Amendment Table — Final decision - 2023 review of the Compendium of Gas Customer licence obligations

Clause

‘Amendment

Part 1 - Preliminary

‘Reason

11 Commencement of Sehedule-2 Compendium Consequential amendment
The obligations in this Sehedule2 Compendium apply to the to remove the Compendium
retailer and distributor (as the case may be) on and from as Schedule 2 and place in
1 July January 2020 2024. licence.

Commencement date
amended Final decision.

122 Interpretation of Sehedule2 Compendium Consequential amendment

to remove the Compendium
as Schedule 2 and place in
licence

1200 The headings of the Parts, divisions, and subdivisions into Drafting changes.

2(1) which this Compendium is divided may assist with the
interpretation of this Compendium.-Heading-and-notes-are-for

2(2) Notwithstanding clause 2(1), a heading to an individual Drafting changes.
clause, or a marginal note or footnote in this Compendium
does not affect the interpretation of this Compendium and are
for convenience or information only.

12(2)-2(3) | A an-expression-tmparting reference to a natural-person_or Drafting changes.
any word or expression descriptive of a person in this
Compendium is to includes any public body, company, or
parthership-trustjoint-venture; association_or body of
persons, corporate cerporation or_unincorporate.-other-body
corporate-and-any-governmental-agency-and-vice versa.

12(3) A-reference-to-a-person-includes-that person’s-executors; Not required. Assigning

i ; ; i i ng—wi obligations to another entity
limitationpersens-taking-by-novation)-and-permitted-assighs. | does not avoid that entity
from having ultimate
responsibility. It's a
contractual matter.

2(5) Other parts of speech and grammatical forms of a word or Drafting changes.
phrase defined in this Schedule2 Compendium have a
corresponding meaning.

2(6) The definitions in the Sehedule2 Compendium only apply to Drafting changes.
the terms and conditions in the Sehedule-2 Compendium of
this licence and will not apply to any of the other parts of this
licence.

1200 Where-clause-2-of-the licence: Consequential amendment

to remove the Compendium
as Schedule 2 and place in
licence. The terms
‘customers’, ‘distributors’
and ‘retailers’ are expressly
defined.
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Amendment Reason
Clause
the-lieenece}:
133 3. Definitionsfor-Schedule 2 Terms used Drafting changes.
In this Sehedule-2 Compendium, unless the contrary intention | Drafting changes.
appears -
“adjustmentmeans-the difference-inthe Align with the Electricity
a.mGH.H{_eha.Fg.ed__ Code. Draft decision

2.1.3.8.

“alternative tariff”,for a customer, means a tariff other than the Drafting changes.
tariff under which the customer is currently supplied gas.

“appropriate consumer representatives” means persons or | New definition added
bodies that may reasonably be expected to represent the
interest of persons who may be experiencing family violence

“AS Australian-Standard”, followed by a designation, refers to | Consequential amendment

an Australian Standard having that designation that is of removing references to
means-a-standard-published by Standards Australia, and any | “Australian Standard” (and
subsequent iteration of that Australian Standard as it is replacing them with *AS” or
amended from time to time. “‘ASINZS’, as applicable).

Removed as there are no
alian/New 2la ahda Vi : ignati references to AS/NZS
thoticpeblishod ot b Shandloede Apetenlio sl standards

“basic living needs” includes — Drafting changes

(&) rent or mortgage;_and

(b) ether-utilities (e-g-for example, electricity, 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.

“bill issue date” means the date on which a bill is sent by a New definition

retailer to a customer.

“business day” means any day other than-except a Saturday, Drafting changes.
Sunday or_a public holiday throughout the State.

“« ”

Align with the Electricity
of receiving-and-transmitting-telephone-calls-inrelation-to Code.
. . : | fistril ,
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Clause

‘Amendment

‘Reason

relevant-and-consistsof callcentre-staff and 1 ormore
|||Ie_| nation technology-and-comi ot icat Ig' S S?Ste' S "

Align with the Electricity
Code.

“Centrelink” means the Commonwealth agency known as
Centrelink

Clarification purposes

“Centrepay” means the facility that allows Centrelink customs

to have automatic deductions taken from Centrelink
payments.

Clarification purposes

“Compendium” means this Sehedule-2Compendium titled
Compendium of Gas Customer Licence Obligations
(Compendium).

Consequential amendment
of removing the
Compendium as Schedule 2
and place in licence.

“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.

Drafting changes.

“concession” means a concession, rebate, subsidy or grant,
available to residential customers only, related to the supply

of gas—aoiloloterooidoninlcustorore onlby

Drafting changes.

“contact” means contact that is;
(a) face to face;or

(b) by telephone; or

(c) by post; or;

(d) by electronic means.

Drafting changes.

“customer” means a person:

(a) _to whom gas is sold for the purpose of consumption;
and

b} customerwhose-consumption-of-gas-is-less-than- who

consumes not more than 1 terajoule_of gas per year annum.

Drafting changes.

“customer experiencing financial hardship” means a
residential customer who has been assessed by a retailer
under clause 33 34 as experiencing financial hardship.

This definition was
previously included at
clause 6.5

Update of clause number

“designated person” means:

(a) __aresidential customer; or

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

a former residential customer who owes a debt to the
retailer.

(©

New term for the purpose of
defining a “vulnerable
customer”.
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Clause

‘Amendment

‘Reason

T . I

adtomatica P eleeluelt_a paymet tHoR aeus tome SI ot at_elel
clause 5:3:

Consequential amendment
of removing obligations
around direct debit
establishment, as they are
regulated at a national level.

“emergency” means the an-emergency-due-to-the-actual or

imminent occurrence of an event which-that:
(a) in any way endangers or threatens to endanger the safety
or health of any person in Western Australia; or

(b) which destroys or damages, or threatens to destroy or
damage, any property in Western Australia.

Drafting Changes.

“family violence” has the meaning given in the Restraining
Orders Act 1997 section 5A.

Align with the Electricity
Code. Draft 2.1.1

“financial hardship”, in relation to a residential customer,
means a state of long-term mere-than-immediate financial
disadvantage as a result of which the resulis-in-a residential
customer is beinrg 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.

Drafting Changes.

“Gas Marketing Code” means the Gas Marketing Code of
Conduct 2047 2022, as amended or repealed and replaced
by the Authority under Part C of the Act.

Updated year reference

“‘gas ombudsman” means the Energy and Water
Oembudsman_Western Australia performing the functions of
the gas industry ombudsman appeinted-under the-a scheme
approved by-the-Authority pursuant to-section11ZPZ of
under Part 2D of the Act and an agreement under the
Parliamentary Commissioner Act 1971 section 34.

: .

i5-the gas-ombuds |a|na_|e|sen ted-unde! tlne_ scheme F
Aet}

Drafting Changes.

“r ”

Align with the Electricity
Code. The term “instalment
plan” has been replaced
with “payment plan” and is
defined in clause 3 of the
amended Compendium.

“interruption”

(a) means the temporary unavailability of supply of gas
from the distribution system to a eustemersupply
address, but

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

Drafting changes.

The term was only used in
Clause 12.1(2)(c) which will
be deleted in the amended
Compendium.




Amendment Table — Final decision - 2023 review of the Compendium of Gas Customer licence obligations

Clause

‘Amendment ‘ Reason

| - ion. | bii
%@H&WMMMW- i j O

“ H B ”

. ; Align with the Electricity
determined-by-theretailers-inaccordance-with-clause 5:4(4) | Code. The term is defined
within the clause 27 of the
amended Compendium.

“meter” means an instrument that measures and records the | Drafting Changes.
quantity of gas passing through it and includes associated
equipment attached to the instrument to filter, control or
regulate the flow of gas.

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

| X " |

“non-standard contract” has the meaning given in section Drafting changes.
11WB of the Act. means acontractentered-into-betweena

standard-form-contract:
“overcharging” — Align with the Electricity
(a)_includes the overcharging of a customer as the result Code. Draft decision 2.1.3.3
of —

greaterthanthe-amountthatwould-have-been
i : ) | i .
cosortoncoaihalonen G e o ppenll ol comn
defect-an error, defect or default for which the
retailer or distributor is responsible_(including when
a meter is found to be defective); or
(ii) the retailer basing a bill or bills on estimated
energy data (provided either under clause 14(1) or
due to the retailer’s estimate under clause 12(2)(a)-
(c)) 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 the distributor or metering
agent.
or-contributed-to-but-does-not-include-an-.adjustment:
II' y | I . identi . Align with the Electricity
i red Code. Consequential

i £ el . Lei amendment of extending
' assistance to all customers.

Draft decision 2.1.4.

“payment plan” has the meaning given in clause 4. Align with the Electricity
Code.

“payment problems” includes, withoutlimitation; payment

problems relating to a historical debt. Drafting changes.

. . Draft Decision 3.1.1
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Clause

‘Amendment ‘ Reason

“public holiday” means a day that is appointed or declared a
public holiday in Western Australia_by the Public and Bank
Holidays Act 1972.

“relevant consumer representative” —

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

() paymentdifficulties_in paying their bills er
. e 1 ﬁ
payment-meter; or
(ii) _financial hardship;; and
(b) includes financial counsellors.

Drafting changes.

Drafting changes.
Pre-payment meter
references removed Draft
decision 3.1.1

ending-on-30-June:

"resolved", in relation to a complaint, means that —

(a) adecision or determination_has been made by the
retailer or distributor (as relevant) with respect to the
complaint,_ and;-where

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

Draft Decision 2.1.7

Drafting changes.

“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

10(3).

“standard form contract” means-a-centractthatis-approved-by Drafting chanaes
the-Autherity Underhas the meaning given in section 21\WE 9 ges.

11WB of the Act.

“telephone”-means—a—device—which—-is—usedto-transmit—and | Drafting changes.
' co f : _

“ H H ”

. . L di . Drafting changes.

Drafting changes.

soemasRenagomonbundorelones B0

TTY -means-a-teletypewriter: Drafting changes..
“‘undercharging” - -ineludes;-withoutlimitation— Align with the Electricity
includes the undercharging of a customer that is the result Code. Draft decision

of - 2.1.3.3.

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

(b) the retailer basing a bill or bills on estimated
energy data (provided either under clause 14(1)
or due to the retailer's estimate under clause
12(2)(a)-(c)) that is less than the actual value (not
being a deemed actual value) of enerqgy used
where the actual value is derived from an actual
meter reading undertaken by the distributor or
metering agent; or
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Clause

‘Amendment ‘ Reason

(c) athe failure to issue a bill in-aceordance-with
clause-4-1orclause4.2 to a customer;

“verifiable consent” means consent that is given to a retailer or | Drafting changes.
gas marketing agent —

(&) expressly;_and

(b) in writing or orally;_and

(c) by thea customer or a nominated person competent to
give the consent on the customer’s behalf;_and-

(d) after the retailer or gas marketing agent erretailer
(whichever is relevant) has, in plain language
appropriate to theat customer, disclosed all matters
materially relevant to the giving of the consent,
including each specific purpose for which the consent
will be used.;-and

“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.

Payment plans

Align with the Electricity
Code. Draft decision 2.1.1.

4 Align with the Electricity
) For the purposes of this Compendium, a payment plan | Code. The new definition
is an interest-free and fee-free plan or other amalgamates the current
arrangement between a retailer and a residential definition of “instalment
customer under which the residential customer is plan” in clause 1.3 and the
allowed to pay a bill, any arrears or a charge (including | description in clause
a disconnection or reconnection charge) by 2 or more 6.4(1)(b).
instalments while continuing consumption of gas, where | Drafting changes
foe in this definition | ﬁ .
(2) _In subclause (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 Align with the Electricity

(1) In this clause — Code.

designated entity means —

(a) __aretailer; or
(b) adistributor; or
(c) __a gas marketing agent.

(2) If this Compendium requires a designated entity to give
or provide information to a customer on request, the
designated entity may satisfy this requirement by —

(a) referring the customer -
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Clause

‘Amendment ‘ Reason

() 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.

146 Variation from-the Compenditmrelating to standard form Align with the Code. Draft
contracts ..
— decision 2.1.2
(1) Thedolowing-clauses-{marked-with-an-asterisk Update of clause numbers

throughout)willnot-apphy-to-aA retailer and a customer
may where-the retailler-has-entered-into-a-non-standard
contractwith-acustomerand-theretailerand-customer
agree that the following clauses wil-do not apply, or are
amended in their application, to a standard form
contract —

(@ 9(2); 4%
(&) 42

(b) 12(2)(c)(ii)
(c) 3031(1);5+
(d) 4647.81

(2) An agreement under subclause (1) may be a written or a
verbal agreement.

Variation relating to non-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 non-standard contract —

(a) 9(2); 4%

b) 10;

c) 11;

(d) 12(2)(c)(ii)
(e) 13(1)to (6);
f) 2625:541
(q) 2627;52
h) 2728;54

(i) 3031;5%

Align with the Code. Draft
decision 2.1.2
Update of clause numbers
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Clause

‘Amendment ‘ Reason

() 4e47.8%1

(2) An agreement under subclause (1) may be a written or a
verbal agreement.

15 . . Drafting changes
’I -retaiie |_|ust © |su|_e t a_tl.suP gasl_ ' 6“.ke“ 9 agellt_engageel

Sonconle

Part 2 — NetusedMarketing Drafting changes.

Retailers must ensure gas marketing agents comply with
this Compendium

[e¢)

Drafting changes.

A retailer must ensure that any gas marketing agent engaged
by the retailer complies with the obligations under this

Compendium.

Note: This Compendium 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 (WA), the Spam Act 2003 (Commonwealth), the Spam
Requlations 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).

Part 3 - Connection

Obligation to forward connection applieation request Drafting changes.
312 Upless—the—ecustomer—agrocs—othepsise—aA  retailer Drafting changes.

9(2) must forward the customer’s request for connection to the
relevantdistributor —

@) Wif the request is received before 3pm on Drafting changes.
a business day; _- on that same day; or

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

313} Inthis-clause— Drafting changes.

“ N ’

4110 Standard bBilling cycle* Drafting changes.

. . i
(a) no-more-than-once-amonth;-unless—
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Clause

‘Amendment

‘Reason

Unless subclause (2) applies, a retailer must issue a bill to a
customer at least every 105 days.

atleastevery-105-days-unless—

Drafting changes.

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

(a) theretailerhas not received the required metering
data from the distributor for the purposes of
preparing the bill, despite using its best endeavours
to obtain the metering data from the distributor; or

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

() where-the customer is supplied with gas under
a deemed contract pursuant to section 11WK
of the Act; and

(i) the bill is the first bill issued to that customer at
that supply address.

0 4 . . s verifiabl

Align with the Electricity
Code. Drafting changes.

10(3)

A the retailer has-given-the 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 105 days.

Drafting changes.

11(1)

Shortened billing cycle*

A retailer must not place a residential customer on a
shortened billing cycle unless subclause (2) applies.

Drafting changes.

42 11(2)

Forthe purposes-ofeclause4-1{a)}(i),aA retailer may place a
customer on a shortened billing cycle if — has-givenra

Drafting changes.

10
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Clause

‘Amendment ‘ Reason

ceif t or ] i | ,

. lacing.t! | bill ,
ol

a denti - or he in
the case of a residential customer — the customer is

not a customer-is experiencing payment-difficulties-or

financial hardship; and
(@) theassessmentean ed-outu ele_ clause 61 dicates
tothe etan_eﬁ_ tlna_t e eﬁu_ste e IIS e;eple_l lenemg

(b) receiptofthe retailer has given the customer a -a-third
reminder notice for 3 consecutive bills; and may-result
i 1l bei I I ! ill
eyele;

(c) before the 3 reminder notice is given to the customer,

the retailer has given the customer a notice informing
the customer that —

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

(i) if the customer is a residential customer,
assistance is available for residential
customers experiencing problems paying their
bills; and paymentdifficulties-orfinancial

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

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

4.2(2) 4 1{a)i)aretailermustnotplace-aresidentialeustomeron | Align with the Electricity

a-shertened-billing-cycle-without the-customer’s-verifiable Code. Draft Decision
consentif— 2.1.3.2.

4.2(3) lfafter giving-notice-as-required-under-clause-4-1(a)(ii)a Align with the Electricity
11(3) retaller-decides-to-shorten-the-billing-cycle-inrespect-of-a Code. Drafting changes.

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

11
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Clause

‘Amendment

being made for disconnection of the supply of gas. of

i ocision.

‘Reason

11(4)

A shertened-billing cycle_shortened under subclause (2)
must be at least 10 business days.

Drafting changes

11(5)

A retailer 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+reguestto-the billing
eyele-that-applied to the customer’s former -before-the
shertened-billing cycle-cemmenced.

Drafting changes

11(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-that

od bof I bill
commenced.

Drafting changes

4.3 12(1)

Bill Smoothing

it . 1
A retailer may, on receipt of a request by a customer,
provide the customer with-a bill which reflects a bill

smoothing arrangement, in respect of any 12 month period,
notwithstanding seetion clause 10.

Drafting changes.

12(2)(a)

(i) the retailer’s initial estimate of the amount of gas the
customer will consume over the 12 month period;

(ii) the relevant supply charge for the consumption of gas
and any other charges related to the supply of gas as
agreed with the customer;

(iii) any overcharge or undercharge adjustment from a

previous bill smoothing arrangement—éaﬁe#bemgad*us%ed—m
accordance-with-clause-4.19); and .

Drafting changes.
Draft decision 2.1.3.3.

| }
12(3)(c)(ii)

wnless-otherwise-agreed-if there is a difference between

the initial estimate and the re-estimate ...

Align with the Electricity
Code. Draft decision 2.1.2.

4-3(2)(e)
12(2)(d)

At the end of the 12 month period, or any other time agreed
between the retailer and the customer and at the end of the
bill smoothing arrangement, the meter is read and any
adjustment overcharge or undercharge during that bill
smoothing arrangement is included on the next bill in
accordance with clauses 21 and 224-19; and

Drafting changes.

bl .
i . bi

Align with the Electricity
Code. Draft decision
2.1.3.1.

12
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Clause

‘Amendment ‘ Reason

Division 2 — Contents of a-bill
4513 PartictHarson-each Contents of bill
13(1)

In addition to any information required to be included on a Drafting changes.

customer’s bill under another provision of this Compendium,
a retailer must include the information set out in this clause
on the customer’s bill.

13(2) The bill must include the following information in relation to élcl)%réwnh the Electricity
the particular service — Moved from clause 13(4) as
(a) the supply address and-any-relevant-mailing-address; it relates to information on
the particular service.
(b) the customer’s name and account number; and particular servi
(c) ameter identification number (if relevant); and elearly
| | | : bill that | e by
customer
(d) the Meter Installation Registration Number for the
property
13(3) The bill must include the following information in relation to él(l)%r;wnh the Electricity
supply and consumption of gas — '
(a) the start and end date of the supply period eitherthe
o ﬁ . I o or
date-of-the-current-meterreading-or-estimate;
(b) the number of days covered by the bill;
(c) the customer’s consumption, or estimated
consumption; and
(d) unless the customer is a collective customer, the
average daily consumption the-average-daily
ion—unl | ) lloet
S
45 . . Align with the Electricity
13(4) Jnless—a-cusiomer agrees-otherwise, a-retaler must Code. Drafting changes.

include—atleast-theThe bill must include the following
information enthe-customer’s-bill in relation to amounts due

and payments —
(@) the amount due;

(b) the current meter reading or estimate;

(c) the applicable tariffs;

(d) __the amount of any arrears or credit standing to the
customer’s name;

(e) the amount of any other fees or charges and details of
the service provided_in connection with those fees or

charges;

13
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Clause

‘Amendment ‘ Reason

() withrespeettoa in the case of a residential customer -
a statement that the residential-customer may be

eligible to receive concessions and how the residential
customer may find out_about its-eligibility for those
concessions;

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

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

(i) atelephone number for billing and payment enquiries;
(j) if applicable and not included on a separate statement —

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

(i) the total amount outstanding under the instalment
payment plan;
(k) ifapplicable, a statement enthe-bil-that an additional fee

may be imposed to cover the costs of late payment
from the customer;

()  tothe 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;

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

(n) the due-date_by which the bill must be paid;

(o) asummary of the applicable payment methods; and ;
: . . cor
property.

{e3(p) a meter identification number (clearly placed on the
part of the bill that is retained by the customer)

1'3(5{ )} The bill must include the following ancillary information — Drafting changes
(@) atelephone number for complaints;
(b) the contact details for the gas ombudsman;
(c) the distributor’s 24 hour telephone number for faults and
emergencies.
4.5(4) . Drafting changes.
13(6) Subclause )}a)-(2b)-does not apply where if .... Update of clause number

14



Amendment Table — Final decision - 2023 review of the Compendium of Gas Customer licence obligations

Clause

‘Amendment

(ii) the information set out in clause 2:2-5(2) of the Gas
Marketing Code or how the customer may obtain the
information set out in clause 2.2-5(2) of the Gas
Marketing Code;

‘Reason

452 Notwithstanding-subelause-{1){bb}Subclause (4)(I) does not Drafting changes.
13(7) apply —aretaileris-not-obliged-to-include-a-graph-orbar
charton-the billif the bill is —
(@) notindicative of a customer’s actual consumption;
(b) not based upon a meter reading; or
(c) for a collective customer.
4.5(3) If a retailer identifies-a-histerical-debt-and-wishes to bill a Drafting changes.
13(8) customer for-that 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 advise-the-customer-of —
(@) the amount of the historical debt; and
(b) the basis of the historical debt;-beforewith-eron-the
Division 3 - Basis of bill
4116(1) Subject to elause-4-3-and-4-8 section-clause_15, a retailer B:Zg'ggcﬁgg?]gg Sl >
must base a customer’s bill-en — Correction of typo
meter—at—the customers—supply—address—or the
address;—provided—the—retailer |e_questeel and—the
cHetomerag eFeell that E.I € GUStomar Wi |e|ad.t &-fetariol
(a) _on energy data or estimated enerqgy data provided for
the meter at the customer’s supply address provided by
the distributor or metering agent; or
(b) on energy data provided for the meter at the customer’s
supply address provided by the customer on a request
from the retailer where the customer agreed to provide
that energy data; or
(c) __if the customer has entered into a non-standard contract
— on any other method agreed between the retailer and
the customer.
14(2) A bill will be taken to comply with subclause (1)(a) if the bill | A19n With the Electricity
- —=— Code.
reflects a smoothing or similar arrangement that has been
entered into between the retailer and the customer.
14(3) If a retailer is required to comply with subclause (1)(a), the Align with the Electricity
- - Code.
retailer must use its best endeavours to ensure that an actual
value is obtained as frequently as required to prepare its bills.
47D 2) Freguency-of- meterreadings Drafting changes.
and-(3} A-retaller-must-use-its-best-endeavours-to-ensure-that
14(4) metering-data—is-obtained-asfrequently-asrequired-to
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Clause

‘Amendment

it obtai . | .
Subelaus_el(zl) does _|I|etapply ithe |eta|e. is-required-to

A retailer must ensure that at least once every 12 months it
obtains metering data from an actual meter read unless the

retailer is required to comply with the retail market procedures,
in which case it does not have to.

‘Reason

14(5)

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)(b)(c).

Align with the Electricity
Code.
Correction of typo

4815

Estimations

4-8-(2)
15(1)

o il ; "
If a retailer_has based a customer’s bill on -bases-abillupon

an estimation, the retailer must clearly specify on the
eustomer's-bill that —

(a)
(b)

the retailer has based the bill 4pon an estimation; and
the retailer will tell-provide to the customer on request —
(i) the basis of the estimation; and

(if) the reason for the estimation; and

the customer may request —
(i) averification of an estimation; and
(i) a meter reading.

(©

Drafting changes.

4:8(2)(b)
15(2)

A retailer must tell-provide to a customer on request the —

(a)
(b)

the basis for the estimation; and
the reason for the estimation.

Drafting changes.

15(3)

A retailer must comply with clause 15(2) —

(@)

within 5 business days of the customer making the
request; or

if the retailer requires information from the distributor to
be able to provide the information within 5 business
days of the retailer receiving that information from the
distributor.

(b)

Final decision 4.3

s Is' ubsequently read tllle_leta erFustine uelﬁela |

Align with the Electricity
Code. Draft decision
2.1.3.3.

41016

Customermayrequestmeterreading Replacement of

estimation with actual value

Drafting changes.

16(1)

This clause applies if —

Drafting changes.

16
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Clause

‘Amendment

(a) Haretailer has based a bill upon an estimation
because a customer failed to provide access to the
meter; -and

(b)  the customer —

(i) subsequently requests the retailer to replace the
estimated bill with a bill based on an actual
reading-of the-customer's-metervalue; and

(il) pays the retailer’s reasonable charge for

reading the meter (if any); and

(iii) provides due access to the meter.

‘Reason

16(2) The retailer must use its best endeavours to replace the Align with the Electricity
estimated bill with a bill based on an actual value. Code.
Division 4 — MetertestingChange of tariffs Drafting changes.
411 Customerrequests-testing-of-meters-or-metering-data Align with the Electricity
Code.

4.11(1) Ha-customer— Align with the Electricity
{a)}  requesis the meler o be lested: and Code.

(6) I . lo el : .
meter{if-any);
I . he distri .
agenttotestthe-meter:

4112) If the-meter is tested-and-found-to-be defective, the retailers | Align with the Electricity
reasonable charge for testing the meter (if any) is to be Code.
refunded-to-the-customer-

Dpnoten b Allomoiec e Drafting changes.

17 Customer request for change of tariff Drafting changes.
A retailer effers must comply with subclause (2) if the .

17(1) retailer offers alternative tariffs and a customer — Drafting changes.

() appliestorequests the retailer to transfer from that
customer’s current tariff to another receive-an
alternative-tariff; and

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

4.12(1) Theretailer-mustchange-the-customer-to-the-alternative-tariff | Drafting changes.

17(2) ithi . : i
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).

44200, If a customer transfers from 1 tariff to another under this Drafting changes.

17(3) clause Forthe-purposes-ofsubelause(1), the effective date of

change-willbethe transfer is —the date on which the last meter
reading atthe previous-tarif was obtained.

(a) thedatethe-meteradjustmentis-completed,-if-the

17
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Clause

‘Amendment

. . | I
ctistomers-supply-address:

‘Reason

18.

Tariff change if former tariff unavailable

Drafting changes.

413 18.

This clause applies if

(1) acustomeris no longer eligible to receive a tariff under
which the customer is currently supplied gas at the
customer’s supply address.

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

change

Drafting changes.

Division #5 — Review of bill_and energy data checking

Drafting changes.

19

Review of bill

19(1)

If Subjectto-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) ifthecustomer has not already paid the bill, pays the
lesser of the following payirg—

(i) that portion of the bill under review that the customer
and thea 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).

whicheverisless;-and
. . | o bi |
customer.

Drafting changes.

4-16(1)
19(2)

rollowi owofabill

If, after conducting a review of a bill, a retailer is satisfied that
the billis —

(a) is correct, the retailer —

(i) may require the a customer to pay the unpaid
amount_(if any) of the bill that is still outstanding; and

(i) must advise the customer that the customer may

Drafting changes.

18
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Clause

‘Amendment ‘ Reason

request theretallerto-arrange-a meter test;-n
accordance-with-apphicable-law: and

(iii) must advise the customer of the existence and
operation of the retailer’s internalstandard
complaints and dispute resolution procedures and
details about making a handlingprocesses-and
details-of-any-applicable-external-complaints to the
gas ombudsman; handling-processes;

or

(b) is incorrect, the retailer —

(i) __must adjustthe billin-accordance with-clauses4-17
ang-4-18- comply with clause 21 or 22 as the case

requires

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

41602 TheA retailer must inform a customer of the outcome of the Drafting changes.
19(3) review as soon as practicable after it is completed.

4.16(3) If a retailer has not informed a customer of the outcome of Drafting changes.
19(4) the review within 20 business days from the date of receipt

of the request for review, -urderclause-4-15-the retailer
must previde-notify the customer with-netification-of the
status of the review as soon as practicable_after the
expiration of that period.

19(5) The initiation of a review does not remove the requirement Align with the Electricity
for the customer to pay future bills as they fall due. Code.
Division 68 — Undercharging_and; overcharging and Drafting changes. Draft
adjustment decision 2.1.3.3.

41721 Undercharging

4171 Fhis-clause-4-17-apphes-whetherthe-undercharging-became | Align with the Electricity
apparentthrough-areview-underclause-4-15-or-otherwise. Code.

A2 If a retailer proposes to recover an amount that has been Align with the Electricity
21(1) undercharged, -as-a+result-of an-error—defector-defaultfor Code. Draft decision
whightho oo ordisinbiior o pnesonaible Lncluding 2.1.3.3.
where-a-meter-has-been-found-to-be-defective); the retailer
must —

(a) subjeetto-subelause(b)-limitthe amount to be

recovered to no more than the amount undercharged
in the 12 months priertebefore the date on which the
retailer notified the customer of thethat undercharging
had-oceurred;_and

(b) _ notify the customer of the amount to be recovered no
later than the next bill after the retailer becomes aware
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Clause

‘Amendment

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) __inthe 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 36
for a period at least equal to the period over which the
recoverable undercharging occurred.

‘Reason

hdorehoroinccosnod
21.2 Subclause (1)(a), (c) and (d) do not apply if the Align with the Electricity
undercharging has occurred because the customer has Code.
denied access to the meter at the supply address for more
than 12 months.
A2 If, after notifying a customer of the amount to be recovered in él(l)%r;wnh the Electricity
AL, accordance with subclause (1)(b), the customer fails to pay '
21(3) 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

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

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

20
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Clause

‘Amendment

‘Reason

Overcharging

418 22

s ol 19 apoli I inet

Drafting changes.

4-18(%)
22(1)

If a customer (including a customer who has vacated the
supply address) has been overcharged-as-a+resultofan

e ot f . . o .

ible (includi | ; |

defective), the retailer must use its best endeavours to
inform the customer of the amount overcharged acecordingly
within 10 business days efafter the retailer becominges
aware of the error-defectordefault overcharging and,
subject to this subclauses{6}-and{(7}, ask the customer for
instructions as to whether the amount should be_credited to

(@) ereditedto-the customer’s next billaccount; or

(b) repaidtethea bank account nominated by the
customer.

(c) Included as a part of a new bill smoothing arrangement
if the overcharge arises as part of a prior bill smoothing

arrangement.

Align with the Electricity
Code. Draft decision
2.1.3.3.

4:18(2)
22(2)

If a retailer receives instructions under subclause (21), the
retailer must deal withpay- the amount in accordance with
the customer’s instructions within 12 business days ofafter
receiving the instructions.

Drafting changes.

4-18(3)
22(3)

However, if a retailer does not receive instructions under
subclause (21) within 5 business days efafter making the
reguest, the retailer must use reasonable endeavours to
credit the amount overcharged to the customer’s next
billacceunt.

Drafting changes.

4:18(4)
22(4)

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).

Drafting changes.

4.18(5)
22(5)

No interest shallaccrue to-a-creditorrefundreferred-to-in
subelause{(2)is payable on an amount that has been

overcharged.

Drafting changes.

4-18(6)
22(6)

Despite subclause (1) to (5), If a customer has been
overcharged by-a—retailer-and the customer owes a debt to
the retailer, then-provided-that the-customeris-nota

donti e hioult

Drafting changes.
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Clause

‘Amendment

financial-hardship;-the retailer may, after giving with-written
notice to the customer, use the amount of the overcharge to

set off the debt.

‘Reason

22(7)

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

(a)Net Used
(b) Net Used

Drafting changes.

22(8)

If -owed-to-theretailerf-afterthe-set-off-there remains an
amount of in credit_after a set-off under subclause (6), -the
retailer must deal with the-that-amount ef-eredit-in accordance
with subclause (21) to (4) (depending on the amount that
remains in credit). or-ifthe-amountislessthan-$100;
subclause(6):

Adjustments

Align with the Electricity
Code. Draft decision
2.1.3.3.

Align with the Electricity
Code. Draft decision
2.1.3.3.

Align with the Electricity
Code. Draft decision
2.1.3.3.
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Clause

‘Amendment

for | . het Id
bo—

‘Reason

419(3) . . . . Align with the Electricity
Ha _etale eceived stractions d des SEbEIaE.'Se (2)rthe Code. Draft decision
etaers o stpay-the-amou IIE' aceo d. ance l'“’" H ;e - 2.1.3.3.

4194y . o . Align with the Electricity
l _eu_etale| d_ees 1otreceiveinstructions . € ) Code. Draft decision
within S business-days-ct-making the equest; . 2.1.3.3.
mustuse-reasonable-endeavours-to-creditthe-amountot-the

419(5} . . Align with the Electricity
ll iy amountFe eue_ﬁel tle " sulaelauseﬁ(za S Ie_ss than $100; Code. Draft decision
later-than-the-nextbill-afterthe-meterisread:and 2133
(aj-ask .EI e-customerfornstructions-unde subela. use(2){in

wh G.I case slub'elauses' (3)-a dl ¢4 Etlppliv as IE ;t;;e;

4.19(6) . . Align with the Electricity
o-interest shall acerue to-an-adjustment amount tinde Code. Draft decision
subclause-{1)-or-(2)- 2.1.3.3.

4.19(7) Mheameun%ef—tkr&adiustmeni—asrﬁkameun%emng% Align with the Electricity
eusteme#anﬁh&eustemer—ewes&debt—te%hewe&a#euhen Code. Draft decision
p#ewded—thai—th&eustemem&net—&res@e%%eus%eme; 21.33.

b
expenene g, payment dif GH.IE'ES oF Hranciatt alldslup the
staller may:wit “wtien-Rotice o the-customertise-the
an e_ul “.E gﬁ' ; |ﬁe adlil"St 'e“;&te setofd © debtowed-io-t Iﬁe

it . toal with 1 : e
| th cubel Y o it .
$100,-subclause(5)
{a)-Not-used
h)y-Notused

Division6 | Final bill

Division 7

414 23 Request for final bill

2;,_3 1{ ) If a customer requests the retailer to_arrange for the Drafting changes.

preparation and issue_of a final bill atfor the customer’s
supply address, the retailer must use reasenable-its best
endeavours to arrange for —

(a) ameter reading; and
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Clause

‘Amendment

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

‘Reason

23(2)

Unless subclause (4) applies, if the -a- customer’s account is
in credit at the time of account closure, subject-to-subelause
{3)-a retailer must, at the time of the final bill, ask the
customer for instructions as to whether the eustemerregquires
theretailerto-transferthe-amount of credit_should be
transferred to —

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

(b) abank account nominated by the customer. ;-and

Drafting changes.

23(3)

The retailer must,credit-the-account-orpay-the-amount-of

credit in accordance with the customer’s instructions_under
subclause (2), transfer the amount of credit within —

(a) 12 business days ef after receiving the instructions; or

(b) another period ethersuch-time-as-agreed with the
customer.

Drafting changes.

23(4)

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

Drafting changes.

4.14(3)
23(5)

If, after the-a set--off under subclause (4), there remains an
amount of credit, the retailer must deal with the ask-the

ereditamount in accordance with subclauses (2) and (3).

Drafting changes.

Division 8 — Providing bills under standard form
contracts

24

Provision of bills

24(1)

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.

Align with the Electricity
Code. Draft decision
2.1.3.1.

24(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.

Align with the Electricity
Code.

Division 9 — Prohibition on charging for paper billing

Prohibition on charging for paper billing

I\)l[\)
Q1 ||lo1

A retailer must not charge the following customers any
amount of money for the provision of a paper bill —

(a) customers that are receiving concessions;

Final decision 4.2
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Clause

‘Amendment

(b) customers experiencing financial hardship; or
(c) vulnerable customers

‘Reason

25 26 Due-datesforpayment* Payment date
5.4 2526 | The due-date_by which -en-a bill must be_paid must be not Drafting changes. Draft
earlier than-atleast 12 business days from the date-of that decision 2.1.2.
bill issue date.-unless-otherwise-agreed-with-a-customer:
Unless-a retailer specifies-a later date, the-date-of dispatch
522627 | Mirimum-Payment methods*
285 A retailer must accept payment for a bill in the following ways | Drafting changes.
27(1) Unless-otherwise-agreed with-a-customer;-aretailer must offer
the-customer atleastthe following paymentmethods —
(@) in person at 1 or more payment outlets
located within the Lecallocal gGovernment
Ddistrict of the customer’s supply address;
(b) by telephone;
(c) by post; mail;
(d) for residential-Centrelink customers by Centrepay;
(e) by electronic funds transfer. electronically-by-means
of—BPasyLer—eFeeHLea#d—and rtoloshencbaconsof
26(2) This clause does not limit any other method for payment of a | Align with the Electricity
27(2) bill that may be agreed between the retailer and the Code.
customer, including the option of payment by direct debit.
53 Pirect E.EIQ'E . . . Align with the Electricity
I a-retaie ofiers-the-option GI. payme “95. & direct-aebit Code.
fac Hy-10-a-customert 97 Staller-must; o EQ,E € el'n'est
debit ae, iy COMMERCing obiai-tne-eustomers-veriiable
consent-and agree “'H'.E e-customertne date-o
e? II rence Iel t_ellt e-direct debit-iacility-and the-frequency
27 28 Payment in advance_*
271 Subject to subelause-this clause (6}, a retailer must accept Drafting changes.
28(1) payment in advance from a customer-en+eguest.
2H2) Acceptance-of anadvance paymentbya A retailer wilkis not Drafting changes.
28(2) required to -theretailerto-credit any-interest to an the
amounts paid in advance.
27{3) Subjectto-clause-6-9for the purposes-of subelause{1)-The | Drafting changes.
28(3 amount of $20 is the minimum amount ferwhich that a
retailer will is required to accept advance as a payment._in
advance from a customer (although the retailer may accept
a lower amount if it thinks fit). urless-otherwise-agreed-with
o-shotemane
274 A retailer may determine an amount (a -maximum credit Drafting changes.
28(3) amount) that a customer’s_account may be in credit.
27(5) A maximum credit amount must be-ne not be less than $100. Drafting changes.
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Clause

‘Amendment ‘ Reason

228} If a retailer determines a maximum credit amount, the Drafting changes.
28(6 retailer must publish the maximum credit amount on its

website.
271 A retailer is not obliged to accept payment in advance where | Drafting changes.
28(6) if the customer’s account is in credit for an-ameountin-excess

of more than the maximum credit amount.

27(8) If a customer’s account is in credit for an-amount-exceeding Drafting changes.

28(8) 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.

552829 |Redirection of bills Absenceoriliness Drafting changes.

28 29 Haresidential customer-is-unable to-pay by way-of the Drafting changes.
| hed | | i

A retailer must re-direct a eﬁer—th&re&denﬂal—customer b
to a different address (including to an email address or a
different email address) on the requestredirection-of-the
residential-customer’s_request and -bil-to-a-third-person-at

no charge.
29 30 Late payment fee s Drafting changes.
29(4) A retailer must not charge a residential customer a late Drafting changes.
30(1) payment fee in connection with the payment of a bill if —

(@) Notused: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 a-payment-extensien-under Part 6, and the
customer pays the bill by the agreed new due
date; or

(i)  aninstalment a payment plan under Part 6, and
the customer is making payments in accordance
with the instalment-payment plan, or

(c) subject to subclause (2), the customer has made a
complaint directly related to the non-payment of the bill
to the retailer or te-the gas 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 has been is-resolved by the retailer

in favour of the customer;_or —H%h&eemp#&mi—rs

(iiiy  if the compliant has been made to the gas
ombudsman - the complaint has not been
determined, or has been upheld by the gas

ombudsman-{if a-complainthas-been-made-to
the-gas-embudsman).i-the-cemplaintis
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Clause

‘Amendment ‘ Reason

. | i f ,
the retailer;-any late- payment fee shall-only-be
calculated-from-the date-of the gas
ombudsman’s-decision; or

(d)  the customer is assessed-by-the retailerunderclause

6-1{1)yasbeinginr a customer experiencing financial
hardship.

29(2) If a retailer has charged a late payment fee in the Drafting changes.
30(2) 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)).

g

If a complaint referred to in subclause (1)(c) is not resolved Align with the Electricity
in favour of the customer, any late payment fee must be Code.

calculated from the date of the retailer’s or the gas
ombudsman’s decision (as the case may be).

w
o
w

£

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

w
o
~

s

A retailer must not charge a residential customer more than Drafting changes.
23 late payment fees in relation to the same bill or more than
12 late payment fees in a year-12-month period.

w
o
o1

§

If a residential customer has been assessed as beirg-in a Drafting changes.
residential customer experiencing financial hardship-urder
clause 6-1(1), aretailer must retrospectively waive any late
payment fee charged under the residential customer’s last
bill prier-tebefore the assessment being-was made.

w
o
(9))

Vacating-a supply address*

Subjeetto Except as set out in this clause, if a customer Drafting changes.
giving-gives notice aretailerneotice-and vacates -customer
vaeating-the supply address at-within the time specified in the
notice, the retailer must not require the customer to pay for
gas consumed at the customer’s supply address from —

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

B2

(b) in any other case — 5 days after the customer gave
notice;-in-any-othercase; unless-the retallerand-the
custemer-have-agreed-to-an-alternative-date-

If a customer reasonably demonstrates to a retailer that the Drafting changes.
1(2 customer was evicted or otherwise required to vacate the
supply address, the retailer must not require the customer to
pay for gas consumed at the customer’s supply address

o
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Clause

‘Amendment

from the date on which the customer gave the retailer notice.

‘Reason

3663}
31(3)

For the purposes of subclauses (1) and (2), notice is 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 be an
email address) to which a final bill may be sent.

Drafting changes.

31(4)

Notwithstanding-Despite subclauses (1) and (2) - —

(a) if the a 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 gas consumed
at the eustomer's-supply address from the date thatthe
newon which the contract with the new customer
becomes effective;_and

b)—if a new anether retailer becomes responsible for the
supply of gas to the supply address, the previous retailer
must not require the customer to pay for gas consumed
at the customer’s supply address from the date on which
the new thatthe-other retailer becomes responsible;.

Drafting changes.

31(5)

Notwithstanding subclauses (1), (2) and (4), a retailer’s right

to payment does not terminate with-regard-te in relation to any

amount that was due up until the termination of the contract.

Drafting changes.

3132

Debt collection

32(1)

A retailer must not commence proceedings for recovery of a
debt —

(a) paymentdifficulties from a residential customer who

has informed the retailer in accordance with clause
6-1H1)33 34 that the residential customer is
experiencing payment problems-erfinancial-hardship,
unless and until the retailer has complied with all the
requirements of clause 6-133 34 and (if applicable)
clause 6-34 35(3); and

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

Drafting changes
Update of clause numbers

32(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 provided-thatif
the retailer obtains the other customer’s verifiable consent to
the transfer.

Drafting changes

Notused

5.10 32 33

Simultaneous payments for gas and electricity
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Clause

‘Amendment

‘Reason

32(1)
33(1)

If Where a retailer and a residential customer have entered
into —

(@) adualfuel contract; or

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

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

(ii) separate, simultaneous bills for electricity and gas
are,

issued to the residential customer and the residential
customer does not pay the entire amount owing under
that bill or those bills....

Drafting changes.

Part 6 Payment difficulties& financial-hardship assistance

¢

Assessment

=1

Unless subclause (2) or (5) applies, iif a residential customer
informs a retailer that the residential customer is
experiencing payment problems, the retailer must,{(subject
to-clause-6-2)—within 5 business days, assess whether the
residential customer is experiencing payment-difficultiesor
financial hardship. and iftheretailercannotmakethe
assessmentwithin 5-business-days, referthe residential
customerto-arelevantconsumerrepresentative-to-make-the
e

Drafting changes.

w
~
N

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){z).

Drafting changes.

w
N
w

When undertaking the assessment required by subclause
(D)eogwnloecrminilorndonio nn neenesmont o o enlonng
consumerrepresentativer- 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).

Drafting changes.

w
&
~

A retailer must, on request, advise a residential customer en
reguest-of the details-and-outcome of an assessment,
including the reasons for the outcome of the assessment,
carried-eut under subclause (1).

Drafting changes.

w
NS
a1

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

Align with the Electricity
Code. Draft decision
2.1.4.2.

8

) )
E]EE ;;£E5E:.EIEE;E : 5_;|;_5 I
consumer-representative-underclause 6-1{1 )b} then

Align with the Electricity
Code. Consequential
amendment of deleting the
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Clause

‘Amendment ‘ Reason

the-retailermustgrant-the-residential-customera requirement for assessment

temporany-suspension-of-actions. referrals. Draft decision
{2y ifaresidential customer informs a retailer that the 2.1.4.2.
dont] . T
customer—

6.3 Assistance to-be-offered Align with the Electricity
Code

Division 2 — Residentialcustomers-experiencing Drafting changes.
ifioult " . <hi

Payment assistance
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Clause

‘Amendment ‘ Reason

34 35 Alternative paymentarrangements Payment assistance Drafting changes.

34(1) Subject to this Division, Aa retailer must make the following Draft Decision 2.1.4
35(2) available to effera residential customers-whe-is
= ol ; .y hi
thefollowing payment arrangements —

(8) additional time to pay a bill; and

(b) apayment plan for the amount owing.

b) aninterest-free-andfee-freeinstalmentplan orother
lor whicl idont :

However, a customer is only entitled to select 1 option under Draft Decision 2.1.4
subclause (1) once per bill.

A retailer must offer a residential customer who is assessed Draft Decision 2.1.4
as experiencing financial hardship at least the following
(without the need for the customer to make a request) —

(a) apayment plan;
(b) assistance in accordance with clause 38 39.

w
1
w

Limits to payment extensions Draft Decision 2.1.4

If a residential customer has, in the previous 12 months, on Update of clause numbers
at least had-2 occasions, failed to pay a bill within a period of
additional time made available under clause 34 35(1)(a), a
retailer is not required to offer the customer additional time
under clause 34 35(1)(a).

Payment plans

When-offering-oramending-an-instalmentplan;-aretailermust | Drafting changes.
comply with-subclause(3):

A retailer must ensure that the-instalment a payment plan_for
a residential customer is fair and reasonable, taking into
account —

|‘|o“%

¢

=3

(a information about a-the residential customer’s capacity

to pay and-consumption-history;_ and
(b) comply-with-subelause{(3) the amount of any arrears

payable by the customer to date.

A retailer must, in relation to a residential customer for whom | Align with the Code. Draft
7(2 a payment plan is being considered, offer the customer Decision 2.1.4

assistance to manage their bills for ongoing consumption Example added for clarity
during the period of the payment plan.

=8
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Clause

‘Amendment ‘ Reason

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

36(3) If a residential customer has, in the previous 12 months, had | Align with the Code. Draft
37(3) 2 instalment-plans-payment plans cancelled due to non- Decision 2.1.4

payment, a retailer dees-notis not required to offer the that
residential customer another instalmentplan-payment plan
under subelause{(1)-this Division unless the retailer is
satisfied that the residential customer will comply with the

instalment-plan payment pla

36(4) For the purposes of subclause (3), cancellation does not Align with the Code.
37(4) include the variation of a payment plan under clause 37-38. Update of clause number
6:-4(3) If a residential customer accepts an-instalment a payment Drafting changes.

36(5) plan-effered-by-a-retailer, the retailer must within 5 business

37(5) days eftheresidential after the customer accepts ing-the

payment-instalment plan, provide the residential-customer

with information in writing or by electronic means- that

specifies:

(@) theterms of the instalmentpayment plan, {including the
number anrd-ameunt-of payments, the_ amount of each
payment, when each payment must be made

duration-ef payments-and how the payments are

calculated); and

(b) the consequences of not complying with adhering-te-the
payment instalment plan; and

(c) __theimportance of making contactingt with the
retailer to ask for further assistance if the Fesrelenual
customer cannot meet-orcontinue-to-meet comply
with, or continue to comply with, the mstalrmem
payment plan.-terms;-and

customerw EII RfoH atle. W It SN by electronic
However, the retailer is not required to comply with Align with the Electricity
subclause (5) if the retailer has provided to the residential Code
customer the information referred to in that subclause within
the preceding 12 months.
Forthe purposes-ofsubclause{4)cancellation-does-not
incl O o 2

Variation of payment plans Align with the Electricity
Code

83

w
by
()]

9
13
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Amendment Reason
Clause
37 A retailer must review a payment plan at the request of a Align with the Electricity
38(1 residential customer. Code
372 A retailer is not required to undertake a review under Align with the Electricity
38(2 subclause (1) on more than 2 occasions in any 12-month Code
period (but may agree to undertake 1 or more additional
reviews if the retailer thinks fit).
37(3) The retailer must offer to vary a payment plan if a review Align with the Electricity
38(3 under subclause (1) indicates that the customer is unable to Code
meet obligations under the payment plan.
374 The retailer must, within 5 business days after the customer Drafting changes. Align with
38(4 accepts an offer to vary the payment plan, provide the the Electricity Code. Draft
customer with information in writing or by electronic means Decision 2.1.2.
that clearly explains, and assists the customer to
understand, the variation
375) The retailer must not vary a payment plan without the Align with the Electricity
38(5 customer’s agreement. Code.
325y An agreement under subclause (5) must relate to the Align with the Electricity
38(6 particular variation rather than under a general agreementto | Code.
future variations.
37 Nothing in this clause prevents a retailer from cancelling a Align with the Electricity
28(7 payment plan if the customer fails to comply with the payment | Code.
plan
Division 3 — Additional assistance available to residential Drafting changes
customers experiencing financial hardship
sk EI EII HoRs Align with the Electricity
y R . - Code.
eslde “a GHSEQ_ If e; whet aslbeell asrsesse.el By-a etake
belivisi ” . ”
38 39 Reduction of fees, charges or and-debt and provision of advice | Drafting changes
38(1) A retailer must give reasonable consideration to a request Drafting changes
39(1) 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.
38(2) In giving-reasenable-considerationacting under subclause Drafting changes
39(2) (1), a retailer sheuldrefer must take into account its-te-the Update of clause number
hardship_policies and procedures under referred-to-in-clause
39 40_6-163).
57 FPovsiepernliomaipc oo mnoni aronoomonic Align with the Electricity
Code.
ﬁ encing i il -
T
ebllga’tens und_e a-payment-ara gell ent u_nele © lause
(a)—ofiering 4 Ie custome Ia | nstalment—plan—i—the
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Clause

‘Amendment

tb)—o el g E.g e sel the "I'Sta.' et tl prat III the-eustomer

‘Reason

. inf .

Align with the Electricity
Code.

6-838(3)
39(3)

A retailer must advise a customer experiencing financial
hardship of the —

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

charge-to-a-third-persen; and
payment methods available to the customer;_and

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

(b)
(©

(d)
(e)

different types of tariffs_that may be available to the
customer;

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

()  availability of any other financial assistance and-grants
sheemes-thatthe offered by the retailer, -should
reasonably-be-aware-of-and how to access this

assistance.

Drafting changes

Align with the Electricity
Code.

Align with the Electricity
Code.

6-10 39 40

Obligation-to-develop- Hardship policy and hardship

procedures

Drafting changes

40(1)

A retailer must develop, maintain and implement a hardship
policy and hardship procedures to assist customers
experiencing financial hardship ir-to meeting their financial
obligations and responsibilities to the retailer.

Drafting changes

40(2)

The hardship policy must —

(@) include a statement encouraging customers to contact
their retailer if they-the customeris are -having-trouble
paying-experiencing problems paying their the-retailer’'s

bill;_ and

(b)

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

Drafting changes
Update of clause number
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Clause

‘Amendment

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

(d) include an objective set of hardship indicators;_and

(e) include -

(i) an overview of the_payment and other
assistance available to customers under this in
’ il . tfioultios |
oeecerdonecwith-Part S-ei-the-Compondivm
(other than the retailer’s requirement to advise
the customer of the ability to pay in advance
and the matters referred to in clauses 6-8 38
39(3)(a), (b) and (d));

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

(i) 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

(ii) 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;

‘Reason

40(3)

The hardship procedures must —

(8} bed T . . |

(@) provide for the training of staff (including call centre
staff, field officers and all subcontractors employed to
engage with customers experiencing financial hardship)
and-field-officers: about on- issues related to financial
hardship and its impacts, and how to deal sensitively
and respectfully with customers experiencing financial
hardship;_ and

Notused

(b) include guidance —

Drafting changes
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Clause

‘Amendment

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

(i)  that assists the retailer in determining a
residential customer’s usage needs and
capacity to pay when determining the_terms
conditions-of a an instalment-payment plan;_ and

(i)  about the fersuspension of disconnection and
debt recovery procedures;_and

(iv) en-about the reduction and/or waiver of fees,
charges and-or debt; and

(v)  abouten the recovery of debt; and

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

Hrequested; aretailer must give residential customers-and
e'?"a’ t eel > lle |ep|esentatuesa-eepy oFthe-hardship

‘Reason

394 A retailer must consult with relevant consumer Drafting changes
40(4) representatives whenever the retailer is —
(a)  developing a hardship policy or hardship procedures;
or
(b) making a material amendment to its hardship policy.
EAOE Plolbuecd Drafting changes
i'g(? A retailer must -
40(5) (a) __ provide a copy of its hardship policy to the Authority;
and
(b)  provide a copy of the amended hardship policy to the
Authority within 5 business days if it makes a
material amendment to the policy.
6-10(6) If directed by the Authority, a retailer must, within a period Drafting changes
%} specified by the Authority —
40(6) (&) review its hardship policy and-or hardship
procedures; and
(b)  -n-consultatien with relevant consumer
representatives for the purposes of the review; and
(c)  submit to-the-Autherity-the results of the that review
to the Authority reviewwithin-5-business-days-afterit
iscompleted:
8.10(8) faretaller-makes-a-material-amendment-to-the retailer's Drafting changes (included

in 40(5)).
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Clause

6411
4041

‘Amendment

Alternative payment arrangements

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

‘Reason

Drafting changes

Part 7 — Disconnection &interruption

Drafting changes

(b)
()

PriorteBefore arranging for_the disconnection of a customer’s
supply address for failure to pay a bill, a retailer must —

not less than 14 business days from the date-of
dispateh-of-the-bill issue date, give to the customer a

written notice (a reminder naotice), give-the-customera
reminder-notice-that sets out including —

(i) the retailer’s telephone number for billing and
payment enquiries;_and

(i) advice-en-how the retailer may assist if-in-the
event the customer is experiencing payment
problems paying the bill-difficulties-erfinancial

hardship;-and
(iii) requiring payment to be made on or before the

day not less than 20 business days after the day
on which the bill was issued;

use its best endeavours to contact the customer to
advise of the proposed disconnection; and

give the customer a disconnection warning, not less

than 22 business days from the date-of dispatch-of-the

billissue date, advising the customer —

(i) that the retailer may disconnect the customer’s
supply address retless-than with at least 10
business days-days’notice to the customerafter

| o thodi - —=c
given; and

(i) of the existence and operation of complaint
handling processes including the existence and
operation of the gas ombudsman and the

Freecall-telephone-number contact details for-of

the gas ombudsman.

Drafting changes

7.1(2)
41(2)
42(2)

(@)
(b)

©)

For the purposes of subclause (1), a customer has failed to
pay a retailer's bill if the customer has not —

paid the-retailer’s bill by the due date;

agreed with the retailer to an offer of an-instalment 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
payment plan or other payment arrangement relating
to the payment of the retailer’s-bill

Drafting changes
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Amendment Reason
Clause
721 Notwithstanding-Despite clause-41 42, a retailer must not Drafting changes. Draft
42(1) arrange for the disconnection of a customer’s supply Decision 2.1.5
43(1) address for failure to pay a bill —

(@) within 1 business day after the expiry of the period
referred to in the disconnection warning;

(b) __ifthe retailerhas-made theresidential-customeran
residential-customer-has aceepted-the-offerbefore-the

i of . ifiod byt lar in g

disconnection-warning-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

(i) __the outstanding amount is less than $300; and

(i) _the customer contacts and agrees with the
retailer to pay this amount; or

: .
(h—aceepted the offer before-the-expiry-of the
ple_ lod-specified byt e; retailerin-the

(d) if the customer informs the retailer, or the retailer is
otherwise aware, that the customer has made-an
application applied for a concession administered-by
theretailer-and a decision on the application has not
yet been made;_or

(e) if the customerhasfailed-te-pay-an-amount the
customer has failed to pay which-does not relate to the
supply of gas;_or

(f)  if the bill does not relate to the supply address-dees
notrelate-to-the bill, unless-theother than if the bill

amount-outstanding-relates to a supply address

previously occupied by the customer; er

(@) where a residential customer has been assessed by a
retailer under clause 6-1(1) 33 34(1) as experiencing
payment-difficulties-or financial hardship, without the
retailer having provided the customer with information
on the types of concessions available to the customer.
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Clause

‘Amendment

‘Reason

72(2) Forthe purposes-of subclause{(1){c)-the-Authority-may Align with the Electricity
eh i | | Code.
730 This clause applies if a retailer and a residential customer Drafting changes
430 have entered into —
44(1) (a) adual fuel contract; or
(b) separate contracts for the supply of electricity and the
supply of gas, under which —
® a single bill for energy is_issued to the customer;
or
(ii) separate, simultaneous bills for electricity and
gas are issued to the residential customer; and
LEls If the retailer is permitted to and wishes to arrange for Drafting changes
43(2) disconnection of the supply of electricity and gas to the
44(2) residential customer’s supply address for failure to pay a bill,
the retailer must arrange for the disconnection of the supply
of gas in priority to the disconnection of the supply of
electricity.
+444 45 | Generalreguirements Disconnection for denying access | Drafting changes
to meter
44(1) Subclause (2) applies if, for at least the time period that is Drafting changes
45(1) required to issue 3 consecutive bills, 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.
AL If this subclause applies, a retailer must-net may arrange for | Drafting changes
A4L2Y the disconnection of a-the customer’s supply address for
45(2) dopdncnsstoc o the paotor ualees if —

the-customer-has-denied-access-for-the-purpose-of
Feaelmg—the—me%eﬁer—th&pwpesesehssmng%

(a) The retailer,on at least 1 occasion, -has;prierte
giving-gives the customer a-disconnection-warning
wndersubelause-{e);written notice —

(i) giving at least -eachtime-itwas-denied-aceess
given-the-custemerin-writing-5 business days’
notice_of a date on which, or a advising-the
customer-of the-next-date-ertimeframe_during
which, the customer is requested to -efa
scheduled meterreading-at-the-supply-address:
reguesting-provide safe access to the meterat
the-supply address_in order for the retailer or
distributor (or representative) to gain access to
the meter-forthe purpose-of the-scheduled
meterreading; and

(i) 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
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Clause

‘Amendment ‘ Reason

(b) theretallerhasgiven- the customer fails an-opportunity
to provide_safe access in accordance with the

reguirements of the notice, or reasonable alternative
access arrangements_within a reasonable time after
notice is given under paragraph (a); and

(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

(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

44(3) Subclause (4) applies if a customer has not provided the Align with the Electricity
45(3) retailer or distributor (or a representative of the retailer or Code

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.
44(4) If this subclause applies, the retailer may arrange for the Align with the Electricity
45(5) disconnection of the customer’s supply address if — Code.

(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 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

(@.

e A—robnilor o nenpgo—tero—disinbutor o coine cnt 1 Drafting changes
: ) : Lin thi i

op-behalet-the—retaller
Division 2 — Limitatiens on disconnection Drafting changes
#4645 46 | General limitatiens on disconnection Drafting changes
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Clause

‘Amendment ‘ Reason

Subject-toUnless subclause (3)_applies, a retailer must not
arrange for disconnection of a customer’s supply address if;

+6(1)
45(h
46(1) (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

Drafting changes

(b) theretailer is notified by the distributor, gas ombudsman
or an external dispute resolution body that the
customer has made there-is a complaint_that is
directly related to the reason for the proposed
disconnection;-that-has-been-made-to-the-distributor;

and the complaint has is not_been resolved by the
retallerordistributor or determined by the gas
ombudsman or external dispute resolution body (as
the case may be).

7-6(2) SubjeettoUnless subclause (3)_applies, a distributor must Drafting changes
45(2) not disconnect a customer’s supply address — Correction of typo

46(2) @ if

(i)__the customer has made a complaint has-been

made-a-complaint to the distributor that is

directly-that-is-directly related to the reason for
the proposed disconnection_and the complaint

has not been resolved by the distributor; or

(i) the distributor has been is notified by a retailer,
the gas ombudsman or an external dispute
resolution body that the-there customer has
made is-a complaint_that is directly related to
the reason for the proposed disconnection_-that
has-been-made-to-theretaller-gas-ombudsman

[ i and the
complaint has-is not_been resolved by the
retailer or-distributor-or- determined by the gas
ombudsman or external dispute resolution body
(as the case may be); or

(b)  during any time:
(i) after 3.00 pm Monday to Thursday; or

(i) onaFriday, Saturday, Sunday, public holiday or
on the day before a public holiday.

45(3) Subclause (1) and (2) do not apply A-retaller-ora-distributer Drafting changes

46(3) may-arrange-for-disconnection-or-interruption-ota eustomers | Final decision 4.5

supply-address-if —

(@) the disconnection was-is requested by the customer;
or

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

© | . : . . od
for there is an emergency_ warranting disconnection:;
Or reasons;

" . . I : ion:
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Clause

‘Amendment

(d) gas has been illegally consumed at the supply address:
or

(e) the disconnection is a planned interruption

unauthorised-utilisation-

‘Reason

Part 8 —= Reconnection

81 4647

Obligation on retailer to arrange reconnection-by-retailer*

Drafting changes

47(1)

This clause applies if —

(@) Havretallerhasarranged-fordisconnectionofa the
customer’s supply address_has been disconnected by,
or at the request of, a retailer; and

(b) the customer has due-to—

(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 the
customer- paying-the
iii) paid the retailer's reasonable charge for

reconnection (if any), or aceepting—an—offer—of
entered into_a payment instalment—plan for

those charges the—retailer's reasonable-charges

Drafting changes

47(2)

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

Drafting changes

47(3)

For the purposes of subclause (12), thea retailer must
forward the customer’s request for reconnection to the
relevant distributor —

(8) if the request is received before 3pm on abusiness
day — on that same business day;-if-the-regquest-is
received-before-3pm-on-a business-day; or

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

Drafting changes
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Clause

‘Amendment

‘Reason

81 Ha-retailerdoes-notferward-thereguestiforreconnection-te Drafting changes
2 the fictril e e . ,
47(4) the retailer willnot-be-in-breach-of thisclause 8.1 if the retailer
causes the customer's supply-address-to-be reconnected-by
Alternatively, a retailer may cause the customer’s supply
address to be reconnected by the distributor within the
timeframes that apply under clause 4% 48(4) or 47-48(5).
8.2 47 48 | Reconnectionby Obligation on distributor_to reconnect Drafting changes
supply address
e H-A distributor must reconnect a customer’s supply address Drafting changes
4L if —
48(1) (a) _the distributor-has-discennected-a-customer’s supply
address enreguestby was disconnected by the
customer’s_distributor at the request of the retailer;;
and
(b) the retailer-has forwards the customer’s request for
reconnection to the distributor, -subseguently
supply-address;-then-subject to the retailer complying
with any retail market procedures applicable to that
retailer-the-distributor- must reconnectthe-customer's
Soonlrnddines,
=2 Subjeette-Subclause (3)_applies if — Drafting changes
472 (a) acustomer’s supply address has been disconnected
48(2) by a distributor otherwise that at the request of a
retailer; and
ang-for the-purpeses o sub,elause (1) a-dist b_ute_
Fustreconnect ? e"‘sz.e‘”e; SI SHPPYY aeleiess
(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).
A3y The distributor must reconnect the customer’s supply Drafting changes
48(3) address.
47{4 For the purposes of subclauses (1) and (3), a distributor must | Drafting changes
48(4) reconnect a customer’s supply address within 2 business
days of receipt of the request.
8:2(3) Subclause (4) does not apply if: Drafting changes
4/(5) Subclause(2)-does-notapply—
48(5)

(@) where-aretailer has notified a distributor of a later
date for reconnection, in which case, subject to this
subclause, the distributor must reconnect a

customer’s supply address within 2 business days of
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Clause

‘Amendment ‘ Reason

that later date;

(b) inthe-eventefan emergency is present, in which case
a distributor must reconnect a customer’s supply
address within 2 business days of the emergency
ceasing to exist;

(c) ifadistributor's access to the supply address has
been restricted, in which case the distributor must
reconnect a customer’s supply address within 2
business days of becoming aware that access to the
customer’s supply address is unrestricted;

(d) it is unsafe to reconnect the supply address, in
which case a distributor must reconnect a customer’s
supply address within 2 business days of becoming
aware that the safety issue has been resolved; or

(e) ifthe reconnection requires excavation, in which case a
distributor must reconnect a customer’s supply
address within 10 business days of receipt of the
reguest to reconnect.

8-2(4) If any of the circumstances described in subclauses {3}(b)} Drafting changes
47{6) (5)(a) to (e) apply, a distributor must notify a retailer of the
48(6) relevant circumstance that applies within 2 business days of

receipt of the reconnection request made under subclause

(23).
8:2(5) Notwithstanding subclauses (1), (2£2) and (3), if a distributor Drafting changes
A47(H becomes aware that there has been unauthorised utilisation
48(7) of gas at a customer’s supply address, the distributor —

(@) must notify a retailer of the unauthorised utilisation as
soon as practicable; and

(b) s not obliged to reconnect the customer’s supply
address until the issue is resolved.

o0 Rlatuend Drafting changes

: - : :
INOTEH antglls etgused ﬁte;ensuneeﬁenlen 5'69 ﬁ

Part 10 9- Information & and communication Correction of typo
Division 1 — Obligations particutarte for retailers
48-49 Fariff-General information
43(H A retailer must publish on its website — Align with the Code. Draft
49(1) Decision 2.1.6

(a) __the following information about concessions —

() 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 —
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Clause

‘Amendment ‘ Reason

(i) cost-effective and efficient ways to utilise gas;

(i) _the typical running costs of major domestic gas
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 gas ombudsman; and

(g) __ acopy of the Gas Marketing Code; and

(h)  acopy of this Compendium.

48(2) A retailer is not required to publish a copy of the Gas Align with the Code. Draft
49(2) Marketing Code under subclause (1)(g) or this Compendium Decision 2.1.6

under subclause (1)(h) if it instead provides an electronic
link to a website where a copy of this Compendium may be

accessed.
48(3) If a customer requests information of the kind referred to in Align with the Code. Draft
49(3) subclause (1), the retailer must — Decision 2.1.6

(a) __ refer the customer to the retailer’s website; or

(b)  provide the information to the customer.

48(4) If a customer requests a copy of information of the kind Align with the Code. Draft
49(4 referred to in subclause (1), the retailer must provide a copy Decision 2.1.6
of the information to the customer

438(5) The information or a copy of the information requested Align with the Code. Draft
49(5 under this clause must be provided without charge. Decision 2.1.6

1012} 49 | Information about tariffs, fees or charges Drafting changes.

50

by-a-vanation-in-its-tariffsfees-and-charges-no-later- than
I A0 s bill _

A retailer must give or make available to a customer on
reguest, at no charge, reasonable information on the retailer’s
tariffs, fees-and or charges, including any alternative tariffs that
may be available to that customer.

,I h . . o in EitinG.

5051 Information about variations to certain tariffs, fees or Align with the Code.
charges:regulated prices Final decision 4.4
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Clause

‘Amendment

‘Reason

50(1) This clause applies i to the following a customer’s tariffs, Align with the Code.
51(1) fees or charges are-setby-the State-Governmentand-are Final decision 4.4
> 3T T, | oricos).
(a) A customer’s tariffs, fees or charges that are set by
the State Government; or
(b) a customer’s tariffs, fees or charges that are set by
a retailer where the retailer determines that tariff, fee
or charge by reference to a tariff, fee or charge set
by the State Government; or
(c) acustomer’s tariffs, fees or charges that are directly
passed onto the customer by the retailer as the
retailer is charged that tariff, fee, or charge by the
distributor
Lo A retailer must give notice to a customer of any variation to a | Align with the Code.
50(2) tariff, fee or charge referred to in clause 51(1) itsregulated Final decision 4.4
51(2) prices-that affects the customer.
B8 The notice under clause 51(2) must be given no later than Align with the Code.
51(3) the next bill in the customer’s billing cycle. Final decision 4.4
5843 A retailer is not required to provide information under this Align with the Code.
51(4 clause if the variation of a tariff, fee or charge is a direct Final decision 4.4
result of a benefit change and the retailer has already
informed the customer of the change.
5152 Information about variations to other tariffs, fees or Align with the Code.
charges:-non-regulatedprices Final decision 4.4
51 This clause applies- to a customer’s tariffs, fees or charges Align with the Code.
52(1) that are not specified in clause 51(1) setby-the State Final decision 4.4
Governmentand-are-inthe control of the retailer{a-non-
regulated prices).
[ A retailer must give notice to a customer of any variation to a | Align with the Code.
52(2 tariff, fee or charge referred to in clause 52(1) its-ron- Final decision 4.4
regulated prices that affects the customer.
51(3) The notice under clause 52(2) must be given at least 5 Align with the Code.
52(3) business days before the variation will come into effect Final decision 4.4
51(4) The notice under clause 52(2) must Align with the Code.
52(4) (a) specify that the customer’s tariffs, fees or charges are Final decision 4.4
being varied
(b) specify that the customer may request historical billing
data.
(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.
EL(E) A retailer is not required to provide information under this Align with the Code
52(5) clause —

(a) ifthe customer enters into the relevant contract with
the retailer within 10 business days before the
variation will come into effect and the retailer has
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Clause

‘Amendment ‘ Reason

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 gas:; or

(c) for the variation of a tariff, fee or charge that is 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 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) ifthe 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) The retailer must give the H-a-customerreguests-billing data Drafting changes.
52(2) under-subelause{1) at no charge if a customer requests
53(2) billing —data —

(@) for aperiod less than the previous 2 years and no more
than once a year; or

(b) inrelation to a dispute with a retailer. ;

I . i .

102 Copcoosions Drafting Changes.
Aretailer-mustgive-aresidential-customeronregquestatno Moved to clause 49
shorgo—

104 Energy-efficiency-advice Drafting Changes.

Moved to clause 49

Distribution matters Drafting changes.

If a customer asks a retailer for information relating to the
distribution of gas, the retailer must —

(@) give the information to the customer; or

(b)
tothecustomer-refer the customer to the relevant
relevant-distributor for a response.

107 Motused
10-8 Motused
Division 2 — Obligations particularte for distributors
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Amendment Reason
Clause
10.6 A distributor must_publish on its website Drafting changes.
54¢h)

55(1) @) give-aeustomeronreguestatno-charge; or

b}  direetthe-customerte-a-persen-erclass-efpersons
ide_the following-informati

(@) 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

(b) information on the distributor’s requirements in relation
to the customer’s proposed new gas installation, or
changes to the customer’s existing gas installation,
including advice about supply extensions

(c)  details of applicable connection and reconnection
timeframes; and

(d)  details of applicable connection and reconnection
charges; and

(e) information relating to new connections or connection
alterations; and

(f) general information on the safe use of gas; and

(9) general information on quality of supply; and

(h)  general information on reliability of supply;

0] a summary of a customer’s rights, entitlements and
obligations under the distributor’s standard complaints
and dispute resolution procedures; and

() the contact details for the gas ombudsman; and

(k) a copy of this Compendium.

54(2) The distributor is not required to publish a copy of this Align with the Electricity
55(2) Compendium under subclause 1(k) if it instead provides an Code.

electronic link to a website where a copy of this
Compendium may be accessed.

Align with the Electricity

54(3) If a customer requests information of the kind referred to in Code
55(3) subclause (1), the distributor must — '

(a)  refer the customer to the distributor’s website; or

(b)  provide the information to the customer.
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Clause

(6)]
o1
~

‘Amendment

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.

‘Reason

Align with the Electricity
Code.

a1
a1
Ul

The information or a copy of the information requested
under this clause must be provided without charge.

Align with the Electricity
Code.

Division 3 — Obligations particutartofor retailers and
distributors

Drafting changes.

¢

Written information must be easy to understand

e |

To the extent practicable, a retailer and-or_distributor must
ensure that any written information that must be given to a

customer by the -gas-marketing agent,-retailer or distributor
under the Gas Marketing Code and-or the Compendium is —

(@) expressed in clear, simple and concise language; and
(b)  isin a format that makes it easy to understand

Drafting changes.

2k

6(2

The obligation placed on a retailer under subclause (1)
extends to written information that may be given to a
customer by a gas marketing agent acting on behalf of the
retailer.

Drafting changes.

:

Align with the Electricity
Code see clause 49

Special information needs

57(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 interpreting-understanding
information provided by the retailer or distributor te-the
residentialcustomer-(including independent multi-lingual-and
FHinterpreter services_and services for customers with a
speech or hearing impairment, and large print copies).

Drafting changes.
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Clause

‘Amendment ‘ Reason

A retailer and, if appropriate, a distributor must include
on a relevant document in relation to residential customers -

a . cos:

() I lent o ind il |

Drafting changes.

(a) _the telephone number for interpreter services,
identified by -tegetherwith-the National Interpreter
Symbol;_ and;

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

impairment
10:11(2) In subclause (2) — Drafting changes.
%} 3) relevant document means the following —
(@) billand bill related information (including, for example,
the notice referred to in clause 11(3) 4-2 and
statements relating to a arn instalment payment plan);
(b) areminder notice; and
(c) adisconnection warning.
1012 Notused Drafting changes.
Podpletoend Drafting changes.
: H 13 ’ M
[NOTE Pard Il S e;tusedF t;g e SH'EF eenln N 5' ot :
Part 102 — Complaints & and dispute resolution Correction of typo
5859 Obligation to establish complaints handling process
1213 A-Each retailer and distributor must develop, maintain and Drafting changes.
58(1H implement a_standard n-internal-processfor-handling
59(1) complaints and dispute resolution procedure. resehving
disputes-
12.1(2) The_standard complaints_and dispute resolution procedure Drafting changes.
58(2) handling-process-undersubelause{k)-must address —
59(2)
&)—address-atleast—

(a) how complaints must be lodged by customers;_and

(b) how complaints will be handled by a-the retailer or
distributor including —

(i) aright of a customer to have its-a complaint
considered by a senior employee within-each
organisation-sttheretalerereistabutorf the
customer is not satisfied with the manner in
which the complaint is being handled;_and

(i) _the information that will be provided to a
customer, including in accordance with the
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Clause

‘Amendment

requirements under clause 59 61;

and
(c) response times for complaints; and
(d)  the method of response;-and.
© . . : .
deta .I'g“," a-retailer will handle-comp allnts_ ab;eut the
(d) be-available-atnocosttocustomers:

‘Reason

12.1(2)a) | The standard complaints and dispute resolution procedure Drafting changes. Updated
58(3) must comply with Australian-Standard- AS/NZS 10002:2014 standard. Correction of typo
59(3) 2022.
Acknowledgement of complaint and response times
12.1(3) For-the purposes-of subclause (2}(B)()(B)aretalleror Align with the Code.
chiotnbutor oot lonst
whenfesponding to-a-con P laint-advise-the custormel
that the-customerhas the-right o ave the-eo ApIaAL
ele_ |s_|de|eel_b5 ase Iel en p_ely_ee withi the etaleln_ ©
process)and
manner-acceptable-to-a-customer-advise-the
customer—
)} of thereasons—forthe outcome{on
equl est—the—retanes e; distributor must supply
(i) —that tllne_eust_e nernas the right to raise the |
relevant-external-dispute-resolution-body-and
provide-the Freecall-telephone-number-of-the
cocembudemon:
12403y Forthe-purpose-of-subclause-(2)b)ii)-a A retailer or Drafting changes.
59(H distributor must, on receipt of a written complaint by a
60(1) 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.
60 61 Advice about outcome of complaint Align with the Electricity
Code.
801 A retailer or distributor must — Align with the Electricity
61(1) (a) _inform the customer of the outcome of a complaints Code.

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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Clause

‘Amendment

(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 gas ombudsman; and

(iii) of the contact details for the gas ombudsman.

‘Reason

Align with the Electricity
Code.

Align with the Electricity
Code.

12461 62

Obligation to refer complaint

When-If a retailer, distributor or gas 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 gas marketing agent reasonably
considers to be the appropriate entity to deal with the
complaint (if known).

Drafting changes.

Part-13—Reporting

Drafting changes.

Preparation-ofan-annualreport
. st . :

Draft decision section 2.17

Draft decision section 2.17

Draft decision section 2.17

Draft decision section 2.17
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Clause

‘Amendment ‘ Reason

Part 14-11 — NetusedProtections relating to family violence | Align with the Electricity
Code. Draft Decision 2.1.1.

6263 Family violence policy Align with the Electricity
Code. Draft Decision 2.1.1.
82(1) A retailer must develop, maintain and implement a family Align with the Electricity
63(1) violence policy to assist vulnerable customers. Code. Draft Decision 2.1.1.
The family violence policy must — Align with the Electricity
62(2)
63(2) (a)  provide for the training of staff (including call centre Code. Draft Decision 2.1.1.

staff and field officers) about issues related to family Update of clause number

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 arecord of any method of
communication that has been agreed between
the retailer and a vulnerable customer; and

(iii) _to use any agreed method of communication for
the purposes of providing information required
by this Compendium or Gas Marketing 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) 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
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Clause

‘Amendment ‘ Reason

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 gas supplied
to a vulnerable customer’s supply address; and

(q) __ 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 section 63
clause 64; and

(i) include —

() 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

() for printed copies of the family violence policy — be
available in large-print copies.

62(3) The training required under subclause (2)(a) must satisfy at Align with the Electricity
63(3) least 1 of the following requirements — Code. Draft Decision 2.1.1.

(@) Iitis reviewed by appropriate consumer Final decision 4.1

representatives;

(b) ltis developed in eonjunction consultation with
appropriate consumer representatives; or

(c) It is provided delivered by appropriate consumer
representatives.

62(4) Subclause (2)(g) does not apply in relation to former Align with the Electricity
63(4 residential customers. Code. Draft Decision 2.1.1.
62(5) If directed by the Authority, a retailer must review is family Align with the Electricity
63(5 violence policy or related procedures, and submit the results Code. Draft Decision 2.1.1.
of the review to the Authority within a period specified by the
Authority.
52(6) g;?i:eenrtzilxj/sets?onsu“ with appr_oprlate consumer Align with the Electricity
63(6 - PEFSORS OF DOGIES thal may rease Y Code. Draft Decision 2.1.1.

expected-torepresentthe interests of persons-who-may-be
oncing familv: viol I I loris —

(@) whenever the retailer is developing its family violence
policy; or

(b)  whenever the retailer is reviewing its family violence
policy because of a direction of the Authority under

subclause (5); or

within 3 months of the commencement of the

Final decision 4.1
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Clause

‘Amendment

‘Reason

Compendium for any family violence policy.

63(7) Clause 63(3) does not come into operation until 3 months Final decision 4.1
after the date of the commencement of the Compendium
specified in clause 1.
83 64 Protection from disconnection Align with the Electricity
Code. Draft Decision 2.1.1.
532 A retailer must ensure that the residential supply address of Align with the Electricity
64(1) a vulnerable customer is not disconnected for a period of 9 Code. Draft Decision 2.1.1.
months from the date on which the retailer becomes aware Final decision 4.5
that the customer is a vulnerable customer unless —
(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)  qgas has been illegally consumed at the supply
address.
(f) the disconnection is a planned interruption
63(2) Nothing in subclause (1) — Align with the Electricity
64(2) (a)  affects a vulnerable customer’s responsibility to pay Code. Draft Decision 2.1.1.
for gas 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 gas or to take other steps in connection
with a liability to pay for gas supplied by the retailer.
633} This clause does not apply in relation to former residential
64(3) customers.
64 65 Written evidence Align with the Electricity
Code. Draft Decision 2.1.1.
A retailer must not require written evidence of family . . L
%% violence from a customer unless the evidence is reasonably ég%gwlljtpag]eDeEcI?scigAngl 1
65(1) necessary to enable the retailer to determine the most ) B
appropriate way to —
(a) __address a failure to pay a bill and, if relevant, deal with
debt collection; or
(b)  deal with proposed disconnection of a supply address.
842 To the extent that written evidence of family violence is Align with the Electricity
65(2) required, it need only be 1 document of a kind that is listed Code. Draft Decision 2.1.1.

in the Residential Tenancies Act 1987 section 71AB(2).
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‘ Amendment ‘ Reason

Clause

Part13 Reporting Align with the Electricity
Preparation-of-an-annual report Code. Draft Decision 2.1.1.
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