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SUBMISSION FROM: AnglicareWA

The 'Eiectricity Code Consuitative Committee has made a nupber of

recommendations and called for comment of a number of discussion poin
Draft Report for Review of the Electricity Code of Conduct (for the S
Electricity to Small Use Customers) (Cods).

This issue (s important to AnglicareWA because we deal with low inc
disadvantaged censumers on a deily basis, understand the need for best
consumer protection in the form of effective regulation and see first |
consequences of disconnection, payment difficuliies and utility hardship.

We believe that codes are an appropriaie way of delivering consumer pro

eszential energy markets and that the prime olaunc:inm should always be the

best practice consumer protection in essential service markels, such as eled

Az gninterested party dealing with issues that affect vulnerable and disad
consumers we understand the impact poor reguiation can have on consy
the diffsrence good polioy and effective regulation can maka,

We support the review of the Code and offer comment on
s e} am e,
N,

RESPOMNSE TO THE BOCC DSCUSSION POINTS

Discussion Polnt {1.1)

Should the scope of clause 1.10 be left as is, extended or reduced?
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the following dgiscussion

Custormer confracts are a crucial mechanism for protecting electiicily consulners. His

mpartant that cusiomer coniracls provide encugh information to cust

mears. 1o

H

ensure they are mads aware of their rights, as well as their obligation. In felation o
non-standard contracts, AnglicareWA believes that that there should e ceplain

minimuin provisions included in a non-standard contract and that the scope

of clause

1.10 should be extended, in that certain minimurmn conditions, akin to the priavalent in

the ACT code should be included in any non-standard contrscts.

Discussion Point (4.1)

Should clause 4.1 be amended {o provide a customer with the oppdrtunity fo

fake on a shortened billing cycle? If so, on what basis?
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AnglicareWA understands that although a shortened billing cycle can be degided by
mutual consent there is no obligation for a retailer to accept a request by a dustemer
to be placed on a shortened biling cycle. It is only the retailer who is|able to

determine whether a customer is billed monthly or quarterty.

We believe that shortened billing cycles can help prevent dgbt and

disconnection for many customers as,
« the accounts are smaller and more easily managed

= bills can be coordinated to coincide with pay or benefit cycles

= reduces the cases of large, and ever increasing debts, and

= if customers do get behind they don't get so far behind that they seg no way

out

AnglicareWA understands that some customers have the option of o Budget
Card and that this is seen by many to be the equivalent of billing cycle control

for customers. However, the card is not promoted, not intendes
customers, has a $30 minimum payrnent option and is not eligible if y¢
arrears.

We believe consumers should be given the option, under the code, {o
an alternative billing cycle and recommend that an amendment be m
aliows consumers the right 1o request shortened billing cycles. Angl
recognizes that shortened billing cycles may not be appropriate
consumers and assert the right of consumers not to be placed o
hilling cyeles if they do not wish to be, however, consumers should
nption to do so under the code.

Disoussion Point (4.2}

Should Part 4, Division T he amended fo include a provision for bill smoothiny

Rl Smeothing s a valuable service for cuslomars who
ihelr utiiity bills evenly over the year, Bill smoothing can assist housenholds
budget and manage thelr electricily sccounts, Knowing exactly how mug
going oul gach month is essential to someone in financizl hardship and
suddanly high bill in wirter or summer can often spiral someone struggling b

ant o spread

AnglicareWA recommends that Parl 4, Division 1 b amended 1o include pre
oill smoothing.

Discussion Polnt (4.3}

Should clause 4.4{3} be amended o require a retailer (o lssue separalp bills for

for all
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howill be
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vision for

current armounils due and historical debi and i so, should individual freference

numbers be assignad to each bill?

AnglicareWA believes thal there is merit in assigning 2 separate jeference
number to biling amounis refating to historical debt and that by clearly
differenitating between historical debt and current consumiption, chstomers
are better able to understand thelr consumption and are given the opporiunity
tc budget paymenis that would see them meet theit current consumplion

charges and continue o make payments on thelr historical debt.
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This approach would assist custorners to pay off any historical debt without it
impacting on their ability to service their current bill and would go scmeway|towards

preventing disconnections for customers as it would enable themn to prio
payment of current consumption and give them the ability 10 see a reductio
historical delt with regular payments.

Discussion Poini (4.4)

Should the Code prescribe the procedures a retailer must follow if there is
to the tariff?

AnglicareWA considers that it is imporiant for the Code to clearly set out t

flitise the
n i their

g change

ne terms

and conditions thal a retailer must comply with when fransferring a customenon to an

alternative tariff.

Discussion Point {7.1)

Should the Western Power Networks register for priotily reconne
contained within the Coda?

AnglicareWA understands that the FCCC have decidad to remove clause 7
the Code on the basis that Western Power keeps its own register of ¢
requiring life support and that requiring them to keep additional records can
as unduly onerous. However, we believe that is important for this matter to
and addressed within the code. AnglicaraWA recommends that the Waeaste
Networks register for priority reconnection be contained within the Code.

Discussion Point (2.1)

stion be
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' Power

Should clause 9.2{2) be amended {o allow operation of PPMs autside of ARCPSE

and TRRE communities? If so, should therse be universal application
addiifonsl spacified areas? I so, whal changes should be made o Parl
eviderice can b provided to substantigle this position?

AnglicareWA are opoosed 10 the use of o :mgmysrie rometars (PRMs) in WA
of the impact they have on custemers suffering from financial necdship, C
are awiomatically disconnected from supply when the credit in the mete
urless they are able to recharge the meter with another pre-purchased ¢

roonly in
g7 What

hecaus

CATHBUMSES

Toaxpires

shrd, They

%’e‘guim the capacity o pay hOTO ge hw time of their consumption. Not only are people

awtomatically disconnecied If thay are unable to pre-purchase supply, but
lnse the capacily 1o negoiiaie a pa ymerﬁ; vlan with their retaiier

they also

AnglicareWaA understands that there are benefits to PPMs but believes that the cost
to consumers of disconnaction and inability to pay in advance is greater. A siate wide

el 1t £ D“J ~ oy ~ P
roliout of PPMs could knpadct greatly upon consumers in financlal hardshir

and untl

there is more evidence to the contrary we feel that we cannol support a stafewide roll

out of PPMs. Perhaps these meters could be vsed as a sirategy of last rescrt,

Discussion Point (8.2)
It clause 9.2(2) is amendsd to alfow operation of PPMs cutside of ARC

RSP and

TRRP communities shauld costs to users for installation, connection, discbnnection,
reconnection and/or return to standard meter be prohibited? If so, on what Rasis?

AnglicareWA believes that if an amendment to clause 8.2(2) ocours that the

re should

be a prohibition on charging consumers any associated costs stich as those listed

ahove,
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Discussion Point {2.3)

Should the FCCC request that the Authority commission independent
regarding PPMs:

* fo determine whether the Code should allow for the use of prepayment 1,
WA oulside of ARCPSP and TRRP communities and the standards of con
should apply in that event; or

» if the Authority decides to expand the scope of Part 9 as part of the curren
fo evaluate any concerns and/or benefits with the use of PPMs in WA (in tH
the research should be conducted some time after experience has been ga
FPPFMs in the wider community. For exarmple, pror (0 a third reviaw of the Coq

AnglicareWA believes that the Authority should commission independent
regarding PPMs to determine whether the Code should zllow for the us
payment meters in WA outside of ARCPSP and TRRP communities
standards of conduct that should apply in that event. Without research relevi
unique conditions of the WA PPM trials # is impossible to conciusively g

‘esearch

elers in
Huct that

f review,
is event,
ned with
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and the
ant to the
atermine

whether it is appropriate to expand the scope of Part 9 of the Code, Howeyer, if the

scope of Part 9 is expanded, i is important that research is commiss
evaluate any concerns and/or benefits with the use of PPMs in WA,

Discussion Point (9.4}

If clause 9.2(2) is amended lo allow operation of PPMs outside of ARC
TRRP communiifes, should provisions simifar fo those confained in ACT
code be added o Part 97 If so, should an exemyption apply for ARCPSP a
comminities and, if so, an what hasis?

clause 9.2(2) is amended 1o allow opergiion of PPMs oulside of ARC
N%\"P cormmunities f\nc}h( areVa kohwes ihat provisions similar to hose

i\ﬂ customars, \/\f & Jf.,h{?,\/f_: [hdz, "%scs_i. 1mprf)\f(,j meiml zgg {.odmo og;y.

Hoand TRRP oo

Rather than providing an  exemplion for ARCF

icned to

SSEoand

and SA

ol TREP

TSP and

sontained
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AnglicareWA believes | would be more appropriate to allow for a Umed intelyration or

‘hhas
Operated Prepayment Maters to use a more sophisticated meter o
autornatic swilch to emergency oredit, retaining information of frequency and
of disconnectons, tofal “z‘f‘wur'npiicm dally average consumplion and
consumption, and able to display information about clavent consumption.

Discussion Point (8.5)

-1 period, allowing for communities currently using the AMPY Magrjetic Card

pable of
duration
costs of

if clause 9.2(2) is amepdad to allow operation of PPMs outsids of ARCRSE and
TRRFP communities, should clause 8.4(2) be amendad to ensure consistendy with the

SA and ACT codes?

Western Australia’s requirements for provision of information are maore rigofous, than
the SA and ACT Codes and we believe that they shouid remain so. Prpvision of
information is vital in WA where the mefras are being instalied h remote

(disadvantaged) Aboariginal comrmunities. This is a new process in WA and ¢
being trialied on cur mest vulnerable customers, However, AnglicaraWA befi

ne thatis
eves that

the addition of current consumption information, consistent with SA and ACT would

be a positive addition.
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Discussion Foint {9.6)

if clause 9.2(2) is amended to allow operation of PPMs oulside of ARCRSP and
TRRP communities, should clause 8.4(3) be amended to ensure consistency with the

SA and ACT codes?

AnglicareWA helieves that, for the reasons stated above, it is important that
required information to be provided on, or directly adjacent to the PPM rem
Code. We believe that a useful addition, in line with the SA and ACT requi

Bl of the
ain in the
rement is

the current consumption information. However, this information can't be prov{ded with

the current metering technology.

Discussion Point (8.7)

Should clause 9.9(1) be amended fo require credit retrisval only for amognts over

$100?

AnglicareWA acknowledges that there are considerable cosis associated with credit

refrieval however, to refuse credi relrieval to PPM customers results

in further

disadvantage for them. For many people suffering financial hardship an gdditional
$20, $30, $50, $70 is a lot of money and can make a difference to their bidget. An

amendment that requires credit retrievals for amounts over $100 Is unfair.

Vhen the

$20 cards are the most purchased it is unrealistic to think that many househiolds with

nave more than 3100 credit.

AnglicaraWaA does not support an amandment to this clause.

Diseussion Point (8.5)

Should the record kesping requirements confained within clavse 8.17 be armended?

if g0, imwhich mannes?

AnglicarsWa does not belleve the current record keeping requiraments Uik
ot the Code ars sufficlent and would ke 1o see an amendment similar to t
ACT code which regulres a utiity to keep quarterly records on numbe

far Part B
1t of

ot PF

it

accounts, the number of selldisconnections due o payment difficullias ang inancial

hardship and the number of PPMs removed or rendered non-operationa
number of PPMs removed as a result of fnancial hardship,

Msoussion Point (10.1)

Should the scope of clause 10.2 of the Code be exfended fo inciude o
cLstomaers?

AnglicareWA are concemed with consumer protection for small-use custo
feal that contestable customers have the power and ability to negotiate w
and as such do not support exiending the scebe of clause 10.2 of the Code]

Discussion Point {12.1)

Should clause 12,1 be amended, in parlicular should some of the requir
relation to the matiers to be addressed under internal complaints handling

ang the

ntestabie

Ters, We
b utilities

Rments in
NFOCESSES
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be removed {6 increase consistency with other jurisdictions (e.g. Vic)? If so
manner?

AnglicareWA does not consigler if necessary to amend 12.1

Discussion Point (12.2)

Shotld clause 12.1 be amended to remove the obligation on a marketer o
complaints handling processes and, instead, require a retailer to ensure thas
place complaints handling processes to deal with complaints arising from n
activities carried out on its behalf? i so, should the reference fo markste
removed from clause 12,37

AngticareWA supporis an amendment to remove the obligation on a ma
establish compiaints handling processes and, instead, require a retailer {

i what

establish
it has in
harketing
also be

riceter o
D ensure

that it has in place complaints handling processes to deal with complaints arising

from markeling activities carried ouf on its hehalf?

Discussion Poinf (13.1)
Should clause 13.2(1){c) be retained or deleted?

AnglicareWA considers that information on the number of customers that hive been
allowed additional time to pay their bill is valuable to consumer representafi a

policy makers and believes that clause 13.2(1)(c) should be retained.

Discussion Point (13.2)
Should clause 13.2(1)(d) he retained or deleted?

AnglicareWA considers that information on the number of customers who b
placed on a shortered billing cycle is valuahle {0 consumer representa
policy makers and belleves thal clause 13.2{1){d} should be retained.

Discussion Folni {13.3)

Shoufd olavse 13.4(a) and (b)) be amended by ncluding an obligation upog
fo !«—w'w data on the sverage amount OF any payments made under \,f(.h!&@v
4.3 of the Coda?

AnglicareWA believes E’nc telause 13.4(2) and (b) should be amended by ingluy
obligation upon retailers { K ap deta on the average amount of any paymen
under clauses M 2 and

rshuﬂn'\r\s P Fre hmc;- of sary Tenpn t2h oy Arsden
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Digcussion Point {14.1)
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3 of the Code as ches iformation is important imeans of

Should clause 14.1 be amended to make service standard payiments availabla to all

small se customers?

AnglicareWAa believes that clause 14.1 should be amended fo make service
payments available to all small use customers.

Discussion Polnt (14.2)

standard
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Should clause 14.1 be amended fo make service standard payments availa
non-confestable customers regardless of their supplier?

AnglicareWA believes that clause 14.1 should be arnended {0 make service
payments available to all non-contestable customers regardiess of thair supp

Discussion Point (14.3) Should the cap on the amount payable be amendeé
in what manner?

AnglicareWA does not believe there should be a cap on an amount
Customers who experience wrongful disconnection should be compensateq
believe that removing the cap will encourage utilities to efficiently rectify the ¢

Discussion Foint {14.4)

Should clause 74.3 be amendead? In parkicular, shoeuld the amount payable &
cap be amended? If so, In what manner?

fe to all

standard
jer.

d? If so,

hayable,
and we
roblem.

F1o/or the

AnglicareWA would like to see the current figure of $50 a day increased tp $250 a
day as it is in VIC, where wrongful disconnections have dropped considerably since

increasing the amount payabie.

Dizcussion Peint {14.5)

Should clause 14.7(1)(a} be amended fo remove the requirement for the cultomer to

apply for the payment?

Yes, many people arent aware of their rights and shouldn't be penalised. |
are made atomatically to customers in SA, VIC and NSW.

Disgussion Point (14.6)

Should fhe fme Jimit for making a service standard paviment
alfemnatively, reduced?

AnglicareWA balievas it should be sxtended (o 3 months i line with the ACT
4

Discusaion Point (14.7}

Should non-contestable custornars be aflowad fo contract cut of Part 147

aymenis

We do nol sonsidar that non-contastable customars should be allfowsd o cantract out

of Fart 14 {(Service Standard Paymenis)
Discussion Foint {14.8)

Should any of the provisions reflsfed fo service standard payments

in othe

Jurisdictions but not currently contalned in the Code be inciuded in the Cadde? I 50,

which provisions should be included? Should any of the current service
pavments be reimaved from the Code?

2 Sfahfjc‘jfd

AnglicareWA belleves that it is important to explicitly state, as in the QLD{and ACT
Code, that receipt of a service standard payment by a customer does noijaffect the

customers right to claim damages.
Code Noles
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AnglicareWA understands that the notes within the Code are for legal purpoges only

and that they do not affect the interpretalion of tha Code.

We consider that, despite having no legal bearing, the notes are impoftant for
consumers and that wherever possible they shoukd be incorporated into the Code,
Where that is not possible we believe thai they should be included wthin the

proposed Guide.

Creation of a comprehensive Guide which addresses much of the infarmation

contained within the notes will contribute to the success of the first objecti
review, delivering best practice censumer protection for smali use customers

AnglicareWA also considers it important for the ECCC to view the draft
ensure that censumers are not missing out on valuable information conce
Code and that the Guide is easily accessible.

e of this

[Suide (o
ming the

AnglicareWA position on the removal of notes does not only apply to Partf 1 but to

other recommendations of this nature throughout the Review Report

AnglicareWA welcomes the opportunity to comment on the Draft Report for Review
of the Eleciricity Code of Conduct (for the Supply of Electricity to Sinall Use

Customers) (Code) and trusts that the Code review will result in increased ¢
protection for electricity consumers.

SIGNED:

Joh yf(/ Berger Y
Seneral Manager
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