting change. ECCC
advice, minor amendment,
item B26

)(f) with-respeetto in the case of a residential

customer;-how-theresidential-customer-may
access-the retailer’'s —

ECCC Final Review Report:
recommendation 8

() muiti-ingualservices(inlanguages
the telephone number for interpreter
services, identified by the National
Interpreter Symbol; and

e ECCC Final Review
Report: recommendation
8

e ECCC Final Review
Report: minor
amendment, item C

(i) FH¥-services the telephone number (or
numbers) for services that can assist
customers with a speech or hearing

impairment;

ECCC Final Review Report:
recommendation 4

() how to make an enquiry of, or complaint to,
the retailer; ard

§(h) general information on the safe use of
electricity.

Drafting change.

10(4)

Forthe purposes-of subclauses{2}{b)-{)-a A retailer or

electricity marketing agent is taken-to-have-given-the
customer-the not required to give the information set out

in subclause (3) to a customer if —

(a) the retailer or an electricity marketing agent has
provided given the information to that the customer
within the preceding 12 months; or

(b) the retailer or an electricity marketing agent has
informed the customer how the customer may obtain
the information;-tnless and the customer reguests
has not requested to receive be given the
information.

Drafting changes.

Includes ECCC advice:
minor amendment, item B27

A similar matter is now
addressed in clause 10(2)(a)
of the amended Code.10

ECCC advice

10 The deletion of clause 2.3(4) has made ECCC advice: minor amendment, item B20 redundant.
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Clause

‘ Reason for amendment

recommendation 4

2:3(5)
10(5)

Subject-to-subelavse{3);-a A retailer or electricity
marketing agent must obtain the customer's verifiable
eonsent confirmation that the information referred to in

clause 2:3(2)and-2-3(4) subclause (2) {i-applicable)} has

been given.

ECCC Final Review Report:
recommendation 11(a) —
with drafting changes

(=Y
[N
=

A retailer or electricity marketing agent must ensure that
the inclusion of concessions is made clear to residential
customers of the retailer and that any prices that exclude
concessions are disclosed.

Drafting changes.

=
= -
N

A retailer or electricity marketing agent must ensure that
a customer of the retailer is able to contact the retailer or
electricity marketing agent on the retailer’s or electricity
marketing agent’s contact details, including their
telephone number, during the normal business hours of
the retailer or electricity marketing agent for the purposes
of enquiries, verifications and complaints.

Drafting changes.

Contact for the purposes of marketing

Drafting change.

A retailer or electricity marketing agent who makes
contact-with contacts a customer for the purposes of
marketing must, on request by the customer, provide the
customer with —

() provide-the-customerwith the complaints telephone
number of the retailer on whose behalf the contact is
being made; and

(b) provide-the-customer-with the telephone-numberof
contact details for the electricity industry
ombudsman; and

(c) ferin the case of contact by an electricity marketing

agent; — provide-the-customerwith the electricity

marketing agent’s marketing identification number.

Drafting changes.

Includes ECCC advice:
minor amendment, item B30

25(2)
12(2)

A retailer or electricity marketing agent who meets with a
customer face to face for the purposes of marketing must

(a) wear display a clearly visible and legible identity card
that shows —

ECCC Final Review Report:
recommendation 12

() his-erher the first name; of the person who is
meeting with the customer; and

(i) his-erher a photograph; of the person who is
meeting with the customer; and

(iii) in the case of an electricity marketing agent —
the electricity marketing agent’s his-er-her
marketing identification number {forcontact-by
on-clestieibmadetineagert; and

(iv) the name of the retailer on whose behalf the
contact is being made; and

Drafting changes.

Includes ECCC advice:
minor amendment, item B31
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Clause ‘ Reason for amendment
and
(b) on request by the customer, provide the eustomer o Drafting changes in
following information, in writing, to the customer — response to ECCC Final

() his-orher the first name of the person who is Review Report: minor
meeting with the customer; amendment, item E.

(i) inthe case of an electricity marketing agent — Includes ECCC advice:
the electricity marketing agent’s his-er-her minor amendment, items
marketing identification number {fercontactby B31, B32, B33 and B34
an-electricity- marketing-agent); « The obligation to provide

(iiiy the name of the retailer on whose behalf the the information “as soon
contact is being made; as practicat_)le” is now

(iv) the complaints telephone number of the retailer addressed in clause
on whose behalf the contact is being made; 12(3) of the amended

(v) the business address and Australian Business Code.

Number or Australian Company Number of the
retailer on whose behalf the contact is being
made; and

(vi) the telephone-nrumber-of contact details for the
electricity industry ombudsman.;

cable follow by 4
12(3) A retailer or electricity marketing agent must comply with | This matter was previously
a request under subclause (2)(b) as soon as practicable | addressed in clause
after it is made by the customer. 2.5(2)(b).
26 No-canvassing-eradvertisihg Compliance with signs | Drafting changes.
13 A retailer or electricity marketing agent who visits a
person’s premises for the purposes of marketing must
comply with any clearly visible signs at the person’s
premises indicating —
(a) that canvassing is not permitted at the premises; or
(b) that no advertising or similar material is to be left at
the premises or in a letterbox or other receptacle at,
or associated with, the premises.
2+ 14 Compliance with code Drafting changes.
274 An electricity marketing agent who contravenes a Drafting changes.
14(1) provision of this Part commits an offence.
Penalty — for this subclause:

(@) for an individual, $5 000;

(b) for a body corporate, $20 000.

L If an electricity marketing agent ef-a—retailer contravenes | Drafting changes.

14(2) a provision of this Part while acting on behalf of a retailer, | |4.judes ECCC advice:
the retailer commits an offence. minor amendment, item B35
Penalty — for this subclause:

(@) for an individual, $5 000;

(b) for a body corporate, $20 000.

L It is a defence to a prosecution for a-centravention-of an | Drafting changes.
14(3) offence under subclause (2) if the retailer proves that the
retailer used reasonable endeavours to ensure that the
electricity marketing agent complied with the-Cede this
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Clause ‘ ‘ Reason for amendment
code.
28 (1) A This clause applies to a person who carries out Drafting changes.
15(1 any a marketing activity in the name of or for the
benefit of —
(a) aretailer; or
(b) an electricity marketing agent;.
(2) The person is to-be taken, unless the contrary is
proved, to have been employed or authorised by the
retailer or electricity marketing agent to carry out that
the marketing activity.
29 An electricity marketing agent must — Drafting changes.
16 (a) keep arecord of each complaint made by a
customer, or person contacted for the purposes of
marketing, about the marketing carried out by or on
behalf of the electricity marketing agent; and
(b) on request by the electricity industry ombudsman in
relation to a particular complaint, give to the
electricity industry ombudsman, within 28 days ef
after receiving the request, all information that the
electricity marketing agent has relating to the
complaint.
17 Records te must be kept Drafting changes.
210 A record or other information that an electricity marketing | Drafting changes.
17 agent is required by-this-Cede to keep under this code
must be kept ...
... for at least 2 years from the last time that there was ECCC Final Review Report;
contact between the person to whom the record or other | minor amendment, item F —
information relates and the electricity marketing agent. — | with drafting changes.
(a)—afterthe-lasttime-the-person-to-whom-the The drafting changes ensure
informationrelates-was-contacted-by-or-oR-behalf-of | that records must be kept for
the-electricity-marketing-agent-or 2 years from the last time
(b)—afterreceiptof-the lastcontact-from-or-on-behalf-of contact was made,
the-electricity-marketing-agent,-whicheverislater. regardless of whom made
the contact.
18 Obligation to forward connection application request | ECCC advice: minor
amendment, item B36
34 If a retailer agrees to sell electricity to a customer or ECCC advice: minor
18(1) arrange for the connection of the customer’s supply amendment, item B36
address, the retailer must forward the customer’s request
for connection to the relevant distributor for the purpose
of arranging for the connection of the customer’s supply
address (if the customer’s supply address is not already
connected).
342 Unlessthe-customeragrees-otherwisea A retailer must | ECCC Final Review Report:
18(2) forward the customer’s request for connection ... recommendation 5(a)
... to the relevant distributor — ECCC advice: minor
amendment, item B37
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Reason for amendment

(a) thatsame-day; if the request is received before 3_pm
on a business day — on that same day; or

(b) thenextbusiness-day; if the request is received on
or after 3_pm on a business day or on a Saturday, a
Sunday or a public holiday throughout the State —
no later than the next business day.

Drafting changes.

The drafting changes to
paragraph (b) ensure that a
retailer may also forward a
connection request earlier
than the next business day.

Inthisclause—

[13 Lt )

representatives

ECCC Final Review Report:
recommendation 13

Note for this clause:
fNete: The Obligation to Connect Regulations
provide regulations in relation to the obligation upen
on a distributor to energise and connect a premises.}

Drafting changes.

Billing Standard billing cycle*

Drafting changes.

19(1)

Unless subclause (2) applies, a retailer must issue a bill
to a customer at least once every 100 days.

ECCC Final Review Report:
recommendation 14(a) —
with drafting changes.

19(2)

A retailer may issue a bill that is outside the timeframe
under subclause (1) if the retailer —

Drafting changes.

{in(a) has not received the required metering-data energy
data ...

ECCC Final Review Report:
recommendation 14(b)

... from the distributor for the purpeses purpose of
preparing the bill, despite using its best
endeavours ...

Drafting changes.

... to obtain the metering-data energy data from the
distributor; or

ECCC Final Review Report:
recommendation 14(b)

@in(b) is unable to comply with this the timeframe due to

ECCC Final Review Report:
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Clause ‘ Reason for amendment
the actions of the customer where in circumstances | recommendation 14(c) —
in which — with drafting changes.

(i) the customer is supplied with electricity under
a deemed contract pursuant to regulation-37-of
the Electricity Industry (Customer Contracts)
Regulations 2005 requlation 37; and

(i) the bill is the first 15t bill issued to that
customer at that supply address.

19(3) A retailer and a customer may agree to a billing cycle ECCC Final Review Report:
with a reqular recurrent period that differs from the recommendation 14(a)**
customer’s standard billing cycle if —

(a) the retailer obtains the customer’s verifiable consent
to the new billing cycle; and

(b) the reqular recurrent period of the new billing cycle
does not exceed 100 days.

4.2(Land | (L)—Forthepurposes-of clause-4-1(a)(ii);-aretailer-has e ECCC Final Review

& given-a-customer-notice-if- the retailer-has-advised Report: recommendation

20(1) and the-customer-prior-to-placing-the-customeron-a 15(a) — with drafting

(2) shortened-billing-cycle; that — changes.

(a)—receiptof-a-third reminderRotice-mayresultin | o ECCC advice: minor
the-customerbeing-placed-on-a-shortened amendment, item A7
billing-cycle;

(1) A retailer must not place a customer on a shortened
billing cycle unless subclause (2) applies.

(2) A retailer may place a customer on a shortened
billing cycle if —

in the case of a residential customer — the
customer is not a customer experiencing
financial hardship; and

(a)

e ECCC Final Review
Report: recommendation
15(a) and 50(f) — with
drafting changes.

11 Includes drafting changes proposed in ECCC advice: minor amendment, item B....
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Clause ‘ Reason for amendment
e ECCC advice: minor
amendment, item B40
(b) the retailer has given the customer a reminder | ECCC Final Review Report:
notice for 3 consecutive bills; and recommendation 15(a) —
(c) before the 3 reminder notice is given to the with drafting changes.
customer, the retailer has given the customer a | The words “or disconnection
notice informing the customer that — warning” have not been

(i) receipt of a 3" reminder notice may result | inserted after “reminder
in the customer being placed on a notice” in clause 4.2(1)(a)!?
shortened billing cycle; and as they would be

superfluous. A reminder
notice must always be given
before a disconnection
warning may be given for
failure to pay a bill.

(i) _in the case of a residential customer — ECCC Final Review Report:
assistance is available for residential recommendations 15(a) and
customers experiencing problems paying | 50(d) — with drafting
their bills; and changes.

(i) the customer may obtain further ECCC Final Review Report:
information from the retailer on a specified | recommendation 15(a) —
telephone number; and with drafting changes.

(iv) _once on a shortened billing cycle, the
customer must pay 3 consecutive bills by
the due date to return to the customer’s
former billing cycle.

4:2(3) H-aftergiving-notice-asrequired-underclause-4-1{a){i);a | ECCC Final Review Report:
20(3) retailer-decidesto-shorten-thebilling-eyele-inrespect-of-a | recommendation 15(b) —
customer;-theretailer-must-give-the-customer-written with drafting changes.
Ineteel ot at.elee sion-within-10-business-days-ohmaking
The retailer must, within 10 business days after placing
the customer on a shortened billing cycle under
subclause (2), give the customer notice that —
(a) the customer has been placed on a shortened billing
cycle; and
(b) the customer must pay 3 consecutive bills by the due
date shown on each bill to return to the customer’s
former billing cycle; and
(b) failure to make a payment may result in
arrangements being made for disconnection of the
supply of electricity.
4.2(4) A shertened-billing-eyele billing cycle shortened under Drafting changes.
20(4 subclause (2) must be at least 10 business days.
4-2(5) A retailer must, on request, return a customer; who is Drafting changes.
20(5 subject to a shortened billing cycle under subclause (2)

and has paid 3 consecutive bills by the due date;-en

12 Clause 20(2)(c)(i) of the amended Code.
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Clause

.. tothe sillincoelotnotoosliodle the cociopmor bofors
the-shortened-billing-eycle-commeneed customer’s

former billing cycle.

‘ Reason for amendment

For consistency with clauses
20(2)(c)(iv), 20(3)(b) and
20(6) of the amended Code.

4-2(6)
20(6)

A retailer must inform a customer; who is subject to a
shortened billing cycle; under subclause (2), at least once
every 3 months, that; if the customer pays 3 consecutive
bills by the due date of each bill, the customer will be
returned, on request, ...

Drafting changes.

.. tothe sillincoelotnotoosliodle the cociommnr botorn
the-shortened-billing-cycle-commenced customer’s

former billing cycle.

For consistency with clauses
20(2)(c)(iv), 20(3)(b) and
20(5) of amended Code.

ECCC Final Review Report:
recommendation 16
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Clause ‘ Reason for amendment
. .
custome and, atihe-8 d.g the-bill smoothing
& I'a g€ |e|_|t .E el eterisread-a Idl any
(&)t e_|ﬁ_et|a|| er-has-obtained-the 'GI uslte_ 'I'. ers
(h— tlne_ bill-smoething-ara geme H Iaet_weent €
etailer-and-t _eﬁ_ GHISEQ' e 'S, gl a-de .' ed-period
less-than-one-month-before-the-end-date-of-the
b. H 5'.'.99“ ing-arrangement-Rotify-tne-custome
to-end:and
(h—the Ie.pltle 1S aula'llable to-the eustle nel altenl.
44 Howbils-are-issued ECCC Final Review Report:
A-retailermustissue-a-billto-acustomerat-the-address recommendation 17(a)
) ! by " whi | i
address:
Division 2 | Contents of a bill ECCC advice: minor
amendment, item B41
4521 Partiettars-en-each-bil Contents of bill Drafting changes.
21(1 In addition to any information required to be included on | Drafting changes.
a customer’s bill under another provision of this code, a
retailer must include the information set out in this clause
on the customer’s bill.
4.5 Unless-a-customer-agrees-otherwise, ... ECCC Final Review Report:
21(2) recommendation 5(a)
... aretailer-mustinclude-atleast the fellowing Drafting changes.
information-on-thecustomer'sbill The bill must include
the following information in relation to the particular
service —
©9(a) the supply address and-any-relevant-mailing ECCC Final Review Report:
address; recommendation 22(c).
&3(b) the customer’'s name and account number; -
fo)(c) a meter identification number (if relevant) {clearly | Drafting changes.
placed-on-the-part-of-the-bill-thatis-retained-by Includes ECCC Final
the-eustomer). Review Report: minor
amendment, item K
The bill must include the following information in relation | Drafting changes.
4.5(1) to supply and consumption of electricity —
21(3) €) either-the range-of- dates-of the-metering-supply ECCC Final Review Report:
i i recommendation 22(a)
estimate the start and end of date of the supply
period;
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Reason for amendment

(b

the number of days covered by the bill;

This matter is now
addressed in clause
21(3)(c)(ii) of the amended
Code.

This matter is now
addressed in clause
21(3)(c)(i) of the amended
Code.

This matter is now

purchase-agreement with-a retailer — addressed in clause
(i)—the-customer's-consumption ... 21(3)(c)(ii) of the amended
Code.
.. and-export; This matter is now

addressed in clause
21(5)(b)(ii) of the amended
Code.

This matter is now

customer's-consumption addressed in clause
21(3)(c)(i) of the amended
Code.
.. and-export ... This matter is now

addressed in clause
21(5)(b)(i) of the amended
Code.

This matter is now
addressed in clause
21(3)(c)(i) and 21(5)(b)(i) of
the amended Code, as
applicable.

(c) either — ECCC advice: minor
amendment, item B43
(i) if the customer is on a time of use tariff — This matter was previously
the customer’s consumption or estimated addressed in clauses
consumption for each time band in the time | 4.5(1)(d)(ii) and 4.5(1)(e)(ii).
of use tariff; or Includes ECCC Final
Review Report: minor
amendment, item |
(i) _in any other case — the customer’s This matter was previously
consumption, or estimated consumption; addressed in clauses
4.5(1)(d)(i) and 4.5(2)(e)(i).
Includes ECCC Final
Review Report: minor
amendment, item |
{p)(d) unless the customer is a collective customer, the | Drafting changes.

average daily consumption unless-the-eustomer
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Reason for amendment

4:5(1) The bill must include the following information in relation | Drafting changes.
21(4) to amounts due and payments —

)@ the amountdue; -

{e)(b) if theeustomer-has there is an accumulation Drafting changes.
meter installed at the supply address ...

... {whether-ornotthe-customer-hasenteredinto | ECCC Final Review Report:
an-exportpurchase-agreementwith-aretaller) — | minor amendment, item H
(i) the current meter reading or estimate: or, i} if | Drafting changes.

the customer is on a time of use tariff, the current

meter reading or estimate for the-tetal-of each

time band in the time of use tariff;

b)(c) iHthecustomerhas-a Type 7-connection-point; ECCC Final Review Report:
the-calculation-of-the-tariff-in-acecordance-with-the | minor amendment, item G
procedures-setoutin-clause-4-6(1){¢c} if there is
no meter installed at the supply address — the
basis on which the amount due has been
calculated;

{g)———the dates-on-which-the-accountperiod-begins ECCC Final Review Report:
and-endsif-differentfrom-the-range-of-dates-of recommendation 22(b)

. ;
the-mete g Suppry pened. oFthe range of dates
.gl EII e-mete II 9 SI HPPYpe 'g; d-have-rotbeen

(d) the applicable tariffs; -

{z)(e) the amount of any arrears or credit standing to Drafting changes.
the customer’s name;

@@  the amount of any other fees or charges and Drafting changes.
details of the service provided in connection with
those fees or charges;

4(a) with-respectio in the case of a residential Drafting changes.
customer; — a statement that the residential
customer may be eligible to receive concessions
and how the residential customer may find out is
about eligibility for those concessions;

g(h) if applicable, the value and type of any Drafting change: The word
concessions provided to the residential customer | “residential” has been
that are administered by the retailer; deleted as the definition of

concession already limits the
application to residential
customers only.

{s)(i) a statement advising the customer that -
assistance is available if the customer is
experiencing problems paying the bill;

@) atelephone number for billing and payment -
enquiries;

faa)(k) if applicable and not included on a separate Drafting changes.
statement —
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Clause ‘ Reason for amendment
(i) payments made under an-instalmentplan a
payment plan that has not been completed;
and
(ii) the total amount outstanding under the
instalment-plan payment plan;
0] if applicable, a statement en-the-bill that an The words “on the bill” are
additional fee may be imposed to cover the costs | unnecessary. The
of late payment from the customer; introductory sentence for
clause 21(4) of the amended
Code already provides that
the information listed in
subclause (4) must be
included on a bill.
{dd)(m) to the extent that the data is available, a graph or | Drafting changes.
bar chart #ustrating showing the customer’s
amount due or consumption for the period
covered by the hill, the previous bill and the bill
for the same period last year-; and
{m)(n) the average daily cost of consumption, including | -
charges ancillary to the consumption of
electricity, unless the customer is a collective
customer; and
{e(0) the due date by which the bill must be paid; and | Drafting changes.
H(p) asummary of the applicable payment methods;. | ECCC Final Review Report:
recommendation 18
4.5(1) {e) If the customer has entered-inte an export Drafting changes.
21(5) purchase agreement with a retailer, the bill must
include the following information —
{i(@) if the customer has an accumulation
meter installed and the an export meter
reading has been obtained by-the-retailer;
— the export meter reading;
(b) either —
@h() if the customer is on a time of use
tariff ...
... rthe-eustomers-consumption | This matter is now
and — ... addressed in clause
21(3)(c)(i) of the amended
Code.
... export the amount, or estimated | ECCC Final Review Report:
amount, of electricity exported by minor amendment, item J —
the customer for the-tetal-of each with drafting changes.
time band in the time of use tariff;
and or
{(ii) the-customers-consumption ... This matter is now
addressed in clause
21(3)(c)(ii) of the amended
Code.
... and-export; in any other case — | ECCC Final Review Report:
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Reason for amendment

the amount, or estimated amount,
of electricity exported by the

minor amendment, item | —
with drafting changes.

customer.
450 The bill must include the following ancillary information — | Drafting changes.
21(6)

(@) atelephone number for complaints; -

©A(b) the contact details for the electricity industry Drafting change.

ombudsman;

wy(c) the distributor’'s 24-hour telephone number for Drafting change.

faults and emergencies. ECCC advice. minor
amendment, item B45
4505 (bb)-with-respect to-residential customers,-the-telephone | A similar matter is
ArEARc e nios o sonece tocothoeih e addressed in clause 78(2)(a)
Naﬁen%n%e#pete%ymbel—and—thewerds of the amended Code.
4.5 {ee)—the-telephene-numberfor FY-services—and A similar matter is
addressed in clause 78(2)(b)
of the amended Code.
21(7) Subclause (2)(b) does not apply if the customer is ECCC Final Review Report:

supplied under a deemed contract pursuant to the recommendation 20

Electricity Industry (Customer Contracts) Regulations

2005 requlation 37.

21(8) plotpdthotnndine cubelaves Lofacl o roindloric nod Drafting changes.
lioed o hor | I "

Subclause (4)(m) does not apply if the bill is —

(@) notindicative of a customer’s actual consumption; or

(b) not based upen on a meter reading; or

(c) for a collective customer.

21(9) If a retailer identifies-a-historical-debt-and wishes to bill a | Drafting changes.

customer for that a historical debt, the retailer must

advise give the following information to the customer of

no later than the next bill in the customer’s billing cycle —

(@) the amount of the historical debt; and

(b) the basis of the historical debt.;

4.6 Subjectto-clauses-4-3-and-4-8;a A retailer must base a | Drafting changes.
22(1 customer’s bill er —

(a) thedistributor's-or-metering-agentsreading-efthe | ECCC Final Review Report:
meteratthe-customers-supply-address; on energy | recommendation 23(a) —
data provided for the relevant meter at the with drafting change.
customer’s supply address provided by the Includes ECCC advice:
distributor or metering data agent; or minor amendment iterﬁ B46

{b)——thecustomer'sreading-of the-meteratthe ECCC Final Review Report:
customers-supply-address;provided-the-distributor | recommendation 23(b)

I | oliad] |
customerreading-the-meter-forthe purpose-of
ning ;
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Clause

t. e’eg' S6HOR-POIAtisa Iype_ 7-6onnectio
point;-the-procedy e-as Sei G’HE : tlne '.EE o108
j j - if there is no meter
installed at the customer’s supply address — on
energy data that is calculated in accordance with
the metrology procedure, the Metering Code or any
other applicable law; or

‘ Reason for amendment

ECCC Final Review Report:
recommendation 23(c) —
with drafting changes.

if the customer has entered into a non-standard
contract — on any other method agreed between
the retailer and the customer.

(©)

ECCC Final Review Report:
recommendation 23(d) —
with drafting changes.

22(2) A bill will be taken to comply with subclause (1)(a) if the | ECCC Final Review Report:
bill reflects a smoothing or similar arrangement that has recommendation 23(a)
been entered into between the retailer and the customer.

4.7 Freguency-of-meterreadings ECCC Final Review Report:

22(3 Otherthan-inrespectof a Type 7-connection-peint;a If a | recommendations 25 and 27
retailer is required to comply with subclause (1)(a), the — with drafting changes.
retailer must use its best endeavours to ensure ...

... that metering-data an actual value is obtained as ECCC Final Review Report:
frequently as required to prepare its bills. recommendation 26

22(4) The retailer must ensure that the customer is provided ECCC Final Review Report:
with a written record of any method agreed between the | recommendation 24
retailer and the customer under subclause (1)(c).

4.8(1) H-aretaileris-unable to-reasonably-base-a billon-a ECCC Final Review Report:
reading-of-the-meterat-a-customer's-supply-address;-the | recommendation 28

| e il . bill

4-8(2) If a retailer bases has based a customer’s bill 4per on an | Drafting changes.

23(1) estimation, the retailer must clearly specify on the Includes ECCC advice:
eustomers bill that — minor amendment, item B47
(a) the retailer has based the bill 4per on an estimation;

and
(b) the retailer will tell provide to the customer on
request —
(i) the basis of the estimation; and
(i) the reason for the estimation; and
and
(c) the customer may request —
(i) averification of energy data; and
(i) a meter reading.
4-8(3) A retailer must tell provide to a customer on request the | Drafting changes.
23(2) -
(a) the basis for the estimation; and
(b) the reason for the estimation
4.8(4) For the purpese purposes of this clause, where-the Drafting changes.®3

distributor's-or metering-agent'sreading-of the-meter-at

13 As aresult of the drafting changes, ECCC minor amendment (item L) has become redundant.
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Reason for amendment

23(3)

the-customer's-supply-address-is-partly-based-on
esumated—data—then—subjeet—teany—appheablem a bill is

taken to be based on an estimation .

.. in relation to an interval meter if —

ECCC advice: minor
amendment, item A8

(@) where more than tenpercent-10% of the interval
meter readings are estimated interval meter
readings; and

(b) the actual energy data cannot otherwise be derived;
ascertained.

ECCC Final Review Report:
recommendation 29

24

Customermay-regquest-meterreading-Replacement of

estimation with actual value

Drafting changes.

(1) ¥H This clause applies if —

(@) aretailer has based a bill gpen on an estimation
because a customer failed to provide access to
the meter; and

(b) the customer —

Drafting changes.

&)(i)) subsequently requests the retailer to
replace the estimated bill with a bill based

on an-actualreading-of the-customers

meter an actual value; and

ECCC Final Review Report:
recommendation 30

{b)(i)) pays the retailer’s reasonable charge for
reading the meter (if any); and
{e)(iii) provides due access to the meter;.
(2) the The retailer must use its best endeavours to de
se replace the estimated bill with a bill based on an
actual value.

Drafting changes.

Drafting changes.

ECCC Final Review Report:
recommendation 31(c)

This matter is now
addressed in clause 28 of
the amended Code.

Division 4

Alternative Change of tariffs

ECCC advice: minor
amendment, item B48
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25

Customer apphications request for change of tariff

Drafting changes.

(1) H-a A retailer must comply with subclause (2) if the
retailer offers alternative tariffs and a customer —

(a) appliestoreceive-an-alternative-tariff requests

the retailer to transfer from that customer’s
current tariff to another tariff; and

(b) demonstrates to the retailer that the customer
satisfies all of the conditions relating to eligibility
forthe-alternative-tariff; that other tariff and any
conditions imposed by the customer’s
distributor.

(2) the The retailer must change transfer the customer
to the alternative other tariff referred to in subclause

(1)(a) within 10 business days of after the customer

satisfying-those-cenditions complies with subclause
(1)(b).

(3) Forthepurposes-ofsubelause (1) If a customer
transfers from 1 tariff to another under this clause,
the effective date of ehange-willbe the transfer is —
(@) unless paragraph (b) applies — the date on

which the-last a meter reading at-the-previous
tariff is obtained; or

(b) the-date-the-meteradjustmentis-completed; if

the change transfer requires an-adjustment a

change to the meter at the customer’s supply

address — the date on which the meter change
is completed.

e ECCC Final Review
Report: recommendation
32 — with drafting
changes.

Includes ECCC advice:
minor amendment, items
B49, B50, B51 and B52

e ECCC advice: minor
amendment, item A9

3

. e ation of . e

Tariff change if former tariff unavailable

Drafting changes.

(1) This clause applies if a customer is no longer eligible
to receive a tariff under which the customer is
currently supplied electricity at the customer’s supply
address.

(2) The retailer must, before changing the customer to
another tariff, notify the customer of the proposed

change.

e ECCC Final Review
Report: recommendation
33

e ECCC Final Review
Report: recommendation
34 — with drafting
changes.

31(1)

If a customer requests a the retailer to arrange for the
preparation and issue of a final bill at for the customer’s
supply address, the retailer must use reasenable its best
endeavours to arrange for —

(a) _a meter reading; and

(b) the preparation and issue of a final that bill for the
supply address in accordance with the customer’s

ECCC Final Review Report:
recommendation 35
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Clause

request.

‘ Reason for amendment

31(2) and
3)

(2) H-a Unless subclause (4) applies, if the customer’s
account is in credit at the time of account closure,

- a retailer must, at the time
of the final bill, ask the customer for instructions as
to whether the-customerrequires-the retailerto
transfer the amount of the credit should be
transferred to —

(a) another account the customer has, or will have,
with the retailer; or

(b) a bank account nominated by the customer.;

and
(3) the The retailer must, ereditthe-accountorpay-the

amount-ef-credit in accordance with the customer's

instructions under subclause (2), transfer the amount

of the credit within —

(@) 12 business days of receiving the instructions;
or

(b) ethersuch-time-as another period agreed with
the customer.

Drafting changes.

31(4) and

£3)(4) If a customer’s account is in credit at the time of
account closure; and the customer owes a debt to
a the retailer, ...

Drafting changes.

.. the retailer may, with-written after giving notice
to the customer, ...

ECCC Final Review Report:
recommendation 36

.. use that the credit to set off the debt ewed-to-the
retailer.

(5) If, after the a set off under subclause (4), there
remains an amount of credit, the retailer must ask
the-customerforinstructions-to-transfer-the
remaining-amount-oferedit deal with the amount in
accordance with subelause{2) subclauses (2) and
(3).

Drafting changes.

Includes ECCC advice:
minor amendment, item B62

Division 5

Review of bill and energy data checking

Drafting changes.

415
27(1)

Subjectto-a-customer—

(&) —paying—

If a customer, after receiving a bill, disputes the amount
to be paid, the retailer must review the bill if the customer

(a)__requests a review; and

(b) if the customer has not already paid the bill, pays the
lesser of the following —

(i) that portion of the bill under review that the
customer and a the retailer agree is not in
dispute; or

(i) an amount equal to the average amount of the
customer’s bills over the previous 12 months
(excluding the bill in dispute).;

whicheveris-less;-and

e ECCC Final Review
Report: recommendation
37(b)

e Drafting changes.
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Clause

‘ Reason for amendment

This matter is now
addressed in clause 27(5) of
the amended Code.

Drafting changes.

416 Proceduresfollowing-areviewof a-bilt Drafting changes.

R If, after conducting a review ef-a-bill, a retailer is satisfied | ¢ ECCC Final Review

27(2) that the bill is — Report: recommendation
(a) is correct, the retailer — 37(b)

(i) may require a the customer to pay the unpaid o Drafting changes.
amount (if any) of the bill that is still outstanding;
and
(i) must advise the customer that the customer
may request the-retailerto-arrange ...
... a meter test in-accordance with-applicable ECCC Final Review Report:
faw; and minor amendment, item M
(iif) must advise the customer of the existence and | Drafting changes.
operation of the retailer’s internal standard
complaints handling-processes and dispute
resolution procedures and details of about
making a complaint to ...
... any-applicable-external-complaintshandling | ECCC Final Review Report:
precesses the electricity industry ombudsman; | recommendation 38
or
(b) is incorrect, the retailer — Drafting changes.
()  must odineiibe billbinaccordoneo sl clonene
4-17-and-4-18. comply with clause 29 or 30, as
the case requires; and
(i) _may require the customer to pay the amount (if | ECCC Final Review Report:
any) of the bill that is still outstanding. recommendation 37(a)
ALE A The retailer must inform a customer of the outcome of |« ECCC Final Review
27(3) the review as soon as practicable after it is completed. Report: recommendation
37(b)
e Drafting changes.

ALBLE If a retailer has not informed a customer of the outcome |« ECCC Final Review

27(4) of the review within 20 business days from the date of Report: recommendation
receipt of the request for review underclause-4-15, the 37(b)
retailer must provide-the-customer-with-netification notify | | Drafting changes.
the customer of the status of the review as soon as
practicable after the expiration of that period.

27(5) The initiation of a review does not remove the This matter was previously
requirement for the customer to pay future bills as they addressed in clause 4.15(b).
fall due.

28 Energy data checking Drafting changes.

28(1 If a customer, after receiving a bill, requests that the ECCC Final Review Report:
energy data be checked or the meter be tested, the recommendation 31(a) —
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Clause ‘ ‘ Reason for amendment
retailer must arrange for a check of the energy data or with drafting changes.4
testing of the meter (as the case requires). A similar matter was

previously addressed in
clause 4.11(1)(a).

28(2) The customer may be required to pay the retailer’s ECCC Final Review Report:
reasonable charge for a check or testing under subclause | recommendation 31(a) —
. with drafting changes.

A similar matter was
previously addressed in
clause 4.11(1)(b).

28(3) If the energy data is checked and found to be incorrect or | ECCC Final Review Report:
the meter is tested and found to be defective, the retailer | recommendation 31(b) —
must refund any payment made under subclause (2). with drafting changes.

A similar matter was
previously addressed in
clause 4.11(2).
Division8 | Undercharging; and overcharging and-adjustment Consequential amendment
Division 6 of ECCC Final Review
Report: recommendation
42(a).

437 This-clause-d-A7-apples-whetherthe-undercharging ECCC Final Review Report:
became-apparentthrough-areviewunderclause-4-15-6f | recommendation 39(a)
chooascs

4.37(2) If a retailer proposes to recover an amount that has been | Drafting changes.

29(1) undercharged ...

ECCC Final Review Report:
recommendation 42(e)

defective), the retailer must —

ECCC Final Review Report:
recommendation 39(b)

(@) subjectto-subelause-{b); limit the amount to be

recovered to no more than the amount
undercharged in the 12 months ...

ECCC Final Review Report:
recommendation 39(b)

... priorte before the date on which the retailer
notified the customer that of the undercharging had
occurred; and

Drafting changes.

ECCC Final Review Report:
recommendation 39(b)

14 Includes drafting changes proposed in ECCC advice: minor amendment, item B....
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clause4-13-

{e)(b) naotify the customer of the amount to be recovered
no later than the next bill-tegetherwith after the
retailer becomes aware of the undercharging, and
provide an explanation of that the basis on which

Drafting changes.

Includes ECCC advice:
minor amendment, items

B55 and B56

the amount was calculated; and

{e)(c) subjectto unless subclause (3) applies, not charge
the customer interest on that the amount to be
recovered or require the customer to pay a late
payment fee; and

{e)(d) in relationto the case of a residential customer; —
offer the customer time to pay that the amount to
be recovered by means of an-instalmentplan a
payment plan in accordance with clause 6-4(2)-and
covering 43 for a period at least equal to the period
over which the recoverable undercharging
occurred.

29(2) Subclause (1)(a), (c) and (d) do not apply if the ECCC advice:
undercharging has occurred because the customer has recommendation 5
denied access to the meter at the supply address for A similar matter was
more than 12 months. previously addressed in

clause 4.17(4).

4.17(3) If, after notifying a customer of the amount to be Drafting changes.

29(3) recovered in accordance with subclause {2){€}(1)(b), the | | cludes ECCC advice:
customer has-failed fails to pay the amount te-be minor amendment. item B57
recovered by the due date and has does not entered ’
enter into an-instalmentplan a payment plan under
subclause 2){e}(1)(d) ...

... (if that subclause applies), ... Consequential amendment
of ECCC advice:
recommendation 5

... aretailer may eharge%heueustemer—wmepest—emha{ Drafting changes.

amountfrom-the-due elatle orfequire-the-customer-to P&Y | Includes ECCC advice:

a-late-paymentfee. do either but not both of the following | inor amendment, item B57

(a) charge the customer interest on the amount from the

due date;

(b) require the customer to pay a late payment fee.

4374y Forthe-purpese-ofsubelause-(2)—an-undercharge-that ECCC Final Review Report:
ha&eeeuged—as&resw{—ef—areustemer—denthaeeess% recommendation 39(c)
the-meteris-not-an-undercharge-as-a-resuitof-an-erof; A similar matter is now
defect-or-defaultforwhich-a-retaller-or-distributoris ;

' addressed in clause 29(2) of
responsible- the amended Code.

4.18(L) This-clause-4-18-applies-whetherthe-overcharging ECCC Final Review Report:
became-apparentthrough-atreviewunderclause4-15-6f | recommendation 40(a)
otherwise:

Ade If a customer (including a customer who has vacated the | ECCC Final Review Report:

30(1) supply address) has been overcharged asa+esultefan | recommendation 42(f)

de ol £ . " o tril .
espel |5ib e -
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... {including-where-a-meter-has-beenfound-to-be ECCC Final Review Report:

defective) ... recommendation 40(b)

..., the retailer must use its best endeavours to inform Drafting changes.!®

the customer aecerdingly of the amount overcharged Includes ECCC advice:

within 10 business days ef after the retailer becoming minor amendment. item A10

becomes aware of ... '

... the error-defecter-default overcharging ... ECCC Final Review Report:
recommendation 42(f)

... and, subject to subelauses{6)-and-(#) this clause, ask | Drafting changes.

the customer for instructions as to whether the amount

should be credited to —

(a) ereditedto the customer’s account next bill; or ECCC Final Review Report:
minor amendment, item O —
with drafting changes.

(b) repaidte a bank account nominated by the Drafting changes.

customer.
4.18(3) If a retailer receives instructions under subclause (2)(1), Drafting changes.
30(2 the retailer must pay deal with the amount in accordance

with the customer’s instructions within 12 business days

of after receiving the instructions.

4.18(4) H# However, if a retailer does not receive instructions Drafting changes.
30(3 under subclause {2}(1) within 5 business days of after

making the request, the retailer must use reasonable

endeavours to credit ...

... the amount overcharged to the customer’s account ECCC Final Review Report:

next bill. minor amendment, item P

30(4) If a customer has been overcharged an amount that is A similar matter was

less than $100, the retailer may credit the amount to the | previously addressed in

customer’s next bill instead of complying with subclause | clause 4.18(6).

(). Includes ECCC advice:
minor amendment, item B59

4.18(5) No interest shall-acerue-to-a-credit-orrefundreferred-toin | ECCC Final Review Report:

30(5) subelause{(2) is payable on an amount that has been minor amendment, item Q —
overcharged. with drafting changes.

4.18(6) H-the-amountreferred-to-in-subclause(2)isless-than A similar matter is now

addressed in clause 30(4) of
the amended Code.

15 The amendments differ from ECCC Final Review Report: minor amendment, items N and R because item R
would have resulted in retailers having to advise customers who have vacated their supply address of an
overcharge by no later than the next bill. As these customers may no longer be receiving bills, it would have
been unclear how the clause applied to these customers.
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or
| it 1 , i
B # Despite subclauses (1) to (5), if a customer has been Drafting changes.
30(6) overcharged by-aretailer; and the customer owes a debt
to the retailer, ...
... then-provided-that the customeris-not-a-residential This matter is now
eusteme#e*pene;wng—paymea&—d%eu%&e@nanetai addressed in clause 30(7) of
hardship; ... the amended Code.
... the retailer may, with-written-netice after giving notice | ECCC Final Review Report:
to the customer, ... recommendation 41
... use the amount of the overcharge to set off the debt Drafting changes.
owed-to-the retailer.
30(7) Subclause (6) does not apply if the customer is a ECCC Final Review Report:
customer experiencing financial hardship. recommendation 50(f)
Includes ECCC advice:
minor amendment, item B60
This matter was previously
addressed in clause 4.18(7).
A48 If-afterthe-set-off; there remains an amount of in credit Drafting changes.
30(8) after a set-off under subclause (6), the retailer must deal | |4cjudes ECCC advice:
with that the amount eferedit in accordance with minor amendment. item B...
subelause{2) subclauses (1) to (4) er—H-(depending on ’
the amount is-less-than-$100,subelause{(6) that remains
in credit).
31 Request for final bill This clause is included in
this table under clause 4.14.
419 Adjustments ECCC Final Review Report:
) aretailerproposes-torecoveran-amount-of-an recommendation 42(a)
aelju_ stme tﬁ‘”’ ieh elees, ota |se_|elue to-any-actof
e
ta)}—Hmitthe-amount to-be eeo vered to-no-more
than-the amouRto-the adjust et forthe 12
RORALAS pl |g| 0 .tlne ??Ee o “."I © El'e. Fete leas
.
amountott |e_ad1ust Aentiorthe 12 Mol “.
and-relevant seasonal-and-otherfactors-agreed
{by—notify-the-customer-of the-amount-of- the
fo—metrocnothocnstomortesoe o oo sovment
feerond
() —in-relation to-a residential customer-ofier the
customertime-to pay-that amount b? neansof
a.' Astaimentpia aeeo da |e|e with-clause
Wm{‘m&h%h‘e‘adwm‘e{. i i IE e ated.
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‘ Reason for amendment

Division 8

Providing bills under standard form contracts

Drafting changes.

32(1)

Provision of bills

A retailer must allow a customer who has entered into a
standard form contract to choose to receive bills —

(a) by post as paper bills; or

(b) by email sent to an email address provided by the
customer.

recommendation 17(b)

ECCC Final Review Report:
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Reason for amendment

32(2) Subclause (1) applies despite any other arrangement or | ECCC Final Review Report:
agreement that may be in place between the retailer and | recommendation 17(b)
the customer in relation to paying bills. Subclause (2) clarifies that
customers on a standard
form contract can agree to
other bill formats, but always
have the option of (or are
able to revert back to) a
paper or email bill.
51 Due datesforpayment* e ECCC Final Review
33 )The due-date-on-abillmustbe-atleast 12 business Report: recommendation
days-from-the-date-of that billunless-otherwise 5(a)
agreed-with-a-customer- « ECCC Final Review
—Unlessa-retallerspecifies-a-laterdatethe-date-of Report: recommendation
dispateh-is-the-date-ef-the-bill- 43(a) — with drafting
Payment date changes.
The date by which a bill must be paid must be not earlier
than 12 business days from the bill issue date.
52 Mintmum-payment Payment methods* Drafting changes.
34
. Uploosothopanocnoroochundhnocusiomer ECCC Final Review Report:
34(1 recommendation 5(a)
... & A retailer must offerthe-customer-atleastthe ECCC Final Review Report:
following-payment-methods accept payment for a bill in recommendation 44 — with
the following ways — drafting changes.
(@) in person at 1 or more payment outlets located
within the LocalGovernmentDistriet local
government district of the customer’s supply
address;
(b) by telephone;
b}(c) by mai post;
{e)(d) for residential Centrelink customers; — by ECCC advice: minor
Centrepay; amendment, item A1l
()(e) electronically-by-means-of BRay-ercredit-card-and | ECCC Final Review Report:
by electronic funds transfer. recommendation 44 — with
{e)—by-telephone-by-means-of creditcard-or-debiteard- | drafting changes.
34(2) This clause does not limit any other method for the Drafting changes.
payment of a bill that may be agreed between the retailer
and the customer, including the option of payment by
direct debit.
53 Direct-debit ECCC Final Review Report:
f-a-retailer-offers-the-option-of payment-by-a-direct-debit | recommendation 45
fae Hyto-a-custome tllne,leteule. HiStPHO te,tlne direct
deb. Hacility-con '7'9 Sy ebta'.“t &-Gustomers
"eﬁ tHable-consent aﬁdl agree-w tll E.'eFGH.S.EQ er-the-date
5.4 A Subject to this clause, a retailer must accept ... ECCC Final Review Report:
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Clause ‘ Reason for amendment

35(1) recommendation 46(a)

... payment in advance from a customer en-reguest. The words “on request” are
unnecessary. The clause
already implies that the
payment is initiated by the
customer.

54 Acceptance-of-an-advancepaymentby-aretallerwillrot | Drafting changes.

35(2 require-the A retailer is not required to credit any interest
to the-ameounts an amount paid in advance.

5.4(3) Subjectto-clause-6-9-forthe-purposes-ofsubelause{L): |« To clarify that a retailer

35(3 The amount of $20 is the minimum amount ferwhich that does not require a
a retailer will is required to accept as a payment in customer’s agreement to
advance payments from a customer (although the retailer accept a payment in
may accept a lower amount if it thinks fit). ... advance amount of less

than $20.
e ECCC advice: minor
amendment, item B46
.. unless-otherwise-agreed-with-a-customer. ECCC Final Review Report:
recommendation 5(a)

35(4) A retailer may determine an amount (a maximum credit | ECCC Final Review Report:
amount) that a customer’s account may be in credit. recommendation 46(a) —

with drafting changes.

35(5) A maximum credit amount must not be less than $100. ECCC Final Review Report:
recommendation 46(a) —
with drafting changes.

35(6) If a retailer determines a maximum credit amount, the ECCC Final Review Report:
retailer must publish the maximum credit amount on its recommendation 46(a)
website.

35(7 A retailer is not obliged to accept payment in advance if ECCC Final Review Report:
the customer’s account is in credit for more than the recommendation 46(a) —
maximum credit amount. with drafting changes.

35(8) If a customer’s account is in credit for more than the ECCC Final Review Report:
maximum credit amount, the retailer may refund any recommendation 46(a) —
amount in excess of the maximum credit amount to the with drafting changes.
customer at any time.

5536 Absence-orillness Redirection of bills Drafting changes.

55 i aresidentialcustomeris-unable-topay by way-of the ECCC Final Review Report:

36 sacthededosonbodinclonen B0 din toillnses o recommendation 47 — with
absenceraretaller-must-offertheresidential-customeron | drafting changes.
third-person-at-no-charge.

A retailer must redirect a customer’s bill to a different

address (including to an email address or a different

email address) on the customer’s request and at no

charge.

5637 Late payments payment fee Drafting changes.
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Clause

37(1)

A retailer must not charge a residential customer a late

payment fee in connection with the payment of a bill if —

(@) the residential customer receives a concession,
provided unless the residential customer did-net
receive has received 2 or more reminder notices
within the previous 12 months; or

(b) the residential customer and the retailer have agreed
to —

(i) a-paymentextension the customer being given
additional time to pay a bill under Part 6, and
the residential customer pays the bill by the
agreed {newj due date; or

(i) aninstalmentplan a payment plan under Part 6,
and the residential customer is making
payments in accordance with the instalment

planr payment plan;

or
(c) subject to subclause (2), the residential customer
has made a complaint directly related to the non-
payment of the bill to the retailer or te the electricity
industry ombudsman; and —
0] if the complaint has been made to the retailer
— the complaint has not been resolved by the
retailer;, or {i} the complaint is has been
resolved by the retailer in favour of the
residential customer- ...

‘ Reason for amendment

Drafting changes.

Includes ECCC advice:
minor amendment, item B64
and B65

denti , :
shall-only-be-caleulated-from-the-date-of the
retaller's-deeision; or

This matter is now
addressed in clause 37(3) of
the amended Code.

(i) if the complaint has been made to the
electricity industry ombudsman — the
complaint has not been determined, or has
been upheld by the electricity industry

ombudsman {lﬁareemplaw—has—been4nade4e

Drafting changes.

decision; or
or

This matter is now
addressed in clause 37(3) of
the amended Code.

(d) the residential customer is assessed-by-theretailer

underclause-6-1{1)asbeing-in a customer
experiencing financial hardship.

Drafting changes.

37(2)

If a retailer has charged a late payment fee in the
circumstances set out in subclause (1)(c)(ii) because the
retailer was not aware of the complaint, the retailer will
does not contravene subclause (1)(c)(ii) but must refund
the late payment fee on the customer's next bill (unless a
fee is payable under subclause (3)).

Drafting changes.

37(3)

If a complaint referred to in subclause (1)(c) is not

Drafting changes. This
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Clause ‘ ‘ Reason for amendment

resolved in favour of the customer, any late payment fee | matter was previously
must be calculated from the date of the retailer’s or the addressed in clause

electricity industry ombudsman’s decision (as the case 5.6(1)(c)(ii) and (iii).
may be).
5.6(3) If a retailer has charged a residential customer a late Drafting changes.
37(4) payment fee, the retailer must not charge an additional

late payment fee in relation to the same bill within 5

business days frem-the-date-of receipt of after the day on
which the customer receives the previous late payment

fee notice.
5.6(4) A retailer must not charge a residential customer more Drafting changes.
37(5 than 2 late payment fees in relation to the same bill or

more than 12 late payment fees in a year 12-month

period.
5.6(5) If a residential customer has been assessed as being-in a | Drafting changes.
37(6 customer experiencing financial hardship underclause

6-1(1), a retailer must retrospectively waive any late
payment fee charged under the residential customer’s
last bill prierto before the assessment being was made.

Vacating a supply address* Drafting changes.

Drafting changes.

|

Except as set out in this clause, if a customer gives
notice and vacates the supply address within the time
specified in the notice, the retailer must not require the
customer to pay for electricity consumed at the
customer’s supply address from —

{e)(a) if the customer gave at least 5 days’ notice — the
date on which the customer vacated the supply
address;-if-the-customergave-atleast5-days’
netice; or

{e)(b) in any other case — 5 days after the customer

gave noticein-any-othercase;

unless-the retailer-and-the-customer-have-agreed-to-an ECCC Final Review Report:
aklternativedate. recommendation 5(a)

542} If a customer reasonably demonstrates to a retailer that | Drafting changes.
38(2) the customer was evicted or otherwise required to vacate
the supply address, the retailer must not require the
customer to pay for electricity consumed at the
customer’s supply address from the date on which the
customer gave the retailer notice.

54(3) For the purposes of subclauses (1) and (2), notice is Drafting changes.
38(3) given if a customer —

(a) informs a retailer of the date on which the customer
intends to vacate, or has vacated, the supply
address; and

(b) gives the retailer a forwarding address (which may
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Clause ‘ Reason for amendment
be an email address) to which a final bill may be
sent.
574y Netwithstanding Despite subclauses (1) and (2)-#— Drafting changes.
38(4) (@) aifthe retailer and a new customer enter into a rew
contract for the supply address, the retailer must not
require the previous customer to pay for electricity
consumed at the eustomer’s supply address from the
date that-the-new-contract on which the contract with
the new customer becomes effective; and
(b) anether if a new retailer becomes responsible for the
supply of electricity to the supply address, the
previous retailer must not require the customer to
pay for electricity consumed at the eustomer’s supply
address from the date that on which the ether new
retailer becomes responsible.;-and
{e)y—the-supply-address-is-disconnectedtheretailermust | ECCC Final Review Report:
notreguire-the-customer-to-pay-forelectricity recommendation 48
consumed-at-the-customer's-supply-address-from-the
545} Netwithstanding Despite subclauses (1), (2) and (4), a Drafting changes.
38(5 retailer’s right to payment does not terminate withregard
in relation to any amount that was due up until the
termination of the contract.
5.8(1) A retailer must not commence proceedings for recovery Drafting changes.
39(1 of a debt —
(@) from a residential customer who has informed the
retailer in accordance with clause 6-1{1) 40 that the
residential customer is ...
... experiencing payment-difficulties-orfinancial ECCC Final Review Report:
hardship payment problems, unless and until the recommendation 50(f) — with
retailer has complied ... drafting changes.
The ECCC recommended
deleting “payment difficulties
or” so the clause would only
apply to customers
experiencing financial
hardship. However, clause
40 of the amended Code
applies to customers who
have informed the retailer
that they are experiencing
payment problems. For
consistency with clause 40,
clause 39(1) of the amended
Code refers to customers
experiencing payment
problems.
... with all the requirements of clause 6-% 40 and (if | Drafting changes.
applicable) clause 6-3 41(3); and
(b) while a residential customer continues to make
payments under an alternative payment
arrangement under Part 6.
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Clause ‘ Reason for amendment

S If a customer with a debt owing to a retailer requests the | Drafting changes.

39(3) retailer to transfer the debt to another customer, the
retailer may transfer the debt to the other customer
provided-that if the retailer obtains the other customer's
verifiable consent to the transfer.

Part 6 Payment Ditficulties-&Financial- Hardship assistance | Drafting changes.

61 # Unless subclause (2) or (5) applies, if a residential Drafting changes.

40(1) customer informs a retailer that the residential customer
is experiencing payment problems, the retailer must;

&) within 5 business days, assess whether the ECCC Final Review Report:
residential customer is experiencing payment recommendation 50(f)
difficulties-er financial hardship.;-anéd

(b)—itthe retailer cannot-make-the-assessment-within 5 ECCC Final Review Report:
business-days,refertheresidential-customer-to-a recommendation 51(a)
relevant-consumerrepresentative-to-make-the
Socooomonk

6.2 If a residential customer provides a retailer with an Drafting changes.

40(2 assessment from a relevant consumer representative the
retailer may adopt that assessment as its own
assessment for the purposes of subclause (1)().

6-1(3) When undertaking the assessment required by subclause | Drafting changes.

40(3 (1)(a)-unless-aretailer-adopts-an-assessmentfrom-a Includes ECCC advice:
relevant consumerrepresentative; the retailer must give | minor amendment, item B49
reasonable consideration to —

(@) information —

(i) given by the residential customer; and
(ii) requested or held by the retailer; e
or

(b) advice given by a relevant consumer representative
(if any).

6.4 A retailer must, on request, advise a residential customer | Drafting changes.

40(4) onrequest of ...

... the detailsand outcome of an assessment carried-eut, | To clarify that retailers must

including the reasons for the outcome of the assessment, | advise customers not only of

under subclause (1). the outcome, but also of the
general reasons for the
assessment (but not the full
internal assessment).

40(5) A retailer is not required to undertake an assessment ECCC Final Review Report:
under subclause (1) if the retailer has previously recommendation 52
undertaken an assessment in relation to the customer
unless the customer has indicated that there has been a
change in their circumstances since that previous
assessment.

6.2 Temporary-suspension-of-actions ECCC Final Review Report:
(1) -aretailerrefers-aresidential-customer-to-a+relevant | recommendation 51(b)

consumerrepresentative-under-clause 6. {1} {b)-then
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Clause

‘ Reason for amendment

ECCC Final Review Report:
recommendation 50(a)

A similar matter is
addressed in clause 41(1) of
the amended Code.

ECCC Final Review Report:
recommendation 53(a)

A similar matter is
addressed in clause 41(2) of
the amended Code.

Consequential amendment

Division 2

o

hadl j } } ip Payment assistance

Drafting changes.

Alternative paymentarrangements Payment

assistance

Drafting changes.

A Subject to this Division, a retailer must effera

ECCC Final Review Report:
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Clause ‘ ‘ Reason for amendment
41(1) residential-customer-who-is-experiencing-payment recommendation 50(a)
paymentarrangements make the following available to
residential customers —
(a) additional time to pay a bill; and
(b) apayment plan for the amount owing.
an-nterest-free-and-fee-free-instalmentplan-orother | ECCC Final Review Report:
arrangement-underwhich-the residential-eustomeris | minor amendment, item U
given a_elelte al_t neto-pay a-bill-or-to-pay arrears
tincluding-ai '5.5‘ sconnectiona 'd. econnecton .
connection-wit the-establishment of operation-o the
instain eAtpran-o othes arrangement ”l.' sh-wouid
|etlet ierwmise be_payab € Fihe residential eusl tomer
arrangement.
41(2) However, a customer is only entitled to select 1 option ECCC Final Review Report:
under subclause (1) once per bill. recommendation 50(a)®
41(3) A retailer must offer a residential customer who is e ECCC Final Review
assessed as experiencing financial hardship at least the Report: recommendation
following (without the need for the customer to make a 53(a)t’
request) — « ECCC Final Review
(a) a payment plan; Report: minor
(b) assistance in accordance with clause 45. amendment, item T
42 Limits to payment extensions ECCC advice:
If a residential customer has, in the previous 12 months, | "fécommendation 6
on at least 2 occasions, failed to pay a bill within a period
of additional time made available under clause 41(1)(a),
a retailer is not required to offer the customer additional
time under clause 41(1)(a).
43 Payment plans Drafting changes.
6:4(2) When-offering-or-amending-an-instabmentplan;a A ECCC Final Review Report:
43(1 retailer must —{a) ensure that the-instalmentplan a recommendation 54(a)
payment plan for a residential customer is fair and
reasonable, taking into account —
(a) information about a—madenﬁai the customer’s
capacity to pay and-consumption-histery; and
(b) the amount of any arrears payable by the customer
to date.
(b)—comply-with-subelause{(3)- ECCC Final Review Report:
minor amendment, item V
43(2) A retailer must, in relation to a residential customer for ECCC Final Review Report:

whom a payment plan is being considered, offer the
customer assistance to manage their bills for ongoing

recommendation 54(b)

16 Includes drafting changes proposed in ECCC advice: minor amendment, item B....
17 Includes drafting changes proposed in ECCC advice: minor amendment, item B....
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consumption during the period of the payment plan.
Examples for this subclause:
A retailer may offer to assist a residential customer:

(a) by estimating the customer’s consumption over the
period of the plan and building this into any repayment
schedule at the start of the plan; or

(b) by qgiving consideration to rolling new bills into the plan
as time progresses.

Reason for amendment

43(5)

If a residential customer accepts an-instalmentplan

offered-by-aretailer a payment plan, the retailer must, —

&) within 5 business days ef after the residential
customer aceepting accepts the instalmentplan
payment plan, provide the residential customer with
information ...

Drafting changes.

Includes ECCC advice:
minor amendment, item B69

.. in writing er-by-electronic-means that specifies —

ECCC Final Review Report:
recommendation 3

(@) the terms of the instalment-plan-payment plan,
{including the number and-ameount of

payments, the amount of each payment, the
duration-ef payments when each payment
must be made and how the payments are
calculated}; and

{h(b) the consequences of not adhering-to
complying with the instalment-plan-payment
plan; and

{ii(c) the importance of centacting making contact
with the retailer to ask for further assistance if

the residential customer cannot meet comply
with, or continue to meet comply with, the

mstalmem—pla#w@te#ms—and

Drafting changes.

Include ECCC advice: minor
amendment, item B69

A similar matter is now
addressed in clause 43(4) of
the amended Code.

43(3)

If a residential customer has, in the previous 12 months,
had 2 instalmentplans payment plans cancelled due to
non-payment, a retailer dees-is not have required to offer
thatresidential the customer another instalmentplan
payment plan srdersubelause{1); under this Division
unless the retailer is satisfied that the residential
customer will comply with the instalmentplan payment
plan.

ECCC Final Review Report:
recommendation 50(b)

43(4)

For the purposes of subclause {4)(3), cancellation does

not include the revisien-of-an-instalment-plan variation of
a payment plan under clause 6-7 44.

Drafting changes.

43(6)

However, the retailer is not required to comply with
subclause (5) if the retailer has provided to the customer
the information referred to in that subclause within the
preceding 12 months.

ECCC Final Review Report:
recommendation 56
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Reason for amendment

65 Definitions This matter is now

In-this-division— addressed in clause 3 of the
“ iencino-fi i in” amended Code.

: . ho has |
j O
asses_sed_by aﬁ_ retaiery |d|e € Ia. use-6-1{h)-as
Division 3 | Assistahree Additional assistance available to Drafting changes.
residential customers experiencing financial

hardship

Subdivision | Specific-assistance-available Drafting changes.

1

6.6 Reduction of fees, charges and debt Amendments to this clause
are included in this table
under new clause 44.

6.7 Revision-of-alternative-payment-arrangements Drafting changes.

44 Variation of payment plans

67 l#areustemer—e*peﬁenewamakhapdsmp—er—a e ECCC Final Review

44 Felevan{—eensemepreppesentaWe—reasenably Report: recommendations

demenstrates%%mtwk_a{—uffa{—theueus@qqer—isaﬂable% 53(b), 57 and 58

meetthe-customers-obligations-undera payme ¢ . The amended clause

arrangementy d.e' crause 6-4(h)-the-retaller-must give applies to all residential
reasonableconsiderationto—
i _ ) customers, not only

@—MMWFWH&H,—% customers experiencing
customer-had-previoushy-elected-a-payment financial hardship.

i T ) ) e ECCC advice: minor
éb)—eﬁemng%&rewse%h&mstatmem—plan—#—th&eustemeﬁ amendment, item A12 and
had-previously-elected-an-instalment-plan- B70

(1) A retailer must review a payment plan at the request
of a residential customer.

(2) A retailer is not required to undertake a review under
subclause (1) on more than 2 occasions in any 12-
month period (but may agree to undertake 1 or more
additional reviews if the retailer thinks fit).

(3) _The retailer must offer to vary a payment plan if a
review under subclause (1) indicates that the
customer is unable to meet obligations under the
payment plan.

(4) _The retailer must, within 5 business days after the A similar matter was
customer accepts an offer to vary the payment plan, | previously addressed in
provide the customer with information that clearly clause 6.4(3)(b).
explains, and assists the customer to understand, Clause 6.4(3)(b) required
the variation. the information to be given

at least 5 business days
before the variation took
effect. This ensured that, if a
retailer varied a payment
plan without the customer’s
agreement, the customer
had 5 business days to
contact the retailer about the
variation.
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Clause ‘ Reason for amendment
Because all variations to a
payment plan now require
the customer’s agreement, it
is no longer necessary for
information about variations
to be given 5 business days
before the variation takes
effect. Therefore, the words
“at least 5 business days
before”, in clause 6.4(3)(b),
have been replaced with
“within 5 business days
after”.

This will allow any variation
to a payment plan to take
effect immediately.
(5) The retailer must not vary a payment plan without ECCC Final Review Report:
the customer’s agreement. recommendations 53(b), 57
(6) An agreement under subclause (5) must relate to the | and 581
particular variation rather than under a general
agreement to future variations. ECCC advice: minor
(7) Nothing in this clause prevents a retailer from amendment, item B71
cancelling a payment plan if the customer fails to
comply with the payment plan.
6.6 Reductions of fees, charges and or debt and e« ECCC Final Review
45 provision of advice Report: minor
amendment, item W —
with drafting changes.
e ECCC advice: minor
amendment, item B52

6-6(1) A retailer must give reasonable consideration to a Drafting changes.

45(1 request by a customer experiencing financial hardship, or
a relevant consumer representative for the customer, for
a reduction of the customer’s fees, charges or debt.

S In givinrgreasonable-censideration acting under Drafting changes.

45(2 subclause (1), a retailer sheule-referte-the must take into | |4cjudes ECCC advice:
account its hardship policies and procedures refefredto | inor amendment. item B73
inclause-6-10(3) under clause 46. '

6.8 Provision-of-information ECCC advice: minor

45(3 A retailer must advise a customer experiencing financial | amendment, item B74

hardship of the —

(@) customer’s right to have the a bill redirected to a
different address (including an email address) at no

charge to-a-third-person; and

Consequential amendment
of ECCC Final Review
Report: recommendation 47
(replace the words “third
person” with “different
address”)

18 Includes drafting changes proposed in ECCC advice: minor amendment, item B....
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Reason for amendment

(b)

payment methods available to the customer; and

Drafting change.

(©)

concessions that may be available to the customer
and how to access them; and

ECCC Final Review Report:
minor amendment, item X

(d) different types of tariffs that may be meters available

to the customer and-‘ortariffs-{as-applicable); and

ECCC Final Review Report:
recommendation 59

(e) independent financial counselling services and
relevant consumer representatives available to

assist the customer; and

(f) availability of any other financial assistance and

ECCC Final Review Report:
minor amendment, item Y

... offered by the retailer should-reasonably-be
aware-of, and ...

ECCC Final Review Report:
minor amendment, item Z

... how to access them this assistance.

Drafting changes.

6.9 Paymentin-advance ECCC Final Review Report:
)—Aretailermust-determine-the-minimum-paymentin recommendation 60
1 i . L
. vance al ouRt-as-reie e_el to- clatse 5-4(3) ol
relevant-consumerrepresentatives:
(2)—Aretailer may app? il erentmiRimum payment
T ol ” il
Subdivisien | Hardship-policy-and-hardship-procedures Drafting changes.
2
610 Obligation-to-develop-hardship Hardship policy and Drafting changes.
46 hardship procedures
610 A retailer must develop, maintain and implement a ECCC Final Review Report:
46(1) hardship policy and hardship procedures to assist minor amendment, item AA
customers experiencing financial hardship ...
... I-meeting to meet their financial obligations and Drafting changes.
responsibilities to the retailer.
6-10(2) The hardship policy must — ECCC Final Review Report:
46(2) (a)  be developed in consultation with relevant minor amendment, item BB.
consumerrepresentatives; This matter is now
addressed in clause 46(5)(a)
of the amended Code.
{b)(a) include a statement encouraging customers to Drafting changes.
contact their the retailer if a-customeris-having Includes ECCC advice:
trouble they are experiencing problems paying the | inor amendment. item B75
retailer’s their bill; and '
{e)}(b) include a statement advising that the retailer will
treat all customers sensitively and respectfully; and
{&)(c) include a statement that the retailer may reduce
andfor waive fees, charges and or debt; and
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Clause ‘ ‘ Reason for amendment
{e)(d) include an objective set of hardship indicators; and
H(e) include — ECCC Final Review Report:
(i) an overview of the payment and other recommendation 50(g)
assistance available to customers in-financial
... in-accordance-with-Part 6 of the Code Drafting changes.
under this Part (other than the retailer’s
requirement to advise the customer of the
ability to pay in advance and the matters
referred to in elabses-6-8 clause 45(3)(a), (b)
and (d)); and
(i) astatement that the retailer offers residential | ECCC Final Review Report:
customers the right to pay their bill by minor amendment, item CC
Centrepay; and
(i) a statement that the retailer is able to provide | Drafting changes.
further details on request:;
and
{g(f) include an overview of any concessions that may Drafting change.
be available to the retailer's customers; and
(q) include — ECCC Final Review Report:
(i) the telephone number for interpreter services, | minor amendment, item DD
identified by the National Interpreter Symbol
with-the-words-“Interpreter-Services"; and
{i—information-on-the-availability-ofindependent | ECCC Final Review Report:
multi-lingual services;-and minor amendment, item EE
Gin(ii) information-on-the-availability of TTY ECCC Final Review Report:
services the telephone number (or numbers) recommendation 4
for services that can assist customers with a
speech or hearing impairment;
and
{}——be-available-on-the retailer's-website; ECCC Final Review Report:
minor amendment, item FF.
This matter is now
addressed in clause 68(1)(c)
of the amended Code.
{y(h) for printed copies of the hardship policy — be ECCC Final Review Report:
available in large-print copies; and recommendation 61
@3() include a statement specifying how the retailer will | -
treat information disclosed by the customer to the
retailer and information held by the retailer in
relation to the customer.
6-10(3) The hardship procedures must — ECCC Final Review Report:
46(3) {a)—be-developed-in-consultation-withrelevant minor amendment, item BB.
€onsumerrepresentatives; This matter is now
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Clause

‘ Reason for amendment

addressed in clause 46(5) of
the amended Code.

{b)(a) provide for the training of staff (including call centre
staff, field officers and all subcontractors employed
to engage with customers experiencing financial
hardship) about issues related to financial hardship
and its impacts, and how to deal sensitively and
respectfully with customers experiencing financial
hardship; —

. Il " _allsul

el it A
inane ip; and

(e NotUsed

Drafting changes.

{eh(b) include guidance —

(i) that assists the retailer in identifying
residential customers who are experiencing
financial hardship; and

(iiy that assists the retailer...

ECCC Final Review Report:
minor amendment, item GG

. in determining a residential customer’s
usage needs and capacity to pay when
determining the cenditions terms of an
instalment-plan a payment plan; and

(i) fer about the suspension of disconnection and
debt recovery procedures; and

(iv) en about the reduction ardfor waiver of fees,
charges and or debt; and

(v) en about the recovery of debt:;

and

{e)(c) require that the retailer’s credit management staff

have a direct telephone number and that the

number be provided to relevant consumer

representatives;.

Drafting changes.

Includes ECCC advice:
minor amendment, item B76

: , | . ) ol
and-relevant-consumerrepresentatives-a-copy-ofthe
ihi ey includi _

ECCC Final Review Report:
minor amendment, item FF.

A similar matter is now

addressed in clause 68(1)(c)
of the amended Code.

NotUsed

Drafting changes.

6.10(6)
46(6)

If directed by the Authority, a retailer must, within a

period specified by the Authority —

(a) review its hardship policy and or hardship
procedures; and

(b) inconsultation consult with relevant consumer
representatives for the purposes of the review; and

(c) submit te-the-Authority the results of that the review

Drafting changes.
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Clause ‘ Reason for amendment
to the Authority ...
.. within-5-business-days-after-itis-completed. ECCC Final Review Report:
recommendation 62
6.10(7) A-retailer-mustecomphy-with-the-Autherity's-Finaneial ECCC advice:
Hardship-Peliey-Guidelines- recommendation 7
46(4) A retailer must consult with relevant consumer ECCC advice:
representatives when the retailer is — recommendation 7
(a) developing a hardship policy or hardship ECCC Final Review Report:
procedures; or minor amendment, item BB.
(b) making a material amendment to its hardship policy. | These matters were
previously addressed in
clauses 6.10(2)(a), (3)(a)
and (8).
6-10(8) A retailer must — To ensure retailers do not
46(5) (a) provide a copy of its hardship policy to the Authority; | only provide a copy of their
and amended hardship policy to
the ERA, but also a copy of
their initial hardship policy.
Haretailermakes-a-materialamendmentiotheretailers | Drafting changes.
... theretailer must-consult-with-relevant consumer ECCC Final Review Report:
representatives,-and ... minor amendment, item BB.
This matter is now
addressed in clause 46(5) of
the amended Code.
(b) submitto-the-Authority provide a copy of the Drafting changes.
retailer’'s amended hardship policy to the Authority if
it makes a material amendment to the policy ...
.. within-5-business-days-of-the-amendment. ECCC Final Review Report:
recommendation 63
Part 7 Disconnection and-interruption Amended Part 7 only deals
with disconnections.
Division 1 Conduct in relation to disconnection erinterrdption Amended Part 7 only deals
with disconnections.
D Prierto Before arranging for the disconnection of a Drafting changes.
48(1) customer’s supply address for failure to pay a bill, a
retailer must —
(@) givethecustomerareminder-notice; not less than
15 business days ...
... from the date-of dispatch-of-the bill issue date, ... | ECCC advice: minor
amendment, item A13
... ineluding— give to the customer a written notice Drafting changes.
(areminder notice) that sets out — Includes ECCC advice:
(|) the retailer’'s telephone number for bl”lng and minor amendment, item B77
payment enquiries; and
D246816 346



Clause

(i) advice-en how the retailer may assist inthe
event if the customer ...

‘ Reason for amendment

. is experiencing payment-difficulties-or
#nanelaJ-haFdsm problems paying the bill;

and

ECCC Final Review Report:
recommendation 50(d)

(b)
(©)

use its best endeavours to contact the customer to
advise of the proposed disconnection; and

give the customer a disconnection warning, not less

than 20 business days from the date-of-dispatch-of

the bill issue date, advising the customer —

ECCC advice: minor
amendment, item A13

(i) that the retailer may disconnect the customer’s
supply address with at least 5 business days’
notice to the customer; and

(i) of the existence and operation of complaint
handling processes, including the existence and
operation of the electricity industry ombudsman

and the Freecal-telephone-number-of contact
details for the electricity industry ombudsman.

Drafting changes.

Includes ECCC advice:
minor amendment, items
B78 and B79

48(2)

For the purposes of subclause (1), a customer has failed
to pay for a retailer’s bill if the customer has not —

(@)
(b)

(©

paid the retailer’s bill by the due date; or

agreed with the retailer to an offer of an-instalment
plan a payment plan or other payment arrangement
to pay the retailer's bill; or

adhered to the customer’s obligations to make
payments in accordance with an agreed instalment

planr payment plan or other payment arrangement
relating to the payment of the retailer’s bill.

Drafting changes.

Includes ECCC advice:
minor amendment, item B80

49

Notwithstanding Despite clause #1 48, a retailer must
not arrange for the disconnection of a customer’s supply

address for failure to pay a bill —

@)

within 1 business day after the expiry of the period
referred to in the disconnection warning; or

Drafting changes.

(b)

if the customer is adhering to the customer’s
obligation to make payments in accordance with an
agreed payment plan or other payment arrangement
relating to the payment of the bill; or

ECCC Final Review Report:
recommendation 64 — with
drafting changes.1®

19 Includes drafting changes proposed in ECCC advice: minor amendment, item B....
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Clause ‘ Reason for amendment
(c) ithe-amountoutstanding-is-less-than-an-amount e« ECCC Final Review
opproved-andpublishod-bytho-Authoryn Report: recommendation
aeee#danea%h—subelause—é@—and—th&eustemephas 66(a) — with drafting
ag%eed—m%h%wretaﬂe#te#epay—th&ameum changes.?°
eu%standmgr Amended subclause (c)
if= does not apply to
(i) __the customer is a residential customer; and residential customers who
(i) _the outstanding amount is less than $300; and have refused to enter into
(iii) the customer contacts and agrees with the an instalment plan, or who
retailer to pay this amount; have entered into an
or instalment plan but have
- defaulted on their plan (as
the customer must have
“agreed with the retailer to
pay the amount
outstanding”).
e ECCC advice:
recommendation 8
(d) if the customer has-made-an-applicationfora ECCC Final Review Report:
concession informs the retailer, or the retailer is recommendation 65 — with
otherwise aware, that the customer has applied for a | drafting changes.
concession and a decision on the application has not Includes ECCC advice:
yet been made; or minor amendment, item B...
(e) if the amount the customer has-failed fails to pay an | Drafting changes.
amountwhich does not relate to the supply of Includes ECCC advice:
electricity; or minor amendment, item B...
(f) if the-supply-address-doesnotrelateto the bill does | ECCC Final Review Report:
not relate to the supply address, unless other than if | minor amendment, item JJ —
the ameunt-outstanding bill relates to a supply with drafting changes.
address previously occupied by the customer.
72(2) Forthe-purpeses-of-subclavse-(){e)-the-Authorty-may ECCC Final Review Report:
approve-and-publish—inrelationtofailluretopay-a-bilkan | recommendation 66(b)
amoed 'EGHESE'E“'Q.' gheIow ;F ; I ,
address:
3 (1) # This clause applies if a retailer and a residential Drafting changes
50 customer have entered into —

(@) adual fuel contract; or
(b) separate contracts for the supply of electricity
and the supply of gas, under which —
(i) asingle bill for energy is issued to the
customer; or
(i) separate, simultaneous bills for electricity
and gas are; issued to the customer.
. | . . ’
(2) the The retailer must not arrange for disconnection
of the residential customer’s supply address for
failure to pay a bill within 15 business days from the

20 Includes drafting changes proposed in ECCC advice: minor amendment, item B....
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Reason for amendment

date of disconnection of the residential customer’s
gas supply.
43 (1) Aretailermust-netarrange-forthe-disconnectionofa | Drafting changes.
51(1)-(2 customer's-supply-address-for denying-access-to-the
meter-unless— ECCC advice, minor
(a)—the customer-has-denied-accessforatleast9 amendment, items B85 and
consecutive-months: B86
Subclause (2) applies if, for at least 9 consecutive
months, a customer does not provide the retailer or
distributor (or a representative of the retailer or
distributor) safe access to the customer’s supply
address for the purposes of reading a meter at the
supply address.
(2) If this subclause applies, the retailer may arrange for
the disconnection of the customer’s supply address if
b}(a) the retailer has, priorte-giving-thecustomera | ECCC Final Review Report:
disconnection-warning-undersubelause{f); ... | recommendation 68
Instead of inserting the
words “prior to giving the
customer a disconnection
warning under subclause
(f),” in paragraphs (c) and
(e) (now (b) and (c)) the
words have been deleted
from paragraph (b) (now
(a)). The order of subclause
(2) makes it clear that
paragraphs (b), (c) and (e)
(now (@) to (c)) must be
addressed before the retailer
may give the customer a
disconnection warning under
paragraph (f) (now (d)).
... 0n at least ence 1 occasion, given gives the | Drafting changes.
customer iR-writiRg-5-business-days written Includes ECCC advice:
notice — minor amendment, item B87
) a_el., Sﬁ gt |eﬁeuste|| el otthe-next dat_e of
the-supply-address:;
i . |
supply-addressfor-the purpose-of-the
(i) __giving at least 5 business days’ notice of a
date on which, or a timeframe during
which, the customer is requested to
provide safe access to the supply address
in order for the retailer or distributor (or a
representative) to gain access to the
meter; and
(i) if appropriate, informing the customer of Drafting changes.
the availability of alternative meters that A similar matter was
are suitable to the customer’s supply
D246816 349



Clause

address; and

‘ Reason for amendment

previously addressed in
clause 7.4(1)(d).

(iii) advising the customer of the retailer’s
ability to arrange for disconnection if the
customer fails to provide safe access to
the meter in accordance with the
requirements of the notice or by providing
reasonable alternative access

arrangements;

and

{e)(b) theretailer-has-given the customer an
opportunity fails to provide safe access in
accordance with the requirements of the
notice, or reasonable alternative access
arrangements: within a reasonable time after
notice is given under paragraph (a); and

Drafting changes.

Includes ECCC advice:
minor amendment, items
B87 and B88

Drafting changes.

A similar matter is now
addressed in clause
51(2)(a)(ii) of the amended
Code.

{e)(c) the retailer has-used uses its best endeavours
to contact the customer to advise of the
proposed disconnection on account of that
failure; and

H(d) the retailer has-given gives the customer a
disconnection warning with at least 5 business

days’ notice of its intention to arrange for
disconnection.

Drafting changes.

Includes ECCC advice:
minor amendment, items
B89 and B90

42 A-retaller-may-arrange-fora-distributor-to-carry-out-1-or Unnecessary. A person may
more-of-thereguirements-referred-in-subclause-(1)-on always engage another
behal-of-theretailer- person to carry out one of

more of the Code
requirements.

51(3) Subclause (4) applies if a customer has not provided the | ECCC Final Review Report:
retailer or distributor (or a representative of the retailer or | recommendation 67 — with
distributor) safe access to the customer’s supply address | drafting changes.
for the purposes of — ECCC advice: minor
(a) testing, maintaining, inspecting, altering or replacing | amendment, item B91

a meter at the supply address; or
(b) checking the accuracy of the customer’s
consumption at the supply address.
51(4) If this subclause applies, the retailer may arrange for the | ECCC Final Review Report:

disconnection of the customer’s supply address if —

(a)_the retailer has, on at least 1 occasion, given the
customer written notice —

(i) stating the matter giving rise to the potential

recommendation 67 — with
drafting changes.?!

ECCC advice: minor

amendment, items B92 and

21 Includes drafting changes proposed in ECCC advice: minor amendment, items B61, B62 and B....
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Reason for amendment

disconnection of the supply address; and

giving at least 5 business days’ notice of a date
on which, or a timeframe during which, the
customer is requested to provide safe access to
the supply address; and

advising the customer of the retailer’s ability to
arrange for disconnection if the customer fails to

(ii)

(iii)

provide safe access in accordance with the
requirements of the notice or by providing
reasonable alternative access arrangements;

and
the customer fails to provide safe access in
accordance with the requirements of the notice, or

reasonable alternative access arrangements within a
reasonable time after notice is given under

paragraph (a).

(b)

B93

The requirements for a
disconnection warning
issued under clause 51(4)(a)
of the amended Code are
similar to the requirements
for a disconnection warning
issued under clause 51(2)(a)
of the amended Code.

Drafting changes.

3
+5

This matter is now
addressed in clause 80 of
the amended Code.

Division 2

Limitations Limits on disconnection

Drafting changes.

76
52

General Hmitations limits on disconnection

Drafting changes.

+6(L)
52(1)

Subjectto Unless subclause (3) applies, a retailer must
not arrange for the disconnection of a customer’s supply
address if —

(a) the customer makes a complaint has-been-made to
the retailer that is directly related to the reason for
the proposed disconnection and the complaint has
not been resolved by the retailer; or

the retailer is notified by the distributor, electricity
industry ombudsman or an external dispute
resolution body that there-is the customer has made
a complaint; that is directly related to the reason for
the proposed disconnection and the complaint has
not been resolved by the distributor or determined
by the electricity industry ombudsman or external
dispute resolution body (as the case may be);that
ombudsman-or-external-dispute-resolution-body;; or
al.'d the-co |p|ant s-hot ||eselaed by e |esa|||e g||

(b)

Drafting changes.
ECCC advice, minor

amendment, items B96,
B97, B98 and B99
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Reason for amendment

(c) the supply address is a life support equipment ECCC Final Review Report:
address. recommendation 70(a) —
with drafting changes.
e Subjeetto Unless subclause (3) applies, a distributor Drafting changes.
52(2) must not disconnect a customer’s supply address — ECCC advice. minor
(@ if— amendment, items B96,
(i) the customer has made a complaint has-been B97, B98 and B99

(ii)

made to the distributor that is directly related to
the reason for the proposed disconnection and
the complaint has not been resolved by the
distributor; or

the distributor is has been notified by a retailer,
the electricity industry ombudsman or an
external dispute resolution body that there-is
the customer has made a complaint; that is
directly related to the reason for the proposed
disconnection and the complaint has not been
resolved by the retailer or determined by the
electricity industry ombudsman or external
dispute resolution body (as the case may be);

that-has-been-made-to-the-retaller,-electricity

(b) if the supply address is a life support equipment

address; or

e ECCC Final Review
Report: recommendation
70(b) — with drafting
changes.

{b)(c) during any-time a protected period unless —

(i) the customer is a business customer; and
(i) the business customer’s normal trading

hours fall within a protected period and do
not fall within any other period; and —
A)—fat-within-the E."' era _e__s; Sei-euHnA
ng.zlg.}“ (i) . iod:
and

{vi)(ii)it is not practicable for the distributor to

disconnect the supply address at any other
time.

Drafting changes.
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Reason for amendment

+6(3)
52(3)

. . ‘ , Iy ad i

Subclauses (1) and (2) do not apply if —

(a) the disconnection was is requested by the customer;
or

(b)
emergency-reasons- there is a health or safety
reason warranting the disconnection; or

(c) _there is an emergency warranting disconnection; or

ECCC Final Review Report:
recommendation 69(a) —
with drafting changes.

(d) _electricity has been illegally consumed at the supply
address.

ECCC Final Review Report:
recommendation 69(b)

Y

LiHe-suppoert

ECCC Final Review Report:
minor amendment, item KK
This matter is now
addressed in Part 11 of the
amended Code.

Reconnection-by-retatler® Obligation on retailer to

arrange reconnection

Drafting changes.

% G e

o}
>
o
N

(1) This clause applies if —

(a) a customer’s supply address has been
disconnected by, or at the request of, a retailer;
and

(b) the customer has —

(i) __if relevant, rectified the matter that led to
the disconnection or made arrangements
to the satisfaction of the retailer; and

(i) _made a request for reconnection; and

(iii) _paid the retailer’'s charge for reconnection
(if any), or entered into a payment plan for
those charges.

ECCC Final Review Report:
recommendation 77(a) —
with drafting changes.

ECCC advice, minor
amendment, items B101 and
102.
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Reason for amendment

(2) The retailer must arrange for the customer’s supply
address to be reconnected.

812y For the purposes of subclause {1)(2), a retailer must ECCC Final Review Report:
53(3) forward the customer’s request for reconnection to the recommendation 77(b) —
relevant distributor — with drafting changes.
(a) thatsame-business-day; if the request is received Includes ECCC advice:
before 3_pm on a business day — on that same day; | minor amendment, item
or B103
(b) nolaterthan-3-pm-onthe-nextbusiness-day; if the
request is received —
4} on or after 3_pm on a business day; or
{9 on a Saturday, a Sunday or a public holiday
throughout the State — no later than 3 pm on
the next business day.
8.1(3) H-aretailerdoesnot-forward-therequest-forreconnection | ECCC Final Review Report:
53(4) to-therelevant distributor-within-the- timeframes-in recommendation 77(b) —
subclause(2)-theretailerwillnot-be-in-breach-of this with drafting changes.
clause 8.1 if the retaillercauses Alternatively, a retailer
may cause the customer’s supply address to be
reconnected by-the-distributer within the timeframes that
apply under clause 54(4)(a) or (b) ir-clause-8-2(2)as-
the-distributor-had-received-the-requestforreconnection
f—FG-FH—the—Fe{ﬂle{—m—aeeGFdaﬂGe%N}t—h—SH—bGl&H—S@—w j j .
82 Reconnection-by-distributor Obligation on distributor | Drafting changes.
54 to reconnect supply address
82(1) if a-distributor-has-disconnected-a-customer’'s-supply ECCC Final Review Report:
54(1 address-onrequestby-the-customer'sretailer—and-a recommendation 78(a) —
retatler-has-subsequentlyrequested-the-distributor-to with drafting changes.
re se.nneet the-customers-supply-address, the A ECCC advice: minor
distributor must reconnect the a customer’s supply amendment, item B104
address- if —
(a) the supply address was disconnected by the
distributor at the request of the retailer; and
(b) the retailer forwards the customer’s request for
reconnection to the distributor under clause 53.
54(2) Subclause (3) applies if — ECCC Final Review Report:
(a) a customer’s supply address has been disconnected | recommendation 78(b) —
by a distributor otherwise than at the request of a with drafting changes.
retailer; and
(b) the customer —
(i) _if relevant, rectifies the matter that led to the
disconnection; and
(i) _makes a request for reconnection; and
(i) _pays the distributor’s charge for reconnection (if
any).
54(3) The distributor must reconnect the customer’s supply ECCC Final Review Report:
address. recommendation 78(a) and
(b) — with drafting changes.
8:2(2) For the purposes of subclauses (1) and (3), a distributor | ECCC Final Review Report:
54(4) must reconnect a customer’s supply address — recommendation 78(c) —
D246816 354



Clause

(a) forsupply-addresses if the supply address is located
within the metropolitan area —
(i)  withint-business-day-of-receiptof-therequest;
if the request is received priorto before 3 pm o
a business day — within 1 business day after
receipt of the relevant request; and
if the request is received on or after 3_jpm on a
business day or on a Saturday, a Sunday or a
public holiday throughout the State — within 2
business days after receipt of the relevant

request;

(ii)

or

(b) forsupply-addresses if the supply address is located
within the a regional area —

(i) ifthe request is received before 3 pm on a
business day — within 5 business days of after
receipt of the relevant request;-i-thereguestis
recelved-prior-to-3pm-on-a-business-day; and

ithin 6 busi I : ot of 4 ,
if the request is received on or after 3 pm on a
business day, or on a Saturday, a Sunday or a
public holiday throughout the State — within 6
business days after receipt of the relevant

request.

(ii)

‘ Reason for amendment

with drafting changes.

Includes ECCC advice:
minor amendment, item
B107

(63}
A
ul

Subclause 2)(4) does not apply in the event case of an
emergency.

ECCC Final Review Report:
recommendation 78(c) —
with drafting changes.

J:

10.-7-of the Code The following provisions do not apply to
a pre-payment meter customer. —

(a) clauses 9(2) and 10(3);

(b) Parts4,5,7,8and 11;

(c) Part 6 (other than clause 46);

(d) clause 72.

 Drafting changes.

¢ ECCC advice: minor
amendment, item B70

;

ECCC advice:
recommendation 9

A retailer must not provide a pre-payment meter service
at a residential customer’s supply address without the
verifiable consent of the residential customer or the
residential customer’s nominated representative

Drafting changes.

Notused-

Drafting changes.

Provision of mandatery information

Drafting change.

JHE

(63}
~
=

A retailer must, advise on request by a residential

customer who-requests-information-on-the-use-of-a-pre-

paymentmeter, provide at no charge and in clear, simple
and concise language the following information in relation

Drafting changes.

Includes ECCC advice:
minor amendment, item B...

D246816

355



Clause

to the use of a pre-payment meter —

(a) eof all applicable tariffs, fees and charges payable by
the residential customer and the basis for the
calculation of those charges;

(b) ef the tariffs, fees and charges applicable to a the
pre-payment meter service relative to relevant tariffs,
fees and charges which that would apply to that
residential the customer if no pre-payment meter
was operating at the residential customer’s supply
address;

(c) efthe retailer’s charges, or its best estimate of those
charges, to replace the pre-payment meter with a
standard meter or to switch a the pre-payment meter
to a standard meter;

(d) how a the pre-payment meter is operated;

(e) how the residential customer may recharge the pre-
payment meter (including details of cost, location
and business hours of recharge facilities);

(f) of the emergency credit facilities applicable to a the
pre-payment meter; and

(g) of how credit retrieval may be retrieved.

‘ Reason for amendment

9-3(2)
57(2)

No later than 10 business days after the-time a

residential customer enters into a pre-payment meter

contract at the residential customer’s supply address, a

retailer must give; or make available to the residential

customer at no charge —

(@) the information specified within in subclause (1);
and

(b) acopy of the contract; and

(c) information on the availability and scope of the
Code this code and the requirement that retailers,
distributors;retailers and electricity marketing
agents comply with the-Cede this code; and

{eh—Netused

{e}(d) a meter identification number; for the meter; and

H(e) atelephone number for enquiries; and

{g)(f) atelephone number for complaints; and

)(q) the distributor’'s 24-hour telephone number for
faults and emergencies; and

(h) confirmation of the supply address and any
relevant mailing address; and

(i) details of any concessions the residential-customer
may be eligible to receive; and

@) the amount of any concessions to be given to the
residential customer; and

Drafting changes.

Includes ECCC advice:
minor amendment, item B...

@(&'ﬁ. .. 'II".F i .
customer-base): the telephone number for

interpreter services, identified by the National
Interpreter Symbol; and

ECCC Final Review Report:
minor amendment, item C —
with drafting changes.

tm)(l) information-on-the-availability-of FF¥-services; the

telephone number (or numbers) for services that
can assist customers with a speech or hearing

ECCC Final Review Report:
recommendation 4
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Clause

impairment; and

‘ Reason for amendment

{r)(m) advice-on a statement setting out how the retailer
may assist in the event the residential customer is

Drafting changes.

Includes ECCC advice:
minor amendment, item B...

... experiencing paymentdifficulties-erfinancial
hardship difficulties paying for their consumption;
and

ECCC Final Review Report:
recommendation 50(e)

{e}(n) advice-on a statement setting out how to make a

an enquiry of, or complaint to, erenrguiry-of; the
retailer; and

Drafting changes.

Includes ECCC advice:
minor amendment, item B...

(p)(0) details-on-external-complaints-handling processes
inrcluding the contact details for the electricity
industry ombudsman; and

The words “external
complaints handling
processes” have also been
removed from clause
4.16(1)(a)(iii)?? (procedures
following a bill review) and
12.1(3)(b)(ii)>® (obligation to
establish complaints
handling process).

{e)(p) general information on the safe use of electricity;
and

H(q) details of the initial recharge facilities available to
the residential customer; and

{s)(r) the date of the expiry of the residential-pre-
paymentmeter customer’s right to revert to a
standard meter at no charge; and

(s) a statement setting out the options available to the

residential-pre-paymentmeter customer if the
residential-pre-payment-meter customer replaces

the pre-payment meter with a standard meter or
switches the pre-payment meter to a standard

Drafting changes.

Includes ECCC advice:
minor amendment, item B...

meter.
933} A retailer must ensure that the following information is Drafting changes.
57(3) shown on or directly adjacent to a residential customer’s | |4-judes ECCC advice:
pre-payment meter — minor amendment, item B...
(a) the positive or negative finaneial balance of the pre-
payment meter within $1 dellar of the actual balance;
(b) whether the pre-payment meter is operating on
normal credit or emergency credit;
(c) atelephone number for enquiries; and
(d) the distributor’s 24-hour telephone number for faults
and emergencies.
93¢ A retailer must give a pre-payment meter customer on Drafting changes.
57(4) request, at no charge, the following information —

{a)—total-energy-consumption;

22 Clause 27(2)(a)(iii) of the amended Code.
28 Clause 89(1)(b) of the amended Code.
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Clause

Lai : ion-
for the previous 2 years or for the period since the
commencement of the pre-payment meter contract
(whichever is the shorter), divided into quarterly
segments: —
(a) total energy consumption;
(b) average daily consumption;
(c) average daily cost of consumption.

‘ Reason for amendment

9.3(5) A retailer must, within 10 business days of after the Drafting changes.
57(5) change, use reasonable endeavours to notify a pre-
payment meter customer ...
... In writing erby-electrenic-means if the recharge ECCC Final Review Report:
facilities available to the residential customer change recommendation 3
from the initial recharge facilities referred to in subclause
(2)t(Q).
9:3(6) The information to be provided n under this clause, with | Drafting changes.
57(6) the-exeeption-of other than the information in subclause
(3), may be provided in writing to a pre-payment meter
customer at —
(a) the pre-paymentimeter customer’s supply address;;
or
(b) another address nominated by the pre-payment
meter customer; or
() an email address nominated by the pre-payment
meter customer.
9:4() If a pre-payment meter customer netifies-a-requests the | Drafting changes.
58(1) retailer thatit-wants to replace erswitch the prepayment
meter te with a standard meter, the-retailermust within 1
business day ef-after the request —
(a)—send-the-informationreferred-to-inclauses 2.3-and ECCC Final Review Report:
2-4-to-the-pre-payment-metercustomerinwriting-or | recommendation 79
) the retailer must arrange with the relevant distributor | « Drafting changes.
to— . Includes ECCC advice:
{#}——remove-orrender-non-operational-the pre- minor amendment, item
paymentmeter—and B118
¢ replace the pre-payment meter with a standard | , paragraph (i) was
meter or switch the pre-payment meter to a unnecessary. The word
standard meter. “replace” in paragraph (i)
already implies that the
pre-payment meter will be
removed. Further, if a pre-
payment meter is
switched to a standard
meter, the pre-payment
meter function will
become non-operational.
942 A retailer must not require-paymentef-a charge a fee for | Drafting changes.
58(2) reversion to a standard meter if a pre-payment meter Includes ECCC advice:
customer is a residential customer and that the customer;
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Clause

. . | ve, . ,
pre-payment-meter makes a request under subclause (1)
within 3 months of after the later of —

(a) the installation-ef day on which the pre-payment
meter is installed; or

the date that on which the customer agrees-to-enter
entered into a the pre-payment meter contract.

(b)

‘ Reason for amendment

minor amendment, item
B119

9:4(3)
58(3) and

(3) If a pre-payment meter customer reguests-reversion

of apre-payment-meter makes a request under
subclause (1) after the date end of the period

calculated in accordance with subclause (2), a
retailer may charge the pre-paymentimeter customer
a reasonable charge fee for the reversion to-a
standard-meter.

However-the The retailer’s obligations under

subclause (1) —

(a) if the pre-payment meter customer is a
residential pre-payment meter customer; — are
not conditional on the pre-paymentimeter
customer paying the retailer's reasenable
charge fee for reversion to a standard meter (if
any); ane or

i .
otherwise — may be made conditional on the
pre-payment meter customer paying the

retailer's reasenable-charge fee for reversion to

a standard meter (if any).

(b)

Drafting changes.
Includes ECCC advice:
minor amendment, item
B120 and B121

9-44)
58(5)

If a retailer requests a distributor to revert a pre-payment
meter after a request under subclause (1), the distributor

must revert the pre-payment meter atthatsupply-address
(a) forsupphraddresses if the supply address is located

within the metropolitan area; — within 5 business
days of after receipt of the request; or

(b) forsupphraddresses if the supply address is located
within the a regional area; — within 10 business
days of after receipt of the request.

Drafting changes.

Includes ECCC advice:
minor amendment, item
B122

9-5(1)
59(1)

If a pre-payment meter customer provides a retailer with
confirmation from an appropriately qualified medical
practitioner that a person residing at the pre-payment
meter customer's supply address requires life support
equipment, the retailer must not provide a pre-payment
meter service at that supply address and the retailer
must, or must immediately arrange to —

(a) remove or render non-operational the pre-payment
meter at no charge; and

replace the pre-payment meter with a standard
meter, or switch the pre-payment meter to a
standard meter, at no charge; and

provide information to the pre-payment-meter
customer about the contract options available to the

pre-payment-meter customer.

(b)

(©

Drafting changes.
Includes ECCC advice:
minor amendment, item
B123 and B124
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Clause

59(2)

If a retailer requests a distributor to revert a pre-payment
meter under subclause (1)(b), the distributor must revert

the pre-payment meter at that supply address as soon as
possible and in any event no later than —

(a) forsupply-addresses if the supply address is located

within the metropolitan area —

() within-1business-day-of receipt-of the request; if
the request is received priorto before 3 pm on a
business day — within 1 business day after
receipt of the request; and

(i) within2-business-days-of-receipt-of the-request;
if the request is received on or after 3 pm on a
business day or on a Saturday, a Sunday or a
public holiday throughout the State — within 2
business days after receipt of the request;

or

(b) forsupply-addresses if the supply address is located
within the a regional area —

(i} omthinfbusincoodrve oprnenint ol ine pocnonh
if the request is received priorto-3pm before 3
pm on a business day — within 9 business days
after receipt of the request; and

(iiy epthiploboopmoos done ol rocoinl o i
reguest; if the request is received on or after
3pm 3 pm on a business day, or on a Saturday,
a Sunday or a public holiday throughout the
State — within 10 business days after receipt of
the request.

‘ Reason for amendment

Drafting changes.

Includes ECCC advice:
minor amendment, item B...

60(1), (2),
(3) and (4)

&)(1) A retailer must ensure that a pre-payment meter
customer has access to an amount of emergency
credit of $20 outside of normal business hours. ...

Drafting changes.

(2)  The following provisions apply in relation to a
retailer’s ability to de-energise a pre-payment
meter —

(a) _if the pre-payment meter has run out of credit
(disregarding any emergency credit), the
meter may be de-energised during normal
business hours;

(b) if the pre-payment meter has run out of credit
and any emergency credit, the meter may be
de-energised at any time.

(3) If a pre-payment meter has been de-energised and
the customer makes a payment to their account
that results in an amount of credit in excess of
emergency credit, the retailer must re-energise the
meter.

(4)  Aretailer is not required to re-energise a pre-
payment meter if the only credit that the customer
has is emergency credit.

ECCC Final Review Report:
recommendation 80

ECCC advice, minor
amendment, item Al4, B126

A retailer must ensure that a pre-payment meter service

Drafting changes.
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Clause

60(5)

#(a) is capable of inferming providing the following
information to the retailer f at least once in every
month —

A)() the number of instances where in which a
pre-payment meter customer has been
disconnected; and

{B)(ii) the duration of each of those disconnections

referred-to-in-subclause (b)(H}(A);:
atleast-every-month; and
(ixb) i i
recommenced subject to subclauses (3) and (4),
recommences supply as soon as information is
communicated to the pre-payment meter that a
payment to the account has been made.

‘ Reason for amendment

2 f

Unless-otherwise-agreed-with-the-customer—a A retailer

must ensure that —

ECCC Final Review Report:
recommendation 5(a)

(a) atleast 1 physical recharge facility is located as
close as practicable to a pre-payment meter—and-in

any-case-no-furtherthan-40-kilometres-away; and

ECCC Final Review Report:
recommendation 81

(b) a pre-payment meter customer can access a
recharge facility at least 3 hours per day, 5 days per
week; and

(c) ituses its best endeavours to ensure that the a pre-
payment meter customer can access a recharge
facility for periods greater than required under
subelause paragraph (b); and

(d) the minimum amount to be credited by a recharge
facility does not exceed $20 per increment.

Drafting changes.

Include ECCC advice: minor
amendment, item B128

B £

If a pre-payment meter customer demonstrates to a
retailer that the pre-payment-meter customer is entitled to
receive a concession, the retailer must ensure that the
pre-payment-meter customer receives the benefitof-the
concession.

Drafting changes.

9-9(hH
63(1)

If a pre-payment meter customer requests that the whole

or part of a pre-payment meter be checked or tested, a

retailer must-at-the request-of-the-pre-payment-meter

customer; make immediate arrangements to do 1 or

more of the following —

(@) check the pre-paymentmeter customer’s metering
data;

(b) check or conduct a test of the pre-payment meter;
onefer

(c) arrange for a check or test by the responsible
person for the meter installation at the pre-payment
meter customer’s connection point.

Drafting changes.

9-9(2)
63(2)

If a retailer requests a distributor to check or test a pre-
payment meter under subclause (1)(c), the distributor
must check or test the pre-payment meter.

ECCC advice: minor
amendment, item B129
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9.9(4) If a pre-payment meter is found to be inaccurate or not Drafting changes.
63(4) operating correctly following a check or test undertaken Includes ECCC advice:

in accordance with subclause (1), a retailer must — minor amendment, item

(a) immediately arrange for the repair or replacement of | 130
the faulty pre-payment meter; and

(b) correct any overcharging or undercharging in
accordance with clause 9-11 65; and

(c) refund any charges paid by the pre-payment
customer under this clause for the checking or
testing of the pre-payment meter.

910 Credit retrieval-overcharging-and-undercharging Drafting changes.
64

9.10(1) Subjectto If a pre-payment meter customer notifying Drafting changes.
64 notifies a retailer of the a proposed vacation date, the

retailer must ensure that the pre-paymentimeter
customer can retrieve all remaining credit at the time the

pre-paymentmeter customer vacates the supply

address.
65 Overcharging and undercharging
9.10(2) If a pre-payment meter customer (including a pre- Drafting changes.
65(1) payment meter customer who has vacated the supply Includes ECCC advice:

address) has been overcharged an amount as a result of | .14 amendment. item
an act or omission of a the retailer or distributor (including | g131 '

H-a-pre-paymentmeter-has-beeniound-to-be as a result

of a defective pre-payment meter), the retailer must —

(a) use its best endeavours to inform the pre-payment
meter customer accordingly within 10 business days
of after the retailer beceming becomes aware of the
error; overcharge; and

(b) ask the pre-paymentmeter customer for instructions
as to whether the amount should be —

@)(i) credited to the pre-paymentmeter customer’s

account; or

{by(ii) repaid to the pre-payment-meter customer.

9-10(3) If a the retailer receives instructions from the customer in | Drafting changes.

65(2) response to a request under subclause (2)(1), the retailer | |~judes ECCC advice:
must credit or pay the amount in accordance with the minor amendment, item
pre-paymentmeter customer’s instructions within 12 B132
business days ef after receiving the instructions.

9-10(4) If a the retailer does not receive instructions from the Drafting changes.

65(3) customer under subclause (2}(1) within 20 business days | |4cludes ECCC advice:
of after making the request for mstructlon_s, the retailer minor amendment, item
must use reasonable endeavours to credit the amount B133
overcharged to the pre-paymentimeter customer’s
account.

e No interest shall-acerue-to-a-credit-orrefundreferredton | Drafting changes.

65(5 subelause(2) is payable on an amount that has been
overcharged.
906} If a retailer proposes to recover from a pre-payment Drafting changes.
65(6 meter customer an amount undercharged as a result of Includes ECCC advice:
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an act or omission by the retailer or distributor (including

as

a result of a defective pre-payment meter), the retailer

must —

(a) limit the amount to be recovered to no more than the
amount undercharged in the 12 months priorte
before the date on which the retailer netified notifies
the pre-payment meter customer that undercharging
had has occurred; and

Reason for amendment

minor amendment, item
B134

(b) list the amount to be recovered as a separate item in

a special bill er-inthe-next-bill{i-applicable}, together

with an explanation of that amount; and

The words “next bill” imply
that the customer regularly
receives bills, however pre-
payment meter customers
do not receive bills.

(c) not charge the pre-payment meter customer interest
on that amount or require the pre-payment meter
customer to pay a late payment fee; and

(d) offer the pre-payment meter customer time to pay
that amount by means of an-instalment-planin
apphed-to-theretailerand a payment plan covering
a period at least equal to the period over which the
recoverable undercharging occurred.

Drafting changes.

9:30(7)
65(4)

If the amount referred to in subclause {2}(1) is less than
$100, the retailer may —

I for i .

undersubclause(2))-or
b} credit the amount to the pre-payment-meter
customer’s account {in-which-case-subelause{3)
. .
appres asl ithe pre-payment 'IEEE custome;
meter-customer's-account) instead of complying with
subclause (1).

Drafting changes.

Payment-difficulties-orfinancial-hardship Assistance

for customers experiencing payment problems

 Drafting changes.

e ECCC advice: minor
amendment, item Al15

E B e

This matter is now
addressed in clause 67 of
the amended Code.

9-11(2)
66(1) and

()] ;

retaller-must-ensure-that This clause applies if —
(@) i aresidential pre-payment meter customer

Drafting changes.
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Reason for amendment

(2)

informs the a retailer that the pre-payment
meter customer ...

. is experiencing payment-difficulties or
ﬂmneal—ha#dsh+p difficulties paying for their
consumption;

ECCC Final Review Report:
recommendation 50(e)

(b) the aretailer identifies that a residential pre-
payment meter customer has been
disconnected 2 or more times in any 1-month
period for longer than 120 minutes on each
occasion;.

Drafting changes.

(2) subjectto-subelause{3)-the The retailer must use
best-endeavours-to-contactthe-pre-paymentmeter

customer, as soon as is reasonably practicable, use
its best endeavours to provide the following
information to the customer —

Drafting changes

(e NotUsed

{eh(a) information about the different types of meters
available to the pre-paymentmeter customer;

Drafting changes.

(b) information about any concessions that may
be available to the customer and how to
access them;

ECCC advice:
recommendation 11

{e)(c) information about and-referral-to relevant
financial assistance programmes,—andlor
programs;

H(d) referralte information about how to contact
relevant consumer representatives; and/er

{gy(e) information en about independent financial
and other relevant counselling services.

Drafting changes.

Includes ECCC advice:
minor amendment, item B...

66(4)

paymentmetercustomerpursuant-to However, if
subclause 2}b}(1)(b) applies, the retailer is not required
to contactthe-residential-customerand-provide-the
information-set-out-in-subelauses{2}{e)-{g) comply with

subclause (2) if the retailer has provided the residential
pre-paymentmeter-customerwith-that information
referred to in that subclause i within the preceding 12
months.

Drafting changes.

66(3)

The retailer must, on the request of the customer, provide

the information te-be-provided referred to in subclause (2)
may-be-provided in writing to-a-pre-payment-meter
customer-at-the-pre-payment-metercustomers-supply
addressanother-address-nominated-by-the-pre-payment
. | . | |
pre-payment-meter-customer.

ECCC advice:
recommendation 10(b) and

(©)

66(5)

The retailer must give reasonable consideration to a
reqguest by the customer, or a relevant consumer
representative for the customer, for a reduction of the
customer’s fees, charges or debt.

ECCC advice:
recommendation 12

66(6)

This clause applies to a retailer in addition to any
obligation under clause 46.

Clarification.
Clause 46 of the amended
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Clause ‘ Reason for amendment
Code?* (hardship policy and
hardship procedures) also
applies to pre-payment
meter customers — see
clause 55(1)(b).2®
Includes ECCC advice:
minor amendment, item
B136

67 Waiver of fee for customers experiencing payment o Drafting changes.

problems or affected by family violence e ECCC advice: minor
amendment, item A16
(1) This clause applies if a residential pre-payment « Drafting changes.
meter customer, or a relevant consumer A similar matter was
representative acting on behalf of a residential pre- previously addressed in
payment meter customer — clause 9.11(1).
(@ |.nforms g ret.aller'th.at the custgmer is « ECCC Final Review
(i) experiencing difficulties paying for the Report: recommendation
customer’s consumption; or 50(e)
(ii) affected by family violence;
and
(b) requests that the pre-payment meter be
replaced by a standard meter.
(2) The retailer must not charge a fee to replace the pre- | ECCC advice:
payment meter with a standard meter. recommendation 13
912 Existing-pre-payment-meters Redundant. There are no
A pre-payment meter installed prior to the amendment longer any pre-payment
date will- be deemed-to-comply-with-the requirements-of | Meters in operation that
this Part9. were installed before the
amendment date.

Division 1 | Obligations particularte for retailers Drafting changes.

68 Provisien-ef-general General information te ECCC advice: minor

customers amendment, item B137

68(1) A retailer must publish on its website — ECCC Final Review Report:

recommendation 82

(a) the following information about concessions —
(i) the type of concessions available to customers;

(i) __the name and contact details of the organisation
responsible for administering those concessions
(if the retailer is not responsible for doing this);

and

ECCC Final Review Report:
recommendation 87

This matter was previously
addressed in clause 10.3.

(b) the following information about energy efficiency —
(i) cost-effective and efficient ways to utilise
electricity;

ECCC Final Review Report:
recommendation 88 — with
drafting changes.

24 Clause 6.10 of the 2018 Code.
25 Clause 9.1(1) of the 2018 Code.
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Clause ‘ Reason for amendment
(ii) the typical running costs of major domestic A similar matter was
electrical appliances; previously addressed in
and clause 10.4.
(c) the retailer’s hardship policy; and ECCC Final Review Report:
minor amendment, item FF
(d) the retailer’s family violence policy; and ECCC Final Review Report:
recommendation 112
(e) asummary of a customer’s rights, entitlements and | ECCC Final Review Report:
obligations under the retailer’'s standard complaints | recommendation 100
and dispute resolution procedures; and
() the contact details for the electricity industry
ombudsman; and
(q) a copy of this code. ECCC Final Review Report:
recommendation 94
A similar matter was
previously addressed in
clause 10.10.

68(2) The retailer is not required to publish a copy of this code | To allow retailers to include
under subclause (1)(q) if it instead provides an electronic | a hyperlink to, for example,
link to a website where a copy of this code may be the Code published on the
accessed Parliamentary Counsel’s

Office website. This may
reduce the risk of retailers
having an out-of-date copy
of the Code on their website.
ECCC advice: minor
amendment, item B138

68(3) If a customer requests information of the kind referred to | ECCC Final Review Report:
in subclause (1), the retailer must — recommendation 82
(a) refer the customer to the retailer’s website; or
(b) provide the information to the customer.

68(4) If a customer requests a copy of information of the kind ECCC Final Review Report:
referred to in subclause (1), the retailer must provide a recommendation 82 — with
copy of the information to the customer. drafting changes.

68(5 The information or a copy of the information requested ECCC Final Review Report:
under this clause must be provided without charge. recommendation 82

Lo R e Drafting changes.

70 Information about variations to tariffs, fees or Drafting changes.
charges: requlated prices

70(1 This clause applies if a customer’s tariffs, fees or charges | ECCC Final Review Report:

are regulated or set by the State Government.

recommendation 83(b)

5)(2) A retailer must give notice to each-ofitscustomers
affected-by a customer of any variation in to ...

ECCC Final Review Report:
recommendation 83(b)

... its tariffs, fees and or charges ...

ECCC Final Review Report:
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Clause ‘ Reason for amendment
minor amendment, item NN
... that affects the customer.; Drafting changes.
(3) The notice must be given no later than the next bill
in a the customer’s billing cycle.

Lo Information about tariffs, fees or charges ECCC Final Review Report:

69 A retailer must give or make available to a customer on | minor amendment, item NN
request, at no charge, reasonable information on the — with drafting changes.
retailer’s tariffs, fees and or charges, including any
alternative tariffs that may be available to that customer.

10.1(3) Aretallermustgive-or-make-availabletoacustomerthe | ECCC Final Review Report:
informationreferred-to-under recommendation 84
sube_lau.se (2)-within-8-business days,e the ela_te of

eceipt I. |Feques'ted'b5 the eu.ste Rer-theretallermust

71 Information about variations to tariffs, fees or Drafting changes.
charges: non-requlated prices

71(1) This clause applies if a customer’s tariffs, fees or charges | ECCC Final Review Report:
are not requlated or set by the State Government. recommendation 83(a) —

with drafting changes.

712 A retailer must give notice to a customer of any variation | ECCC Final Review Report:
to its tariffs, fees or charges that affects the customer. recommendation 83(a) —

with drafting changes.

71(3) The notice must be given at least 5 business days before | ECCC Final Review Report:
the variation will come into effect. recommendation 83(a) —

with drafting changes.
ECCC advice: minor
amendment, item B139
71(4) The notice must — ECCC Final Review Report:
(a) _specify that the customer’s tariffs, fees or charges recommendation 83(a) —
(b) specify the date on which the variation will come into
effect; and

(c) identify the customer’s existing tariffs, fees or
charges, inclusive of GST; and

(d) identify the customer’s tariffs, fees or charges as
varied, inclusive of GST; and

(e) specify that the customer may request historical
billing data.
71(5) A retailer is not required to provide information under this | ¢ ECCC Final Review
clause — Report: recommendation
(a) if the customer enters into the relevant contract with 83(a) — with drafting
the retailer within 10 business days before the changes.
variation will come into effect and the retailer has e ECCC advice:
already informed the customer of the variation; or recommendation 14

(b) for a tariff, fee or charge that continually varies in
relation to the prevailing spot price for electricity; or

(c) for the variation of a tariff, fee or charge that is a
direct result of a change to, or the withdrawal or
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Reason for amendment

expiry of, a concession; or

(d) for the variation of a tariff, fee or charge that is a
direct result of a change to a bank charge or fee, to a
credit card charge or fee, or to payment processing
charges or fees that apply in relation to the
customer; or

(e) if the variation of a tariff, fee or charge is a direct
result of a benefit change and the retailer has
already informed the customer of the change.

10.2(2)
72(2)

(2) ¥ The retailer must give the billing data at no charge
if a non-contestable customer requests billing data
undersubelause- () —

(a) for a period less than the previous 2 years and
no more than once a year; or
(b) in relation to a dispute with a retailer;

dhoindor st open the billine dote ol pe chocen

Drafting changes.

ECCC Final Review Report:
recommendation 85

ECCC Final Review Report:
recommendation 86

A similar matter is now
addressed in clause 68(1)(a)
of the amended Code.

Idﬁ

A retailer must give-a-customer at least once a year give
a customer written details of the retailer’s and

distributor’s obligations to make payments to the
customer under Part 14 ef-this- Cede-and or under any

other legislation{including-subsidiary-legistation)-in
Western-Australia written law including —

(a) the amount of the payment; and
(b) the eligibility criteria for the payment.

Drafting changes.

A similar matter is now
addressed in clause 68(1)(b)
of the amended Code.

If a customer asks a retailer for information relating to the

Drafting changes.
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Reason for amendment

74 distribution of electricity, the retailer must —
(a) give the information to the customer; or
(b) refer the customer to the relevant distributor for a
response.
Division 2 | Obligations particutarte for distributors Drafting changes.
106 A distributor must give-a-customer-on-reguestatne ECCC Final Review Report:
75(1) charge-thefollowing-information publish on its website — | recommendation 80
(&) information-on-the distributor's requirements-in ECCC Final Review Report:
relation-to-the-customerspropesed-rew-electrical | recommendation 89(a)
Ista ation, of cha ng’e_s tel the euslte_ e IS existing
a description of the distributor’s and customer’s
respective rights and obligations concerning the
provision of services by the distributor and a
description of those services; and
b)—an-explanationforany-unplanned-or-approved This matter is now
change-in-the-quality-of supply-of-electricity-outside | addressed in clause 76 of
of-the limits-prescribed-by-law; the amended Code.
{e}—-an-explanatienforany-unplanned-interruption-of This matter is now
supply-to-the-customers-supply-address; addressed in clause 76 of
the amended Code.
{dh——advice-onfacilitiesrequired-to-protect the ECCC Final Review Report:
distributor's-equipment; recommendation 89(a)
(b)  details of applicable connection and reconnection | ECCC Final Review Report:
timeframes; and recommendation 89(b)
{e)——advice-on-how-to-obtain-information-on-protecting ECCC Final Review Report:
the-customer’s-equipment; recommendation 89(a)
(c) _ details of applicable connection and reconnection | ECCC Final Review Report:
charges; and recommendation 89(b) —
with drafting changes.
H——advice-onthecustomers-electricity-usage-so-that-it | ECCC Final Review Report:
doesnotinterfere-with-the-operation-of-a recommendation 89(a)
d'ISt |b_ut|e_ system e;| with-stipply-to-any-othe
(d) information relating to new connections or ECCC Final Review Report:
connection alterations; and recommendation 89(b)
{g8)(e) general information on the safe use of electricity; ECCC Final Review Report:
and recommendation 89(c) —
4)(f) general information on quality of supply; and with drafting change.
#(a) general information on reliability of supply-; and
(h) information about how a customer may obtain ECCC Final Review Report:
information on distribution standards and metering | recommendation 93
arrangements that are relevant to the customer A similar matter was
and — previously addressed in
D246816 369



Clause ‘ Reason for amendment
(i) prescribed under the Act or the Electricity Act | clause 10.8.
1945; or
(i) adopted by the distributor;
and
(i) _a summary of a customer’s rights, entittements and | ECCC Final Review Report:
obligations under the distributor’s standard recommendation 100
complaints and dispute resolution procedures; and
(D the contact details for the electricity industry
ombudsman; and
(k) _a copy of this code. ECCC Final Review Report:
recommendation 94
A similar matter was
previously addressed in
clause 10.10.

75(2) The distributor is not required to publish a copy of this To allow distributors to
code under subclause (1)(k) if it instead provides an include a hyperlink to, for
electronic link to a website where a copy of this code may | example, the Code
be accessed. published on the

Parliamentary Counsel’s
Office website. This may
reduce the risk of
distributors having an out-of-
date copy of the Code on
their website.

75(3) If a customer requests information of the kind referred to | ECCC Final Review Report:
in subclause (1), the distributor must — recommendation 80
(a) refer the customer to the distributor’'s website; or
(b) provide the information to the customer.

75(4) If a customer requests a copy of information of the kind ECCC Final Review Report:
referred to in subclause (1), the distributor must provide a | recommendation 80
copy of the information to the customer.

75(5 The information or a copy of the information requested ECCC Final Review Report:
under this clause must be provided without charge. recommendation 80

76 Information about supply changes or interruptions Drafting changes.

76 A distributor must give to a customer on request, at no Drafting changes.
charge —

(a) an explanation for any unplanned or approved A similar matter was
change in the quality of supply of electricity to the previously addressed in
customer’s supply address outside of the limits clause 10.6(b).
prescribed by law; and

(b) an explanation for any unplanned interruption of This matter was previously
supply of electricity to the customer’s supply addressed in clause 10.6(c).
address.

107 Historical-consumption-data ECCC Final Review Report:

recommendation 90
1071 Aedistrbotesmust oo nosncom oo roonost e ECCC Final Review Report:
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Clause ‘ Reason for amendment
customer's-consumption-data. recommendation 90

107 H-a-customer requests-consumption-data-under ECCC Final Review Report:
coclonen o recommendation 90
a)f od| | . ' .

the-customer-has not been-given-consumption-data
pursuant to-a request-under-subelause-(1)-more-than
. ithin o . ; .
the request;-or
b)_in relat | ith o distril ,
he distril et .
charge-

10.7(3) A-distributor-mustgive-a-customertheconsumptiondata | ECCC Final Review Report:
rogrestod-undorsubelavso--withinL0-busincss-days recommendation 91
of-the-date-of-receiptof—

{a)—therequestor
B |I|.pa§. rentis II e.qu; Ieel (.a d srequeﬁsted By-the :

10.7(4) A-distributor must-keep-a-customer's-consumption-data ECCC Final Review Report:
for7-years: recommendation 92

10.8 Distribution-standards ECCC Final Review Report:

recommendation 93

10.8(%) A—distributor—must—tella—customer—on—request-hew—the | ECCC Final Review Report:
eustemepeanebtamﬁﬁeﬁmauen@#d&nbunen—standa#ds recommendation 93
and-mete g-arranger ents o A similar matter is now
(a)—preseribed-under-the-Act-or-the-Eleetrieity Act-1945; | addressed in clause 75(1)(h)

of of the amended Code.
oo olovnpiio the customans

10-8(2) A-distributor-must-publish-on-its-websitethe-information | ECCC Final Review Report:

specHiedin-subelause-(1)- recommendation 93
A similar matter is now
addressed in clause 75(1)(h)
of the amended Code.

Division 3 | Obligations particularto for retailers and distributors | Drafting changes.

109 (1) To the extent practicable, a retailer and or distributor | Drafting changes.

77 must ensure that any written information that must

be given to a customer by the retailer or distributor;

or-its-electricity-marketing-agent under the-Code this

code is —

(a) expressed in clear, simple and concise

language; and

(b) isin aformat that makes it easy to understand.
(2) The obligation placed on a retailer under subclause

(1) extends to written information that may be given

to a customer by an electricity marketing agent

acting on behalf of the retailer.
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Reason for amendment

1010 Code-of Conduct ECCC Final Review Report:

(A)—Aretailer-and-a-distributor- must-tell-acustomeron recommendation 94
request-how-the-customer-can-obtain-a-copy-ef-the | A similar matter is now
Gode~ addressed in clauses 68 and

{(2)—A-retailerand-a-distributor must-make-electronic 75 of the amended Code.

i f 1 1
eep{el S,GI ‘ e|;e_sle avad ab Ie _atl o-charge,on-the
{3)—NotUsed
Ao A retailer and a distributor must make available to a Drafting changes.
78(1) residential customer on request, at no charge, services

that assist the residential customer in interpreting

understanding information provided by the retailer or

distributor te-theresidential-customer ...

... (including independent multi-lingual interpreter ECCC Final Review Report:

services ... minor amendment, item C

. and F¥ services for customers with a speech or ECCC Final Review Report:

hearing impairment, and large print copies). recommendation 4

10112 A retailer and, if appropriate, a distributor must include on | Drafting changes.
78(2) a relevant document in relation to residential customers

(a)—thetelephone-number-forits TTY-services; A similar matter is now

addressed in clause 78(2)(b)
of the amended Code.

(a) the telephone number for interpreter services, ECCC Final Review Report:
identified by the National Interpreter Symbol; and recommendation 96 — with

drafting changes

{b)—the-telephone-numberforindependentmulti-ingual | ECCC Final Review Report:
copascoond recommendation 95

(b) the telephone number (or numbers) for services that | ECCC Final Review Report:
can assist customers with a speech or hearing recommendation 4
impairment.

{e}—thetelephone-numberfor-interpreterservices A similar matter is now
togetherwith-the-National-Interpreter-Symbel-and addressed in clause 78(2)(a)
the-words—"lnterpreter-Services’; of the amended Code.

on-the—

1041 In subclause (2) — Drafting changes.
78(3) relevant document means the following —
(@) a bill and bill-related information (including, for
example, the notice referred to in clause 4-2(3}
20(3) and statements relating to an-instalmentplan
a payment plan);
{e)(b) a reminder notice; and
H(c) a disconnection warning.
10.12(1) A distributor must advise a customer on request, at no Drafting changes.
79(1) charge, of the availability of different types of meters and
their —
(a) suitability to the customer’s supply address; and
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(b) purpose; and
(c) costs; and
(d) installation, operation and maintenance procedures.

1012(2) If a customer asks a retailer for information relating to the | ECCC advice: minor

79(2) availability of different types of meters, the retailer must amendment, item B85
(a) give the information to the customer; or
(b) refer the customer to the relevant distributor for a

response.
Division 4 | Disconnection or interruption for emergencies Drafting changes.
80 Disconnection or interruption for emergencies This matter was previously
If a distributor disconnects or interrupts a customer’s addressed in clause 7.5.
supply address for emergency reasons, the distributor Includes ECCC advice:
must — minor amendment, item
(a) _provide an emergency telephone contact number B145
(the charge of which will be no more than the cost of
a local call (excluding mobile telephones)) through
which the customer can obtain, on a 24-hour basis,
information on the nature of the emergency and an
estimate of the time when the supply of electricity
will be restored; and

(b) use its best endeavours to restore the supply of
electricity to the customer’s supply address as soon
as possible.

Part 11 Not-Used Drafting changes.

Life support equipment scheme ECCC Final Review Report:
minor amendment, item KK
This matter was previously
addressed in clause 7.7(7).

81 Relevant standards Drafting changes.

81 In this Part — Drafting changes
relevant standard —

(a) in relation to a step required to be taken by a Drafting changes.26

retailer, means the step is taken —

(a) __if a confirmation or notification is received
before 3 pm on a business day — on the same
day: or

if a confirmation or notification is received on or
after 3 pm or on a Saturday, a Sunday or a
public holiday throughout the State — no later
than the next business day.

(b)

This matter was previously
addressed in clauses
7.7(1)(c) and 7.7(2)(f).

ECCC advice: minor
amendment, item B146

(b) in relation to a step required to be taken by a

distributor, means the step is taken —
(i) _if a notification is received before 3 pm on a
business day — no later than the next business

Drafting changes.

This matter was previously
addressed in clause

26 Includes drafting changes proposed in ECCC advice: minor amendment, item B...
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day; or 7.7(3)(a).
(i) _if a notification is received on or after 3 pm or
on a Saturday, a Sunday or a public holiday
throughout the State — within 2 business days
after receipt of the notification.
77(1) Registration of life support equipment address: Drafting changes.
82 retailers
L (1) ¥ Subclauses (2) and (3) apply if a customer ECCC advice: minor
82(1)-(3) provides a retailer with confirmation from an amendment, item B148
appropriately qualified medical practitioner that a
person residing at the customer’s supply address
requires life support equipment.

(2) +the The retailer must take the following steps in ECCC Final Review Report:
accordance with the relevant standard for a retailer | recommendation 72
- Includes ECCC advice:

(@) register the customer’s supply address as a life | minor amendment, item B88
support equipment address;
(b) register the-customer’s a person’s contact ECCC advice:
details in relation to the supply address; recommendation 15(a)
(c) netify provide the following to the eustemer's Drafting changes.
distributor — Includes ECCC advice:
() that a notification about the customer’s minor amendment, item B89
supply address is being a life support
equipment address;;-and
(i) ef the contact details of-the-customer Consequential amendment
registered under paragraph (b). — of ECCC advice:
recommendation 15(a)
f—fhotenmodoacnihe confimntion o This matter is now
received-before-3pm-on-a-business-day--er | addressed in clauses 82(1)
and 81(1)(a) of the amended
Code.
{i)—nolaterthan-the-next-business-dayithe | This matter is now
confirmationisreceived-after 3pm-erona | addressed in clauses 82(1)
Saturday—Sunday-orpublic-holiday;and and 81(1)(b) of the amended
Code.
{d)—notarrangefor-disconnection-of-thatcustomer's | ECCC Final Review Report:
supply-address-for-fallure-to-pay-a-bilbwhile-the | recommendation 70(c)
pe#sen%en%mems—te—ms&d&a{—that—add%ess—&ﬂd A similar matter is now
requires-the-use-oHife-support-equipment: addressed in clause 52(1)(c)
of the amended Code.

(3) _The retailer must provide the following information in | ECCC Final Review Report:
writing to the customer before, or within 5 days after, | recommendation 71 — with
registering the customer’s supply address as a life drafting changes.
support equipment address under subclause (2) — | eccc advice: minor
(a) advice that there may be planned or unplanned | amendment, item B151

interruptions to the supply of electricity to the
supply address and that the distributor is
required to provide a notification of a planned
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interruption in accordance with this code;
(b) arecommendation that the customer prepare a
plan of action in the case of an unplanned
interruption;
(c) __an emergency telephone contact number for
the distributor and the retailer (the charge of
which will be no more than the charge of a local
call (excluding mobile telephones)).
772 {2)(4) # Subclause (5) applies if a customer for a supply | Drafting changes.
82(4) address registered with a retailer under subclause
and (5) {1)(2) natifies the retailer —

(a) that the person residing at the customer’s Drafting changes.
supply address who requires life support
equipment is changing supply address; or

(b) that the customer is changing supply address
but the person who requires life support
equipment is not changing supply address; or

(c) efthat there has been a change in contact
details;-or.

{6)—thatthe-customers-supply-addressne-lenger | Clause 86 of the amended
requiresregistration-as-a-life-support Code sets out a retailer’s
equipment-address; obligations if a retailer is

notified that a customer’s
supply address no longer
requires registration as a life
support equipment address.
(5) the The retailer must take the following steps in e« ECCC Final Review
accordance with the relevant standard for a retailer Report: recommendation
— 72
{e}(a) register the change;
H(b) netify provide a notification to the eustomers

distributor of the change. —

{)—that same-day-i-the-notification-is This matter is now
received-before 3pm-on-a-business-day; | addressed in clauses 82(4)
or and 81(1)(a) of the amended

Code.

{i)—no-later than-the-next-business-day-if-the | This matter is now
netification-is-received-after3pm-orena | addressed in clauses 82(4)
Saturday—Sunday-orpublic-heliday;and | and 81(1)(b) of the amended

Code.
(g)——=centinue-to-comply-with-subelause(1){d)-with | ECCC Final Review Report:
respect-to-that-customers-supply-address. recommendation 70(c)
82(6) For the purposes of this clause, a person’s contact ECCC advice:
details are the following notified by the customer — recommendation 16
(a) atelephone number;
(b) an email address (if provided);
(c) a postal address.
D246816 375



Reason for amendment

83 Registration of life support equipment address: Drafting changes.?’
distributors
77(3) 3)(1) Hadistributor-has-been-informed-by-a-retailer Drafting changes.
83(1) wacoroubeloies folen
and (2) .. or-by-a-relevantgovernmentageney ... ECCC Final Review Report:
recommendation 73(a)
... This clause applies if the distributor is notified Drafting changes.?®
by a retailer —
(&) that a person residing at a customer’s supply
address requires life support equipment;; or
(b) efthat there has been a change of details or
circumstances previously notified te by the
retailer cadorcubelones [0 he disidboior
must—.
(2)  The distributor must take the following steps (as
relevant) in accordance with the relevant standard
for a distributor —
(a) register the customer’s supply address as a
life support equipment address; ...
... erupdate-the detailsnotified-by-the retailer | A similar matter is now
under-subclause (22— addressed in new paragraph
(b).
—the-next-business-day,-ithe-netification | This matter is now
isreceived-before-3pm-on-a-business addressed in clauses 83(1)
day;or and 81(2)(a) of the amended
Code.
Clause 81(2)(a) uses the
words “no later than the next
business days” to clarify that
the steps may be taken the
next business day, or earlier.
{)—within2 business-daysifthe-netification | This matter is now
isreceived-alter-3pm-or-on-a-Saturday; addressed in clauses 83(1)
Sunday-or-public-holiday;-and; and 81(2)(b) of the amended
Code.
(b) update the details or circumstances previously | Drafting changes.
notified by the retailer. A similar matter was
previously addressed in
clause 7.7(3)(a).
(b)—itHinformed-by-arelevantgoveramentageney; | ECCC Final Review Report:
notify-theretailer-in-accordance-with-the recommendation 73(b)
84 Interruption of supply Drafting changes.

27 Includes drafting changes proposed in ECCC advice: minor amendment, item B93.
28 Includes drafting changes proposed in ECCC advice: minor amendment, items B94 and B95.
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AN m#e—suppen—equmem—l&regste#ed—at—areustsmer—s Drafting changes.
84(1) supply-address-undersubelause-(3)a)—a-distributormust
{&)—not-disconnectthatcustomers-supply-addressfor ECCC Final Review Report:
follurcte-poya-bilhwhilcthe-sorsen-continucstie recommendation 70(c)
i I . I lif
(b)—prior-to-any-planned-interruption; Drafting changes.
A distributor must not undertake a planned interruption of | ECCC advice: minor
the supply of electricity to a life support equipment amendment, item B157
address unless the distributor has —
(a) provide provided at least 3 business days’ written
notice of the interruption to the custemer’s customer
... or other nominated person — ECCC advice:
recommendation 15(b)
() atthe supply address; and or Drafting changes.
(i) any-other at another address nominated by the
customers;; or
(i} notice-by-electronic-means-to-the-customer; by
electronic communication;
and
(b) unless expressly requested in-writing by the ECCC Final Review Report:
customer ... recommendation 74
... or other nominated person ... ECCC advice:
recommendation 15(b)
... hot to do so, used its best endeavours to obtain Drafting changes.
verbal-acknowledgement,-written-acknowledgement
or-acknowledgement-by-electronic-means
acknowledgement from the customer,
or someone else residing at the supply address, or ECCC advice:
other nominated person, that the notice has been recommendation 15(b)
received.
FHAA) “4AY2) Nemmhstandmgelause-?-?—(%b} Subclause (1 Drafting changes.
and5) does not apply if — Includes ECCC advice:
84(2) and (@) an the interruption,—planned-er-etherwise- 1o | minor amendment, item
3 restore is for the purpose of restoring the B158
supply to-a-supply-address-thatisregistered
as of electricity to a life support equipment
address; or is-hotsubjectto-the-notice
. i ol 2 b):
.
tb)—a-distribuiormust Hse, nest e“dea"eu's. 0
contact the-eustomel ’e' Someche esid g
to-restore-supphrto-a-supply-address-thatis
. ' .
address.
5) (b) I-athe distributor has-already-provided
provides notice of a planned interruption that
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will affect a supply address under the

Eleetricity-trdustry-Code Electricity Industry
(Network Quality and Reliability of Supply)
Code 2005 thovdlloicclocnonlradaross,

prier-to pbefore the distributor registering
registers the a-customer's supply address as

a life support equipment address under
clause 7 7{3)(a); this Part.

3) If subclause (2) applies the distributor must use
its best endeavours to contact that the customer,
or someone residing at the supply address, prior
to before the planned interruption occurs.

Periodic reviews

Drafting changes.

85(1)

A retailer must require a customer whose supply address
is reqistered as a life support equipment address, by a
notice given to the customer within the period beginning
3 months before, and ending 3 months after, each
anniversary of the regqistration of a supply address under
this Part —
(a) No-earlierthan-3-months-before-the-12-month
anniversary ot e €0 'a.t'g“ o .t.'e
app epnl a:% GIHEa!I’lIed II .eellea practitior Ie |ele| uedg
months-after-the-12 month-anniversary-of-the
" ion. .
unless paragraph (b) applies — to
{h—ascertain-whether confirm that a person residing
at the customer’s supply address continues to
require life support equipment; and or

Drafting changes.

The word ‘contact’ has been
replaced with ‘by a notice
given’ because ECCC Final
Review Report:
recommendation 75 was for
the retailer to give
prescribed information to the
customer. The information
that must be included in the
notice is set out in clause
85(2) of the amended Code.

within-the last .3|5ea S eques.ﬁt. ¢ 'a.E EI_'e
(b) in the case of every 3 anniversary — to provide the
retailer with confirmation from an appropriately
qualified medical practitioner that a person residing
at the customer’s supply address continues to
require life support equipment.

Drafting changes.

+HE)b)
85(2)

A-retaller-must-provide-a-minimum-period-of A notice

under subclause (1) must —

(a) allow a customer at least 3 months fera-customer to
provide the information reguested required by the
retailer in-subeclause(6)(a)-; and

(b) warn the customer that —

(i) __the customer’s supply address will be de-
registered as a life support equipment address if
the customer fails to comply with the notice or if
the customer notifies the retailer that a person
residing at the supply address no longer
requires life support equipment; and

(i) _if the supply address is de-registered, the
customer will no longer receive the protections

ECCC Final Review Report:
recommendation 75
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provided by this code for life support equipment

addresses.
+HHE) (1) When— This clause applies if — e ECCC Final Review
86(1) and (a) acretailer is notified that — Report: recommendation
2) ; I . i 76
equipmentvacates the supply-address: | * Paragraph (i) has been
or deleted because the
Gi I iredlif revised wording of clause
eguipment; a customer’s supply 86(1)(a) of the amended
address no longer requires the t(?]ode a!ready tcovers
registration as a life support equipment ese circumstances.
address; or o ECCC advice: minor
Gii)(b) subi bel (7)b). a customer fails gmendment, item B97 and
to : - ;
pl_e.,lele the-information requiested by-a
|;e;taE| eEi' for E:'e pu|pes_eﬁ_s o subeﬁlause .
subelause(B)(a){i); comply with a notice
from a retailer under clause 85 in relation to
a life support equipment address within the
period allowed under clause 85(2)(a).
within-the-time-period-referred-to-in This is no longer required as
subelause{(6){b)-orgreaterperiod-ifallowed | clause 85(2)(a) of the
by-theretailer; amended Code provides
that a retailer may allow a
customer more than 3
months to provide the
information.
fro—rcioilosconddictibuiede ebliootions nador This matter is now
subclauses-{(1)-to(6)-terminate-and addressed in clause 86(7) of
the amended Code.

(2) theretailleror-distributor-{as-applicable)-must e ECCC Final Review
remove-the-customer's-details from-the-life-support Report: recommendation
coulomontoddisos rotistnr nmen bolne maode 76 — with drafting

i ; changes.
Gh-or-(iy If s.ubclause. (@) applies,.the retailer ~The distributor's
must de-reqister the life support equipment obligation to de-register
address — a life support equipment
{v)(a) the-next-business-dayif-theretaller-or address is now
distributor(as-applicable)-becomes-aware-of addressed in clause
therelevant-matterin-subelause (M@} (D) 86(5) of the amended
or-(ii} if the notification is received-before Code.
3prr: gn a bu5|rcljes§ day — no later than the —The timeframes no
nelzx. usmes; ay, or . . longer apply to clause
((b) within-2-business-days-it-theretaileror 86(1)(b) of the amended
distributor(as-applicable)-becomes-aware-of Code because there is
therelevant-matierin-subelause{A@)i{(H) no clear point in time
or-(ii}) if the notification is received on or from which the
after 3pm or on a Saturday, a Sunday or a timeframes should be
public_ holiday throughout t_he State — within calculated.
2 k;:_sm?ss days after receipt of the « ECCC advice: minor
nhotification. amendment, item B...
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A A-customer-will- have failed-to-provide the-information e« ECCC Final Review

86(3) reguested-by-a-retailerfor-the-purposes-ofsubelause Report: recommendation
@M@Hh&m-ee#ﬂﬂeaﬂe#mﬁe#ed—t&m—s&belause _ Heod _ '_ 76 — with drafting
@%a}@%-ﬁ-ﬂ;&eep&aep@#&metaﬂepeensﬁed—ef—aﬂeast_ Y- : changes.
the-following-each-a-minimum-of-10-business-days-frol e ECCC advice:
the-date-of the last-contact— :

_ _ recommendation 17
If subclause (1)(b) applies, the retailer must —
{iy(a) aminimum-of2-otherattempts on at least 2
occasions, at least 10 business days apart, take
reasonable steps to contact the customer ...
... by-any-of-thefollowing-means— ECCC Final Review Report:
(A)—electronic-means: minor amendment, item MM
2a—ieloshene:
{B)—NotUsed
{E)—by-post-sent-to-the-customer's-supply-address
and—any—other—address—nominated—by—the
... to warn the customer that the life support e ECCC Final Review
equipment address may be de-registered; and Report: recommendation
(b) __ de-register the supply address if the customer fails, 76 — with drafting
in response to the steps taken under paragraph changes.
(a), to provide the confirmation required under e ECCC advice:
clause 85(1). recommendation 17
¢ ECCC advice: minor
amendment, item B164

86(4) At least one of the steps under subclause (3)(a) must ECCC advice:
involve sending written correspondence by registered recommendation 17
post to the customer’s supply address, and to any other
address nominated by the customer.

86(5) Subclause (4) does not apply if the notice to the ECCC advice:
customer under clause 85(1) was sent as written recommendation 17
correspondence by reqgistered post to the customer’s
supply address, and to any other address nominated by
the customer.

FHHe) : —4); ECCC Final Review Report:

86(6) 4AYand-(5) terminate-as-aresultof the-operation-of recommendation 76 — with

i) i i istri drafting changes.
of thisfact A retailer must, when it de-reqisters a life
support equipment address, provide the customer’s
distributor with a notification about the de-reqgistration as
soon as reasenably practicable after taking that step; but
in any event; within 3 business days.

86(7) The distributor must de-reqister the life support ECCC Final Review Report:
equipment address in accordance with the relevant recommendation 76
standard for a distributor. A similar matter was

previously addressed in
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clause 7.7(7)(a).

B ae=n Forthe-avoidance-of doubt;the retailer’'s-and-distributor’'s | ECCC advice:

86(8) obligations-under-subclauses-(1)-to(6)-do-not terminate recommendation 15(c)
b? operation-ot this s_ube ause_( y-the etalel_e
distributor-has-bee ormed-in-acco dane_e wit
sebelause-(h)-that AROASF PEFSOR W '.? resides-atthe
equipment.

Despite subclauses (1) to (7), a supply address must not
be de-reqistered if the retailer is aware that another
person residing at the supply address still requires life
support equipment.

86(9) Once a customer’s supply address ceases to be ECCC Final Review Report:
registered as a life support equipment address, the recommendation 76 — with
retailer’s and distributor’s obligations under this code in drafting changes.
connection with life support equipment cease to apply in | A similar matter was
relation to that address. previously addressed in

clause 7.7(7)(a).

121 Obligation to establish complaints handling precess | Drafting changes.

87 procedures ECCC advice: minor

amendment, item A17

1210 A Each retailer and distributor must develop, maintain Drafting changes.

87(1) and ...

. implement an-internal-processfor-handling-complaints | ECCC Final Review Report:
and—resehﬁngﬂspu%es a standard complaints and dispute | minor amendment, item OO
resolution procedure.

12102y The complaints-handling-process-undersubclavuse-{1) ECCC Final Review Report:

87(2) standard complaints and dispute resolution procedure ... | minor amendment, item PP

— with drafting changes.
.. must address — Drafting changes.
(8)——comply-with-Australian-Standard-ASINZS This matter is now
10002:2014- addressed in clause 87(3) of
the amended Code.
hby—-address-atleast— Drafting changes.
{)(a) how complaints must be lodged by
customers; and
{i(b) how complaints will be handled by a the ECCC advice: minor
retailer or distributor, including — amendment, item A17
A)(i) aright of a customer to have its a Drafting changes.
complaint considered by a senior
employee within-each-organisation-of
the retaileror-distributor if the
customer is not satisfied with the
manner in which the complaint is being
handled; and
{B){(ii) the information that will be provided to | ECCC Final Review Report:
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a customer, including in accordance recommendation 97(a) —
with the requirements under clause 89; | with drafting changes.

{i)(c) response times for complaints; and Drafting changes.
{)(d)the method of response;.
(€)—detail-how-a retailerwill-handle-complaints-about ECCC Final Review Report:
the retailer,-electricity- marketing-agents-or recommendation 98
{h—Dbe-available-at-ne-costto-eustomers: A similar matter is now
addressed in clauses
68(1)(e) and 75(1)(i) of the
amended Code.

87(3) The standard complaints and dispute resolution Drafting changes.

procedure must comply with AS/NZS 10002:2014. This matter was previously
addressed in clause
12.1(2)(a).

12.1(3) Forthe-purposes-of-subelause- (b)) (B)aretalleror ECCC Final Review Report:
distributor- must-at-least— recommendation 97(b)
(@)—when-responding-to-a-complaint-advise-the A similar matter is now

eusteme#that—ﬁw—eusteme#has—the—ﬁght—te—h&ve—the addressed in clause 88 of
complaint-considered-by-a-senioremployee-within the amended Code.
the elta_| eror d'S”E. butor (iR ae;emellanee RS
(o) —when-a-comp euntl as-Retbeen |ese,lued.|nte||na ¥
customer—
(i) —thatt e-custome has- e ightto-raise the
complaint with-the elest teity-on Budsh an-or
anotherse evantexten a-dispute resolution
bg%l and ﬁra Svide-t € .I reecal tlelep e. €

1214y Acknowledgement of complaint and response times | ECCC Final Review Report:

88 For-the purpose-of subclause (2)(b){ii)a A retailer or recommendation 99
distributor must, on receipt of a written complaint by a
customer—

(a) acknowledge the complaint within 10 business days;
and

(b) respond to the complaint by addressing the matters
in the complaint within 20 business days.

89 Advice about outcome of complaint ECCC Final Review Report:
A retailer or distributor must — recommendation 97(b)

(a) _inform the customer of the outcome of a complaints | ECCC advice: minor
process; and amendment, item B166

(b) unless the customer has advised the retailer or
distributor that the complaint has been resolved in a
manner acceptable to the customer, inform the
customer —
(i) __of the retailer’s or distributor’s reasons
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regarding the outcome;

(i) _that if the customer is not satisfied with the
outcome, the customer may make a complaint
or take a dispute to the electricity industry
ombudsman; and

(i) _of the contact details for the electricity industry
ombudsman.

ECCC Final Review Report:
recommendation 101

ECCC Final Review Report:
recommendation 102

90

Obligation to refer complaint

When If a retailer, distributor or electricity marketing
agent receives a complaint from a customer that does not
relate to its functions, it must advise the customer of the
entity that the retailer, distributor or electricity marketing
agent reasonably considers to be the appropriate entity
to deal with the complaint (if known).

ECCC advice: minor
amendment, item B167

Part-13

ECCC Final Review Report:
recommendation 103

ECCC Final Review Report:
recommendation 103

ECCC Final Review Report:
recommendation 103

ECCC Final Review Report:
recommendation 103

Part 13

Protections relating to family violence

ECCC advice: minor
amendment, item B168

91

Family violence policy

Drafting changes.

D246816
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91(1) A retailer must develop, maintain and implement a family | ECCC Final Review Report:
violence policy to assist vulnerable customers. recommendation 107(a) —
with drafting changes.
91(2) The family violence policy must — -

(a) provide for the training of staff (including call centre | ECCC Final Review Report:
staff and field officers) about issues related to family | recommendation 108 — with
violence and its impacts, including how to identify drafting changes.
customers who may be affected by family violence ECCC advice:
and how to apply the policy effectively and recommendation 19(b)
appropriately to provide assistance to vulnerable
customers; and

(b) require the retailer to advise a vulnerable customer | ECCC Final Review Report:
= recommendation 109(a).

(i) that the retailer must take reasonable steps to ECCC advice:
protect the vulnerable customer's information if | recommendation 19(b)
the customer requests the retailer to do so; and

(i) _about the consequences of being hamed on the | ECCC advice:
account of a residential customer who is nota | recommendation 19(b)
vulnerable customer;

(c) require the retailer — ECCC Final Review Report:
(i) to take reasonable steps to establish a safe recommendation 109(b), (c)

method of communication with a vulnerable and (d) — with drafting
customer and if a method of communication changes.
proposed by a vulnerable customer is not
reasonably practicable, to offer an alternative
method of communication; and
(i) _to keep a record of any method of
communication that has been agreed between
the retailer and a vulnerable customer; and
(i) to use any agreed method of communication for
the purposes of providing information required
by this code;
and

(d) include processes to ensure that a vulnerable ECCC Final Review Report:
customer does not have to repeatedly refer to, or recommendation 110
disclose, their situation when they make contact with
the retailer or another person acting on behalf of the
retailer; and

(e) provide that if the retailer becomes aware that a pre- | ECCC advice:
payment meter customer is a vulnerable customer, recommendation 20(d) and
the retailer will provide advice to the customer about | (e)

(i) __the different types of meters available to the
customer; and
(i) _the advantages and disadvantages that may be
associated with each type of meter to a
customer in their situation; and
(i) _the process for requesting a different meter;
and
(iv) the fact that there would not be a charge to
replace the pre-payment meter with a standard
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Clause ‘ Reason for amendment
meter if the customer were to choose that
option;
and
(f) require the retailer to consider reducing or waiving ECCC Final Review Report:
any fees, charges or debt that would otherwise be recommendation 111(b)
payable by a vulnerable customer; and
(a) without limiting paragraph (f), require the retailer to ECCC Final Review Report:
consider — recommendation 111(a)
(i) __the potential impact of debt collection on a
vulcr;erable customer who is liable for the debt; ECCC advice:
. and . recommendation 22
(i) _the extent to which another person may have
contributed to an amount owing for electricity _
supplied to a vulnerable customer’s supply ECCC advice:
address: and recommendation 20(C)
(i) _in the case of a vulnerable customer who is a
pre-payment meter customer — the provision of
financial assistance;
and
(h) require the retailer to have arrangements in place to | ECCC advice:
assist a vulnerable customer who is a pre-payment recommendation 20(b)
meter customer to avoid disconnection; and
() __provide that the retailer will take into account the e ECCC Final Review
circumstances of a vulnerable customer before Report: recommendation
disconnecting the vulnerable customer’s supply 115
address for failure to pay a bill; and « ECCC advice: minor
amendment, item B170
() __provide information about the operation of clause 92: | ECCC advice: minor
and amendment, item B171
(k) _include — Consistent with the
(i) __the telephone number for interpreter services, require.ment§ for financia!
identified by the National Interpreter Symbol; hardship policies set out in
and clause 46(2)(g) of the
(i) the telephone number (or numbers) for services | @mended Code.
that can assist customers with a speech or
hearing impairment;
and
() for printed copies of the family violence policy — be | Consistent with the
available in large-print copies. requirements for financial
hardship policies set out in
clause 46(2)(h) of the
amended Code.
91(3) The training required under subclause (2)(a) must satisfy | ECCC Final Review Report:
at least 1 of the following requirements — recommendation 108
(a) itis developed in conjunction with appropriate Includes ECCC advice:
consumer representatives; minor amendment, item
(b) itis provided by appropriate consumer B172
representatives.
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Clause ‘ Reason for amendment
91(4) Subclause (2)(j) does not apply in relation to former ECCC advice;
residential customers. recommendation 19(b)
91(5) If directed by the Authority, a retailer must review its ECCC Final Review Report:
family violence policy or related procedures, and submit | recommendation 113(a) and
the results of the review to the Authority within a period (©)
specified by the Authority.
91(6) A retailer must consult with persons or bodies that may ECCC Final Review Report:
reasonably be expected to represent the interests of recommendation 107(b) and
persons who may be experiencing family violence 113(b)
whenever the retailer is —
(a) developing its family violence policy; or
(b) reviewing its family violence policy because of a
direction of the Authority under subclause (5).
92(1) Protection from disconnection e ECCC Final Review
A retailer must ensure that the residential supply address Report: recommendation
of a vulnerable customer is not disconnected for a period 114 — with drafting
of 9 months from the date on which the retailer becomes changes.
aware that the customer is a vulnerable customer unless |« ECCC advice: minor
= amendment, item B173
(a) _the retailer is informed by the vulnerable customer,
or otherwise becomes aware, that the customer no
longer resides at that supply address; or
(b) the disconnection is requested by the vulnerable
customer; or
(c) there are safety reasons warranting the
disconnection; or
(d) there is an emergency warranting the disconnection;
or
(e) _electricity has been illegally consumed at the supply
address.
92(2) Nothing in subclause (1) — e Clarification.
(a) affects a vulnerable customer’s responsibility to pay |« ECCC advice: minor
for electricity supplied by a retailer to a supply amendment, item B173
address; or
(b) affects a retailer’s ability to send bills and notices to
a vulnerable customer in connection with payment
for the supply of electricity or to take other steps in
connection with a liability to pay for electricity
supplied by the retailer.
92(3) This clause does not apply in relation to — ECCC advice:
(a) pre-payment meter customers; or recommendation 20(a)
(b) former residential customers.
93(1) Written evidence e ECCC Final Review
A retailer must not require written evidence of family Report: recommendation
violence from a customer unless the evidence is 106(a)
reasonably necessary to enable the retailer to determine |+ ECCC advice: minor
the most appropriate way to — amendment, item B174
(a) _address a failure to pay a bill and, if relevant, deal
with debt collection; or
(b) deal with a proposed disconnection of a supply
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Clause

address.

‘ Reason for amendment

93(2)

To the extent that written evidence of family violence is
required, it need only be 1 document of a kind that is
listed in the Residential Tenancies Act 1987 section

71AB(2).

e ECCC Final Review
Report: recommendation
106(a)

e ECCC advice: minor
amendment, item B174

Division 1

Obligations particutarteo for retailers

Drafting changes.

4HL
94(1) and
2

(1) Subjecttoclause-14.6-ifa Unless clause 99 applies,

a retailer must make the payment specified under

subclause (2) if —

(a) the retailer is required to arrange a
reconnection of a customer’s supply address
under Part 8; and

b) either —
(a)(i) but the retailer has not complied with the
e f bed in cl 12
and-has-netotherwise-caused-the
customer's-supply-address-to-be
reconnected-as-contemplated-by-clause
8-1(3) clause 53(3) or (4); or
by(ii) the retailer has complied with the-time
frames-prescribed-in-clause-8-1(2) clause
53(3), but a distributor has not complied
with the timeframes presecribed set out in
clause 8:2(2); 54(4).
(2) the The retailer must pay te the customer $60 for
each day that i the retailer or the distributor (as the
case may be) is late, up to a maximum of $300.

Drafting changes.

Includes ECCC advice:
minor amendment, items
B175 and B176

94(3)

Subjectto-clause-14-6 Unless clause 99 applies, if a
retailer is-iable-to-and makes a payment under

subelause{1) this clause due to an act or omission of a
distributor, the distributor must cempensate reimburse
the retailer for the amount of the payment.

Drafting changes.

95(1) and

(1) Subjecttoclause-14-6-f Unless clause 99 applies, a

retailer must make the payment specified under
subclause (2) if the retailer —

(a) fails to comply with any of the procedures
preseribed set out under Part 6 (if applicable
and other than clauses 6-8,-6:9-6r6-10 45(3)
and 46), or Part7{otherthan-clauses7475;
clause 48 or 82(1), prierte before arranging for
disconnection of, or disconnecting, a customer
for failure to pay a bill; or

arranges for disconnection of, or disconnects, a
customer in contravention of elauses72+7-3;
#6-or7-+7 clause 49, 50 or 52 for failure to pay a
bill;.

(2) the The retailer must pay te the customer $100 for
each day that the customer was is wrongfully
disconnected.

(b)

Drafting changes.

Includes ECCC advice:
minor amendment, item
B110
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Clause ‘ ‘ Reason for amendment
14.2(2) Subjectto-clause-14-6 Unless clause 99 applies, if a Drafting changes.
95(3) retailer is-tiable-te-and makes a payment under
subelause (1) this clause due to an act or omission of a
distributor, the distributor must eempensate reimburse
the retailer for the amount of the payment.
14.3(1) Subject-to-clause-14-6 Unless clause 99 applies, if a Drafting changes.
96(1) retailer fails to acknowledge or respond to a written Includes ECCC advice:
complaint made by a customer within the timeframes minor amendment. item A
preseribed set out in clause 12:1{4) 88, the retailer must | 1g and B ’
pay te the customer $20.
14.3(2) A retailer will is only be liable to make 1 payment e£$20; | Drafting changes.
96(2) under subelause{1); this clause for each written
complaint.
Division 2 | Obligations particutarteo for distributors Drafting changes.
44 Subject-to-clause-14-6 Unless clause 99 applies, if a Drafting changes.
98(1) distributor fails to acknowledge or respond to a complaint
within the timeframes prescribed set out in clause 12.-1(4)
8s, ...
... the distributor must pay te the customer $20. ECCC advice: minor
amendment, item A19
14:402) A distributor will is only be liable to make 1 payment of Drafting changes.
98(2) $20; under subelause{1); this clause for each written
complaint.
145 (1) Subjeetto-clause-14-6 Unless clause 99 applies, a Drafting changes.
97(1) and distributor must make the payment specified under Includes ECCC advice:
(2) subclause (2) if a the distributor disconnects a minor amendment. item
customer’s supply address other than as-autherised | g111 ’
by J—
(a) as authorised by this Cede code or otherwise
authorised by written law; or
(b) as authorised by a retailer;.
(2) then-the The distributor must pay te the customer
$100 for each day that the customer was is
wrongfully disconnected.
4B A retailer or distributor is not required to make a payment | Drafting changes.
99(1) under elauses-14-1-t6-14-5 this Part if events or
conditions outside the control of the retailer or distributor
caused the retailer or distributor to be liable to make the
payment.
LAB Except in the case of a payment under clauses +4-2 95 Drafting changes.
99(2) and 14.5 97, which are required to be made without
application by a customer as soon as reasonably
practical, a retailer or distributor is not required to make a
payment under elauses-14-1-to-14.5 this Part if the
customer fails to apply to the retailer or distributor for the
payment within 3 months of the non-compliance by the
retailer or distributor.
14.6(3) Underclauses14-3-and-14-4 |f clause 96 or 98 applies, a | Drafting changes.
99(3) retailer or distributor is not required to make more than 1 | |cjudes ECCC advice:
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Clause

payment to each affected supply address per event of

non-compliance with the perfermance-standards

timeframes set out in clause 88.

‘ Reason for amendment

minor amendment, item B

100(1)

A retailer who is required to make a payment under
clauses 141142 or14.3 clause 94, 95 or 96 must do so

(@) by deducting the amount of the payment from the
amount due under the customer’s next bill; or

(b) by paying the amount directly to the customer.;-or

Drafting changes

. | . 1}
customer.:

ECCC Final Review Report:
recommendation 5(a)

100(2)

A distributor who is required to make a payment under

clauses-14-4-or-14-5 clause 97 or 98 must do so —

(a) by paying the amount to the customer’s retailer who
will pass the amount on to the customer in
accordance with subclause (1); or

(b) by paying the amount directly to the customer.;-o¢

Drafting changes.

. | Jistril |
customer-

ECCC Final Review Report:
recommendation 5(a)

Forthe-aveidance-of-doubt—a A payment made under
this Part does not affect any rights of a customer to claim
damages or any other remedy.

Drafting changes.

If a retailer or distributor who is required to make a
payment to a customer under this Part fails to comply
with clause 14-7 100 within 30 days ef after the date of
demand for payment by the customer, or in the case of a
payment required to be made under clause 14-2(1)-or
145 95 or 97, within 30 days ef after the date of the
wrongful disconnection, then the customer may recover
the payment in a court of competent jurisdiction as a debt
due from the retailer or distributor (as the case may be)
to the customer.

Drafting changes.

101(2)

If a retailer is entitled under clause 14-1(2)-er14-2(2}

94(3) or 95(3) to compensation reimbursement of an
amount from a distributor, and the distributor fails to pay

reimburse the cempensation amount te-theretailer within
30 days of after the date of a demand for compensation
payment by the retailer, then the retailer may recover the
compensation amount of the payment in a court of
competent jurisdiction as a debt due from the distributor
to the retailer.

Drafting changes.
Includes ECCC advice:
minor amendment, item
B182

Part 15

Repeal

Code of Conduct for the Supply of Electricity to Small

Use Customers 2018 repealed

The Code of Conduct for the Supply of Electricity to
Small Use Customers 2018 is repealed.

Note:
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This table does not refer to the following ECCC recommendations because it only shows the changes
between the 2018 Code and the new Code (these ECCC recommendations only resulted in changes
between the draft consultation Code and the new Code):

e ECCC advice: recommendations 10(a) and 20

. ECCC advice: minor amendment, items A10, B14, B18, B19, B21, B22, B30, B34, B35, B63,
B71, B72, B81
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