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AS 4360:2004
Authority /ERA
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Australian/New Zealand Standard 4360-2004 Risk Management
Economic Regulation Authority
Business Managers Group

Synergy’s customer account relationship managers for contestable
customers

Contact Centre Knowledge Base. A repository of reference material
for business processes, procedures and general knowledge used by
Customer Service Representatives

Synergy’s Customer Information System used to record customer
interactions including billing

Code of Conduct for the Supply of Electricity to Small Use
Customers 2004 and Code of Conduct for the Supply of Electricity to
Small Use Customers 2008

Customer Service Representative

Customer Transfer Request used to transfer customers between
retailers

Fee charged for interest on amounts greater than $1000 that have not

been paid by the due date
Notice used to recover payments not made by the due date

Synergy’s Project to develop and implement a new customer
relationship management system

Senior Departmental representatives on the respective Retail and
Wholesale Compliance Teams

Synergy’s listing of Licence Conditions with reporting type, risk
analysis and internal controls for each conditon

Wholesale and Retail Compliance Teams established with the
function to ensure energy compliance across the business

Area within Synergy that accommodates the telephone response
group of Customer Service Representatves

Weekly notification of reminders, process changes, updates on
matters affecting customer interactions, issued to Customer Service
Representatives

A repository of reference material for business processes, procedures
and general knowledge used by Customer Service Representatives

A team of employees within Synergy specitfically assigned to recover
outstanding payments

The promotion of a positive attitude to compliance within Synergy

A team of Synergy employees specifically assigned to development of
strategic products and programs to deliver customer service that align
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with Synergy’s brand

Customer Resolutions A ream of Synergy employees specifically assigned to work associated
with resolving customer enquiries received via mail

Customer Transactions A team of Synergy emplovees specifically assigned to work associated
with customer transactions, particularly billing

Customer Transfer Code Electricity Industry Customer Transfer Code 2004

Customer Service Officer Customer Service Representative

DMS Synergy’s document management system. Document numbers are
prefixed with “DMS”

DNC Do not contact. Indicates a customer who does not want to be
contacted for marketing purposes

Dual fuel contract Contract for the supply of electricity and gas

E1A 2004 Electricity Industry Act 2004

Ficld Credit Officers Members of the credit management team assigned to contact
customers at their premises with regard outstanding payments

IBAAN Customer Relatonship Management system

IT Synergy’s Information Technology deparrment

Incident A situation ot event if not addressed which may result in a regulatory
breach

Intcrnal Control Process or procedure that demonstrates a licence condition is met

LRA Department of Legal Regulatory and Audit

LS Life Support. Indicates a customer who operates life support
equipment at the premise supplied with electrciry

Late Payment Fee Charged levied to recover the cost of sending a pavment reminder

MBS Network Operator’s Metering Business System

Metering Code Electricity Industry Metering Code 2005

NR Not reportable licence condition

NW Netrwork

Network Transaction Transmittal of a request to the network operator

PWQ Pending work queue in the Customer Informaton System used for
authorising transactions

RBS Retail Bridge Stabilisation project to determine solutions for
transactions not vccurring as required

REDS Revenue Energy & Demand System

REBS Renewable Energy By-back Scheme

ROCC Register of Contestable Customers

Retail Bridge The Retail Bridge is the system that facilitates customer data to be

forwarded from Synergy’s Customer Information System to Western
Power’s Merering Business System
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Retail Sales
SLA
SAP

SOl1
Standard Terms of
Conditions

Typel

Type 2

UER

WP

A department within Synergy delivering retail services to customers

Service Level Agreement

Systems and Applications Products operating system currently being
used to develop Synergy’s future customer relationship management

Acronym for a Service Order used to Issue an Investigation

Terms of conditions contained in Synergy’s Standard Form Contract
for the supply of electricity

Electricity Retail Licence condition requiring immediate reporting to
the Economic Regulation Authority when non compliance occurs
Electricity Retail Licence condition that requires annual reportng as

part of the retailers annual Compliance Report when non compliance
oceurs

Unbilled error report.  Lisung of accounts that require billing
adjustments before being issued

Western Power

© Grant Thornton Australia Ltd. Al rights resaived,
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1. Background

On 30 March 20006, Synergy was granted an electricity retail licence (“licence™) by the
Economic Regulation Authoriry (the “Authority”). The licence provides Synergy with the
legal ability to sell electricity ro almost 1 million end use customers.

Synergy’s licence is subject to a number of obligations contained within the licence itself; the
Electricity Industry Act 2004 {the “Act”), regulations and industry codes of practice.

Section 13 of the Act requires Synergy to provide the Authority with a performance audit
conducted by an independent expert approved by the Authority not less than once every 24
months (or such later date approved by the ERA). The Authority approved Grant
Thornton to conduct the performance audit.

Grant Thornton have conducted the performance audir in accordance with Ausrralian
Auditng  Standard  (AUS) 806 “Performance Auditng” and AUS 808 “Planning
Performance Audits”. The audit objective is to evaluate the adequacy and effectiveness of
controls implemented by Synergy to fulfill its obligations in complying with the performance
and quality standards referred to in the licence.

An audit plan was developed and approved by rhe Authority using a risk based approach to
focus on key nsk areas in accordance with the tsk evahmtion model, Auvstralian/New
Zealand Standard 4360:2004. Grant Thornton have assessed the controls and performance
against those standards by Synergy with the relevant licence obligations through a

combination of interviews/enquiries, examination of documents and derailed resting.

Preliminary analysis was performed on the licensing framework for the electricity rerail
licence to ascertain the performance and compliance audit requirements of Synergy and to
determine the nature and extent of audit activity. Grant Thornton have prioniused the audit
coverage based on the risk profile with the emphasis on providing greater focus and depth
of testing for higher risk areas.

© Grant Thornton Sustratia Lid. Al righis vesoreegd
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2. Objective

The audit objective is to evaluate the adequacy and effectiveness of controls implemented
by Synergy to fulfill 1ts obligations in complying with the performance and quality standurds
referred to in the licence.

The audit focuses on the systems and processes used to ensure compliance with the
standards, outputs and outcomes required by the licence.

Link to Risk Assessment
Our approach to adoprt the Australian/New Zealand Standard 4360:2004 risk assessment
framework ensures a consistent approach to derermining areas of higher risk with the view

of providing a greater focus and depth of restng to provide sufficient assurance of
compliance and effective control.

As part of the risk evaluation methodology to assess Synergy’s ability to manage its risks,
Grant Thornton have considered the following components:
* Control environment (corporate governance, organisation structure, assignment of
authority and responsibility, documentation of policies and procedures, human resource
practice, records management and compliance attitude.);

®  Synergy’s risk assessment process (as demonstrated through the compliance register and
incident log);

* Information systems (Customer Information System database, IBAHN, Lorus Notes);

* Control activities (authorisation, segregation of duties, physical controls and security);
and

*  Monitoring of controls {(management review, internal audit, external audit).

During the conduct of the audit, as evidence is gathered on the effectiveness of the controls
and where risks have been determined to be high, extensive compliance and substantive
testing 1s performed to provide adequate assurance that no major breaches of the relevant
licence condition had occurred during the audit period.

© Grant Thomion Australia Lid, Al rights reservsg
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3. Scope

The performance audit covered the period from 30 March 2006 to 31 March 2008.

The key legislation that governs the licensing of providers of retail electricity is the
Electniaty Industry Act 2004: Licence Conditions and Obligations. The licence obligations
examined by the audit are described in Appendix 1 — Performance Audit Compliance
Summary and Appendix 2 — Detailed Findings and Recommendations. Grant Thornton
have used the Authority’s 2007 Compliance Manual (“Compliance Manual”) to perform the
audtt.

\Where applicable, other regulatory requirements which supported the electricity rerail
licence conditions were examined. Specifically, the relevant sections of the following

regularory industry Codes were covered as part of this performance audit:
® Code of Conduct;
® Trade Practice Act;
® Metering Code; and
® Customer Transfer Code.

It should be noted there was a minor update to the Code of Conduct, effective from 8
January 2008. Where applicable, Grant Thornton have mapped the Code of Conduct 2004
to the Code of Conduct 2008 in relation to the Compliance Manual obligations.
Accordingly, our audit has been conducted in the manner to recognise the changes in the
Code from 8 January 2008 to 31 March 2008.

It is important to emphasise that not all licence conditions in the instrument are applicable
to Synergy and accordingly the audit did not evaluate the performance of Synergy’s
compliance with those licence conditions.

In accordance with the Electricity Rertail Licence Performance Audit Plan as approved by
the Authority, approximately 40% of the Compliance Manual obligations classified NR
{(minor) were reviewed. The basis of sampling of the NR type conditions was formed on
the assessment of the level of risk / impact thar these compliance manual obligations may
have on Synergy’s overall performance in complving with the obligations imposed under rhe
instrument.,

Grant Thormton have used Synergy’s inherent risk assessment (adopung the ERA’s risk

assessment guidelines), consulted Synergy’s management and reviewed of the organisation’s

i Grant Thornton Australiz Ltd Al rights reservad.
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internal compliance register to determine the Compliance Manual obligation for inclusion in
the audit.

Furthermore, for the 40 Compliance Manual obligations that have been examined by
internal audit undertaken by Ernst & Young, it was proposed, and the Authority had
approved, random sampling of 21 of these compliance manual obligations.

To ensure efficiency and effectuveness of the conduct of the audit process, in consultation
with Synergy’s management, it was proposed, and approved by the Authority, that the
following staged approach be undertaken:

® Stage 1: Thar 69% of the 210 Compliance Manual obligations to be examined. The
basis for prortising and selecting the compliance manual obligatdon for Stage 1
assessment are as follows:

*  Type 1 licence conditons;
®  Risk based:
®  Audit priority 1 —4;
¢ Items identified from Synergy’s incident register;

e Licence condittons with breach consequences of “Direction to remedy”
and “Dissatisfied customer” as identified from Synergy’s compliance
register.

Should 10% of this sample yield compliance status ratung of 1 and/or 2, then Stage 2 will
proceed.

®  Stage 2: That 28% of the 210 Compliance Manual obligations to be examined. The
basis for prioritising and selecting the licence conditions for Stage 2 assessment are as
follows:

® Licence conditions with breach consequences of “Direction to remedy”
identified from Synergy’s compliance register; and

®  The remaining type NR licence conditions idenufied to be within the scope
of audit.

Should 5% of this sample yield compliance status rating of 1, 2 and/or or 3, then Stage 3
will proceed.

*  Stage 3: Thar the balance of 210 Compliance Manual obligations to be examined.

€ Grant Thomiton Australia L. Al rightg r
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4. Inherent Limitations

Because of the inherent limitatons of any internal control structure it is possible that fraud,
error, or non-compliance with laws and regulations may occur and not be detected. Further,
the inrernal control structure, within which the control procedures that we have audited

operate, has not been audited and no opinion 1s expressed as to its effectiveness.

An audit 15 not designed to detect all weaknesses in control procedures as it is not

performed continuously throughout the period and the tests performed are on a sample
basis.

Any projection of our evaluation of control procedures to future periods is subject to the
sk that the procedures may become inadequate because of changes in conditions, or that
the degree of compliance with them may deteriorate.

The audit opinion expressed in this report has been formed on the above basis.

© Grant Thornton Austratia Ltd. Al rights reserved.
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5. Our Approach and
Methodology

Grant Thormnton have conducted the performance audit in 2 manner consistent with
Australian Audiung Standard (AUS) 806 “Performance Auditing” and AUS 808 “Planning
Performance Audits™.

An audit plan was developed and approved by the Authority using a risk based approach to
focus on key risk areas in accordance with the risk evaluation model, Australian/New
Zealand Standard 4360:2004. The audit focuses on the systems and effectiveness of
processes used o ensure compliance with the standards, outpurs and outcomes required by
the licence.

The Act and its provisions, as well as the Authority’s Compliance Manual, identify the
compliance requirements for holders of a rerail licence. As this is a starutory obligation, all
items pertaning to retail licence requirements are deemed to be material. In assessing the
extent of compliance, Grant Thornton considered the following:

1. Process compliance — an evaluation of the effectiveness of systems and procedures
present throughout the audit period,;

2

Outcome compliance — an assessment of the actual performance aganst the

standards prescribed in the licence throughout the period,

3. Output compliance — an evaluaton whether proper records exist to provide
assurance that procedures are being consistenty followed and controls are being
maintained; and

4. Comphliance with any individual licence condiuons — an assessment of compliance

of any specific direction imposed by the Authorty.

Our audit procedures comprise primarily substantive testing and gathering of sufficient audir
evidence to provide assurance of compliance and effective control. In this regard, through a
combination of interviews with relevant personnel, document examinaton and detailed
testing, we assess the internal controls and performance against the relevant licence
obligations.

During the course of our audir, where we became aware of certain factors that may have

impacted on the assessment of Synergy’s performance in mainraining effective control to

© Grant Thornton Austratia Ltd. All rights reserved.
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manage compliance with the Compliance Manual obligation, additional examination and

testing was conducted.

The compliance rating for each licence condition, using the 5-point rating scale, involved a
degree of subjective judgment by the auditor. In assigning the appropriate compliance rating

to each element, we have raken the approach described below.

it with
required o
fance.

Compiiant 4 Compkant apart rom minor
WhiTE
of o
Compiat 3
coraphiance
Non-compliand 2 [ T
Suynuticantly 1 WeakaaEEes

Nan-compliant sarious

B Grant Thomton Austratia Lizd. Al rights veserved.



Grant Thornton

Synargy Performance Audit Repart

0. Executive Summary

The Economic Regulation Authonty granted Synergy an Electricity Retail Licence which
commenced on 30 March 2006 under the Electricity Industry Act 2004, Synergy is required
to undertake a performance audit conducted by a suitably independent expert not less than
once every 24 months. The Economic Regulation Authority had approved Grant Thorntron
to conduct the performance audit of Synergy for the period 30 March 2006 to 31 March
2008.

In assessing Synergy’s compliance with the requirements of the licence, we have made
findings and observatons:

6.1 The Control Environment
Synergy operates in a highly regulated industry and has demonstrated a culture of
compliance throughout the organisation. There are internal audits conducted on a regular

basis into the different facets of Synergy’s operations, both financial and non-financial.

A dedicated regulatory compliance team had been established to facilitate compliance with
various legislative instruments.  The regulatory compliance team reports to the Synergy
Board on compliance matters through the Department of Legal, Regulatory and Audit, and
has a mandate to operate independently from any operational area.

Each operational area nominates a senior representative to be a compliance coordinator
whose role is to monitor compliance with the requirements of the licence pertaining to that
business division. There are formal monthly meetings and informal daily interaction
between the regulatory complance team and the compliance coordinators o ensure a
consistent organisational approach towards the measures taken to meet the obligauons of
the performance standards referred to in the licence.

Through the compliance register, Synergy clearly defines the responsibilities and assigns the
business units accountable for each individual element of the licence instrument as well as
internal controls.  Our procedures revealed that Synergy management functions in a risk
conscious manner. An incident log is maintained to capture any instances of “near misses”
or potental breach of the regulatory obligatons. It ts our understanding that a new online
system will be introduced in 2008/09 to upgrade the current information system, improve
accessibility and to enable Synergy personnel to report on a tmely basis any regulatory
incident and request regulatory advice. Furthermore, we understand Synergy is also
proposing to establish an on-line training facility in 2008/09 to enhance regulatory
compliance training of its staff.

© Grant Thornton Australia Ltd. All vights reserved.
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Our findings indicate that the Synergy personnel responsible for regulatory compliance are
competent and diligent in the exccutuon of their roles. They operate in a manner consistent
with sound nsk management practice.

6.2 Compliance Awareness and Attitude

Through our enquiries and interviews conducted with personnel at various levels of the
organisation we observed a culture which advocates tegulatory compliance.  Personnel
generally possessed a high awareness of personal responsibilities as well as the organisation’s
obligatons under the licence instrument.

Instances of regulatory breach were detected and comnmunicated to the Authority in a dmely
manner, with appropriate corrective actions. Any direction to remedy from the Authority in
this regard is adopted expeditiously.

6.3 The Information System

Our findings indicate that Synergy’s information systems meet the minimum requirements
to comply with the licence conditions. We are satisfied that the present information system
has the capability to record information accurately and maintain security over data.

During our testing, however, we identified cerrain reports could be generated in a more
umely manner. This was atrtbuted to resource constraints due to the pending
implementation of the new operating system. Whilst this did not constitute a breach,
however, it would be desirable to have a more tmely reporting function for process
improvement.

6.4 Control Procedures

As highlighted above, the compliance register assigns an element of the licence instrument
to the different business units. For each licence element, there are policies, procedures,
systems and protocols designed to assist the organisation to comply with the requirements.

Access to the policies and procedures are managed through Synergy’s document
management system (“DMS”).

As part of the annual reporting to the Authotity on compliance, Synergy maintains a register
to record any instances of regulatory breach or incidents to ensure timely management of
the issues. If warranred, immediate action towards rectification is implemented to render
full compliance.
During the course of our audit, we idenufied issues relating to key areas of:

e  Venfiable consent;

® Disconnecrtion; and

® Life support.
which present opportunities for process improvements.
There are several licence conditions and obligations in the instrument which relate to

verifiable consent and customer authorsation. Our examination and review of the verifiable

consents obtained by Synergy indicated a lack of consistency in their form and structure.

@ Grant Thornton Austratis Lid. Al rights vescrved
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However, we also note there is some inconsistency between the definitions of verifiable
consent in the Customer Service Code and the Customer Transfer Code.

Our findings indicared that Synergy personnel are not always equipped to identify who may
provide a verifiable consent. Further training and education are essential to assist personnel
to determine the validity of the consent and authorisation given, and to protect the privacy
of customers.

The following is a graphic summary of the ratings and the percentage in relation to each
compliance rating.

Summary of Compliance Rating

Rating 5
78%

Rating 2
1%

Rating 4
19%

Rating 3
2%

In summary, 97% of the Compliance Manual obligations subjected to testing, controls were
determined to be compliant or compliant apart from the recommendations to tmprove and

strengthen the internal controls to maintain compliance.

6.5 Previous Retail Licence Performance Audit Report Findings

Synergy was formed in 2006 and granted a retail licence under the Electncity Industry Act
(the “Act”). The Act requires Synergy to conduct a performance audit by an independent
expert every 24 months. As this is Synergy’s first performance audit, therefore, there are no
previous findings and recommendations to review. However, Synergy had undertaken
internal audits of various electricity retail licence obligations which had been considered in
the development of the audit plan and consequently, the conduct of the audit.

) Grant Thornteon Ausiralio Ltd. All rights reserved.



11

L

N
Syneryy Perlormance Audit Report

Table 1.1 identifies the Compliance Manual obligations which require corrective measures.
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Table 1.2 Suggestions for process and business improvement opportunities.
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" address requires life
FUORGTT equipmant.

sraling ot maintas

ipheable sarvice level
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Acrefailer must undertake”

[ VR

Testing revealed several instances of
disconnection  oceurring  afler 15:00,

. . Further enguiries incicated dgiscunnecuon
!  of these properiies had been periormed on

' rsgard, disconneston will anly oceur il the
: field officer determines the preperty s
X "vacant based on his ‘experience’ and
limited observations during lhe site visit,

T The removal of the "LS” indicator flag on
i , an account can be actioned unilaterally by |

© Synergy  personnsl  withou!  secondary
- autharisation for verification purposes.

That synergy refrains from disconnection activities
after 15:00 and adopts the limeframe for disconnacton
of supply address as prascribed n the Ccde of
Conduct and its awn Standard Terms and Conditions.

' » the basis of the field officer's assessment -
j of the status of use of the properiy. Inthis |

That Synargy introduces addifional monitoring controls
to ensure hiat disconnection actvities do nol ogouwr
alter the prescribed timeframe.

|

secondary authorisation (such as pending items in

That Synergy considers the requirament to have a |

PWQ' for managerial approvaly prior o removing the

life

L8 indicator flag fiom &
" account

support

i Secondly, the account of a customsr on

‘finalise and
fagu

be
: “here are no further v

- verify he life suppott equinment
i quired @t the supply addioss.

| The descriptions ¢
Western Power

Same of the invol
have evitdenca of

a jeviow o analyss

life support systam can be ‘torced’ 0
thus closure through the ¢
ot of & (unauthoriseddunrelatad) third
party if that parly requests a new account :
established al the supply address. |
lidation proccols 0 !

1500

That Synergy considers validation protocols to en
that life support equipment is no longer required at the
supply address prior to estabbishing a new account,

determing fhat
d rragt cha

< - N -
Synergy considars an andlysis mecharusm over

customer's
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Except for the marters identified, which require further attention 1o ensure effective control procedures, we are satisfied that Synergy has policies, procedures,
protocols and systems in place, in relation to the Electricity Retail Licence for the period 30 March 2006 to 31 March 2008, based on the relevant licence

conditions referred to within the scope section of this report.

s reserved.
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7. Audit Opinion

fn our opinion, except for the matters identified in Appendix 2.1 — Compliance Manual
Obligations which Require Corrective Measures, we are satisfied that Synergy has policies,
procedures, protocols and systems in place in relation to the Electricity Retail Licence for
the period 30 March 2006 to 31 March 2008, based on the relevant Compliance Manual
obligations referred to within the scope section of this report.

Grant Thornton Australia Ltd

Campbell George Ansell

Director
Perth

3 November 2008

Lodierd Dnoaton Austradia Lid, Al rights reservad,
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Appendix 1 — Performance
Audit Compliance Summary
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Appendix 2.1 — Compliance
Manual Obligations which

Require Corrective Measures

Oblihgatic_m

Cor;tpliance Ratmg

2007 Compliance

Man_‘ual Reference
17

Customer Transfer Code
3.9

Observations

Use of Metering Data_

Reqhii’ement

A retailer must not aggregate a contestable customer’s historical
consumption data with that of other contestable customers for the
purposes of internal business development, if requested not to do
so by the customer.

(2) Despite clause 3.9(1), unless otherwise requested by the

< contestable customer A relailer may aggregate a contestable cistomer’s
bistorical consumption data with other contestable customers’ bistorical
consnmption data, and may use the aggregated data for internal
business development purposes.

Interviews with relevant personnel confirmed that hisrorical
consumption data is used for the purposes of internal business
" development.

Internal business development is undertaken by another business
unit,

Based on our enquites, to date a contestable customer has not
requested for their historical consumption dara not to be
aggregated for the purposes internal business development.

" In these circumstances, a contestable customer may communicate
to Synergy the request, the Business Managers/Account Managers
would record the request against the customers account.

2 Grant Thomiton Ausiralia Lid. Al vights reserved.
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Issue

Recommendation

Management
Response

Management
Actions

Implementation
Date

The request of the contestable customer may not be
communicated to the business unit responsible for internal
business development.

Synergy does not have in place a2 methodology, procedure or
process to communicate a contestable customer’s request for their
historical consumption data not to be aggregated for the purpose
of internal business development.

Design and implement a relevant process and procedure to ensure
a contestable customer’s historical consumpuon data is not
aggregated as per the contestable customer’s request.

That Synergy implements an indicator tlag which would alert the
business unit that the contestable customer’s data 1s not to be

aggregated and used for the purposes of the internal business
development.

Although no licence breach has occurred, Synergy agrees with this
recommendation.

Implement recommendations.

By March 2009.

& Grant Thomton Australia Ltd. Al rights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
170

Observations

Privacy
4

Requirement

A marketer and a marketing representative must comply with the

National Privacy Prnciples.

Synergy has protocols for safeguarding and maintaining customer’s

" pavacy and confidendality.  Our interviews with the Customer

. Service Representatives (CSR) indicated a high level of practical

Issue

understanding of the protocols to verify customer’s identity prior
to responding to customer’s request.

Through testing, we noted on some occasions the CSR provided
“general” information about the account to an unauthorised party
and inappropriately accepted certain information requests (such as
a request to sead out life support application).

The type of “general information” Synergy prepares to divulge
includes confirmation whether there is an outstanding amount on a
custormer account to a third party not named in the account to
have authority to enquire.

We note a breach Eeporred in March 2007, where a CSR confirmed
an amount on a Reminder Notice with a third party (neighbour of
2 customer).

Information pertaining to the status of accounts should be

'v confidental and not divulged to unauthorised third pacties.

Recommendation

Management
Response

Management
Actions

Implementation
Date

@ Grant Thornton Ausiratip Lid

That Synergy strengthens its protocols for disclosing personal
information and account details to third parties.

The provision of generic product or service (Life Support)
information to any person who request such information remains
appropriate.

Synergy will review the provision of “general” nformation of the
nature described.

Contact Centre and Credit Management procedures to be updated.
Specific communications to be issued to all staff with direct
custommer contact, reinforcing the need to obtain the customer’s
consent prior to providing any information to a third party.

End September 2008. .-

Al rights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
173

Code of Conduct 4.1

Observatﬂions

Issue

Recommendation

Billing Cycles
3

Requirement

A retatler must tssue a bill no more than once a month and at least
once every three months unless the circumstances specified exist.

A retafler must 1ssue a bill—

(a) no more than once a month, unless the retadler has—

(1) obtained a customer’s verifiable consent to issue bills more
frequently; or

(1) given the customrer—

A. a reminder notice in respect of three consecutive bills; and
B. notice as contemplated under clause 4.2; and

(b) no less than once every three months, unless the retarler has
obtained a customer’s verifiable consent to issue bills less
frequently.

A renailer must use its best endeavours to inform the customer and
repay or credit any amount overcharged as a result of an act or
omission by a retailer or distributor, in the manner and period

specified.

During the audit period, there were inadequate continuous controls
to manage compliance with the requirement of the licence
condition and Code of Conduct. Enquiries indicated the drivers
for the problem onginated with the nerwork operator’'s MBS
system failing to automatically raise a special request for their
metering staff to visit the premise to obtain an actual reading and
in other instances, not fulfilling their obligation under the model
SLA to provide actual meter reads on meters that have been
connected in the field bur are not connected in CIS billing system.

It is acknowledged Synergy has been proactive to attempt to rectify
the problem and remedy the breach. Initiatives include the
formulation of the Retail Bridge Stabilisation Project taskforce 1n
December 2007 to identify the source of the problem and ongoing
workshops scheduled with Western Power to resolve emerging
issues.

We have reviewed the current policies, procedures, protocols and
systems as well as holding discussions with relevant personnel, we
are satisfied the present controls — both systemn and manual based -
are adequate to manage compliance with the requirement of the
licence condition and Code of Conduct.

As presented above.

That Synergy continues to monitor and review the process to
ensure compliance with requiremnent of the licence condition and

< Grant Thornton Australio Lid, Al righig vesermed.
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Management
Response

Management
Actions

Implementation
Date

Code of Conduct.

That Synergy continues scheduling workshops with Western
Power to resolve emerging issues to manage compliance
requirement of the licence condition and Code of Conduct.

Significant organisational effort and resources have been expended
in attempting to reach full compliance as notified to the ERA in
our 2007/08 compliance report.

New processes and systems will seek to ensure Synergy continues
to maintain the current “not billed” positon. The formal Western
Power/Synergy Working Group will continue to look for
opportunites to improve the level of compliance.

Ongoing. Evaluation of options to strengthen existing processes
will be ongoing until the implementation of the new SAP system
when it is expected that such issues will be addressed through
greater automation and functionality.  Currently the expected
implementation of SAP is 1+ July 2009.

w Grant Tharnton Australia Ltd. Al rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
240

Code of Conduct
7.3

Observations

Issue

Recommendation

Management
Response

© Grant Thormnton dustralia Lid.

Disconnections

2

In relation to dual fuel contracts, a retailer must not arrange for
disconnection of the customer’s supply address for fatlure to pay a
bill within 15 business days from arranging for disconnection of
the customer’s gas supply.

If a retailer and a customerhave entered into—

(2) a dual fuel contract, or

{b) separate contracts tor the supply of electricity and the supply
of gas, under which—

. (1) a single bill for energy is; or

(11} separate, stimultaneous bills for electricity and gas are,

issued to the customer, the retailer must not arrange for
disconnection of the customer’s supply address for failure to pay
a bill within 15 business days trom arranging for disconnection of
the custamer’s gas supply.

Synergy does not have a written policy or a process in place to
manage disconnections relating to the combinaton of a dual fuel
contract. Our enquiries confirmed that, Synergy’s has dual fuel use
customers outside the Small Use Code.

Business divisions within Synergy were not fully conversant with
this requirement. B

Interviews were conducted with relevant personnel across the
business and this licence condition had not been dealt with during
the audit period.

Business units interviewed included Small Use Customers,
Business Managers for electricity usage above 160 MWH and
Credit Management. ‘

Credir Marmgemcnt were familtar with this licence condition
through the new Business Transformation project; however there
is no process or procedures in place to manage this disconnection
arrangement.

A potential disconnection may occur of a dual fuel customer’s gas
supply within the 15 business days for failure to pay a bill from the
arrangement of disconnection.

That Synergy establishes and maintains  within  the credit
management process the requirement not to disconnect a dual fuel
customer within 15 days of a disconnection notice of the
customers gas supply.

Whilst there are dual fuel customers Synergy does not have dual
fuel contracts.  Currently the number of gas customers with
electricity contracts is very low.

P

Al vights resorend.
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Management An instruction has been placed into the Disconnection procedure
Actions stating: ‘no dual-fuel customer is to have their meter disconnected
within 15 days of each other.

The process for SAP (new customer database) has been designed
to automatcally block a disconnection request for either gas or
electric where the other meter has been disconnected for a period
< 15 days. ’

Implementation Completed: September 2008. See DMS # 3087362.
Date

o Grant Thornton Australia Lia Al rights reserved.
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Appendix 2.2 — Process and
Business — Suggestions for
Improvement

Obligation
Compliance Rating

2007 Compliance

Manual Reference
9

Customer Transfer Code

Observations

-« Grand Thomton Austraiia Lid.

Reasonable Costs

4

Requirement

A retailer must pay any reasonable costs incurred by the network
operator for work performed in relation to a withdrawn request for
historical consumption data.

(1) Unless otherwise agreed with the wetwork operator, a retarler may
electronically notéfy a network operator that it withdraws a request for
historical consuniption data submitted by it to the network operator at any
time before the network operator provides the bistorical consumption
data.

(2) The retailer must pay any reasonable costs incurred by the
network operator for work performed in relation to the request for
bistorical consumption data untl the earlier of:

(a) the tme the network operator receives and is reasonably able to
act upon the notification under clause 3.6(1); and

(b) the end of the business day that the network operator receives the
notification under clause 3.6(1).

Synergy has entered into a Service Level Agreement (SLA) with
Western Power in relation to the provision of various metenng
services, such as meter installations, connection, provision of meter
data, installation of communications infrastructure, meter testing,
meter programming etc. The SLA outlines the terms of the
service, performance standards and charges for the supply of the
services.

Western Power invoices Synergy on a regular basis for the different
types of services performed. Annexed to the Western Power
invoice is a schedule detailing the type and quantum of services
requested by Synergy during the period. A contract analyst then

All rights reserved.
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peruses the invoice and annexure to advise the relevant Manager
on payment.
¥

Through our examination and enquiry, we are satisfied that there
are appropriate policies, procedures and systems in place, to ensure
the network operator is paid the reasonable costs incurred for
work performed in relation to a withdrawn request for historical
consumption data.

The issues identfied herein  are business  improvement
opportunities to enhance the controls in managing compliance
with the requitement of the licence conditions and the Customer
Transfer Code.

Issue The descriptions of the service line in the Western Power annexure
to the invoice do not appear to align with the schedule of rates
(section 1.5) in the SLA. [In this respect, it would be difficult to
reconcile the costs charged by Western Power to the SLA and
therefore determine their appropoateness. For instance, the SLA
outlines two set of rates for the “Metro Area” and “Country Area”
whereas an annexure rendered by Western Power contains three
different rartes, “Rural”, “Town” and “Urban”.

Some of the invoices we examined did not have evidence of a
review or analysis performed (such as the details of the reviewer).

There does not appear to be a reporting mechanism in place to
capture the withdrawn request for historcal consumption data
with the view of analysing the reasons or trends, to munirmuse the
occurrence of unnecessary costs.

Recommendation Essential to Synergy’s ability to determine what reasonable cost has
been incurred by Western Power, it is appropriate to request
Western Power to render its invoice in terms of the service charge
descriptions and rares outlined in the SLA.

That Synergy considers an analysis mechanism over the withdrawn
request for historical consumption data with the view of
identifying the reasons or trends, to minimise the occurrence of
unnecessary costs.

That reconciliation of Western Power’s invoice to the SLA be
evidenced with the reviewer’s initial and department or payroll

number.
Management Synergy agrees with the suggestion for improw.'emcm, h(?_)\\.v'c‘*\fer
Response ownership of the affected process and surrounding responsibilities

are currently in dispute as it's not clear who receives and reconciles
these charges from the Market provider (or what supporting
processes are avalable or required). Additionally, the
responsibility for managing the supporting processes (eg. requests
for consumpton data) are still being addressed post re-structure
and are affecting Customer Transactions, Customer Resolutions
and other area's of the business.

& Grang Thornion Australiz Lid Al rights reserved.
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Management Synergy’s Customer Transactions undertakes to review this issue in
conjunction with other Network Transaction activities as part of
the overall review of processes and procedures for this area. A
recommendation of affected processes and remedial actions,
including responsible parties related to this issue can then be made
to address and rectify the problem going forward.

Actions

i Implementation dare to solve the issue will be subject to further
mplementation implemer ! ' }
Date investigations and review of the N\ transactions area expected to
be completed by December 2009.

= Gromt Taornfon Australia Lid Al rights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
19

Customer Transfer Code
3.9

Observations

Use of Metering Data

4

Requirement

A retailer must keep a copy of the verifiable consent received from
a contestable customer for two years.

(#) A retailer must keep a copy of a vertfiable consent grven to it by a
contestable custorser in relation to—

(a) a request for historical consumption data made by 1t in relation to the
contestable customer, and

(b) a disclosure made by it to another party under clause 3.9(3) in
relation to the contestable customer, for 2 years after the date the
verifiable consent was given.

Interviews with Synergy personnel revealed that verifiable consent
is recorded and maintained within the Synergy database. Verifiable
consents are given a separate and unique reference number for
identification and reference purposes.

The reason for the verifiable consent and the reference number is
recorded within the contestable customer’s account details.

Any dealings relating to historical consumption dara or disclosure
is also recorded in the data base against the contestable customer’s
account details.

Synergy has in place adequate data rerention policy and process
which govern data management.

Interview with IT reveals the data within the current databases are
not archived and are presently available. Data 1s backed up on a
daily basis off site to ensure records are kept to meet business and
compliance requirements.

There are reviews undertaken by Area managers and compliance
coordinators of the informadon retained against the contestable
customer accounts in accordance with Synergy’s dealings with the
contestable customer to monitor both business and compliance
requirements.

Through our testing and examination, we are satsfied that Synergy
has policies, procedures and system in place, 1o effectively monitor
and manage compliance with the requirement of the licence
conditon and the Customer Transfer Code. There are effective
systems and manual based controls to ensure the contestable
customer is not billed past the transfer time and the customer
transfer request date complies with the tume period set out in the
Customer Transfer Code.

The issues idennfied herein are business improvement

© Grant Thornton Australio v td Al rights reserved
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Issue

Recommendation

Management
Response

Management
Actions

Implementation
Date

opportunities to enhance the controls in managing compliance
with the requirement of the licence conditions and the Customer
Transfer Code

1. Verifiable consent is provided to Synergy in a number of
formats and structures.

2. Lack of awareness to identify who is able to provide verifiable
consent in different legal operating structures. For example,
holding company, subsidiary company, family trust with an
indrvidual trustee, family trust with a corporate trustee, all have a
different matrix of personnel whom can provide authorisation. In
the instance of a family trust with a natural person acting as
Trustee, it 1s the Trustee that has authorisation. Whete the Trustee
is a corporate entity, 1t is the Office Holder (Director, Company
Secretary) that has authorisation to delegate or execute a contract.
In this respect, we noted in several instances a “decision maker”
has been identified to have the abiliry to provide verifiable consent.
Further enquiries indicated evidence that there are no further
validation procedures to verify the authorisation capacity of the
person providing the verifiable consent.

1. Synergy currently uses a uniform pro-forma template for its
dealings with gas, the electricity retail business does not. A uniform
pro-forma template should be utilised throughout the business to
capture the veriftable consent, identfying clearly the purpose of
obtaining the verfiable consent, customer details, premise details,
metering details as an example.

2. Personnel who are required to obtain the venfiable consent
from a contestable customer should be provided with training to
identify who has the authority to provide the verifiable consent for
a range of entity structures.

Synergy agrees with the suggeston for improvement.

1. Create a uniform pro-forma to capture verifiable consent to
obtain and use customer’s historical consumption data for
purposes of internal business development.  Retail Sales to discuss
with Customer and Brand Equity.

2. Review training and informaton requirements in accordance
with recommendations.

1. QOctober 2008
2. November 2008

v Grort Tharnton Ausivelhia Lta. All rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
136

Retail Licence condition
6.1
Code of Conduct

Part 2

Observations

Issue

Recommendation

Management
Response

< Gram Thornton Austrada fd

Marketing

4

Requirement

A marketer must not attempt to contact the customer for the
purposes of marketing for 30 days after the customer indicates that
the customer does not wish to proceed, unless the customer agrees
otherwise.

Refer ro Code of Conduct

(2) If a customer indicates that the customer does not wish to
proceed, then the marketer must not attempt to contact the
customer for the purpose of marketing for the next 30 days,
unless the customer agrees otherwise.

Synergy has in place a “do not contact” process and procedure.

Synergy has two data bases which record the “wishes” of the
customer.

Synergy has in place a “wash” process which vets the “do not
contact” list with the marketing program in an effort to ensure
those who do not wish to be contacted are not.

Synergy does not perform the “wash” process against one of the
ynergy P % g
two data bases.

Based on our interviews and enquirtes, Synergy has not contacted a
customer on the “do not contact” list during the audit period.

The issues identfied herein  are business improvement
opportunities to enhance the controls in managing compliance
with the requitement of the licence conditions and the Code of
Conduct.

Synergy does not perform the “wash” process against both “do not
contact” lists and therefore a customer who has indicated they do
not want to be contacted for the purposes of marketing may be
contacted within 30 days.

The “do not contact” lists are amalgamated to ensure the “wash”
i 3 g
process is performed on the full “do not contact” in an effort to
ensure those customers who have requested not to be contacred
for the purposes of marketing, respectively are not conracted.
g ¥

Until Synergy moves to a consohidated system (Columbus) it is
necessary to continue to operate with two separate systems: one

Al vighta reserved
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system for account managed customers (IBAAN); and a second
system for non-account managed customers. In the meantime the
data brief document has been updated to state thar the do not
contact “wash” must be made against the relevanr databases.

Management Amend the data boef document (DMSHE3148797) to caprure all

Actions databases that need to be washed as part of the dara extraction
process.

|mp|ementation Completcd 1 Scptember 2008.

Date

& Grant Thornton australia Lid. Al nghls resered
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
158

159

161

Code of Conduct 2.13

Observations

Marketing Conduct

4

Requirement

Where the customer requests not to be contacted for the purposes
of marketing a marketer must use reasonable endeavors to ensure
that a customer is not contacted on its behalf in relaton o the
supply of electncity for a period of two years.

A marketer must keep a record of each customer who has
requested not to be contacted, that includes the specified
information.

A marketer must provide the customer on request with written
confirmation that the customer will not be contacted for the next
tWo years.

(1) If a customerwho has been contacted by a marketing
representative for the purposes of marketing requests not to be
contacted again on behulf of the marketer, the marketer must
use reasonable endeavours to ensure that the customeris not
contacted on behalf of the marketer in relation to the supply of
elecuricity by the retafler for whom the marketing was carried out
for the next 2 years.

(2) A marketer must keep a record of each customerwho has
requested not to be contacted (as described in subclause (1)) that
includes the name, address and telephone number of the customer
at the time the customer made that request.

(3) A marketer must give a copy of the record to the electricity
ombudsman or the Authority on request.

(4) A marketer must provide the customer on request with
written confirmation that the customerwill not be contacted by
or on behalf of the marketer in relation to the supply of electricity
by the retafler for whom the marketing was carried out for the
next 2 years.

(5) When engaging in door to door marketing, 1 marketing
representative must, to the extent practicable, comply with a
notice on or near a premuses indicating that the customer does
not wish to recefve unsolicited mal or other marketing
information.

Synergy has systems and processes to record customers who do
not wish to be contacted. Synergy has processes and procedures
which identify the methodology utilised to capture those who do
not wish to be contacted (DNC) and the specifiecd information
relating 1o the reason why they do not wish to be contacted.

- Grang Tnornton Australia Lid. Al rights resarved
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Issue

Recommendation

Management
Response

Management
Actions

Implementation
Date

Interview conducted with Customer and Brand Equity Manager
identified the “wash” process was undertaken to ensure those who
appeared on the DNC list were not contacted for marketng
purposes. The wash process entails a vetting of the DNC list
during marketng campaign to ensure customers who have
specifically requested not to be contacted do not receive marketing
materials.

Further enquiry identified a DNC list 1s also maintained within
IBAAN for middle to high end customers. This list does not
participate with the wash marketng process.

Through our enquiry and examination, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct.  There are effective systems and manual based controls
to ensure those customers who do not wish to be contacted 1s
recorded and complies with the Code of Conduct clause 2.13 (2).

A separate DNC list is mamntained within IBAAN for non-
contestable customers that i1s not utilised durnng the “wash”
marketing process. There is scope that non-contestable customers
on the DNC may be contacted by Synergy.

That Synergy combines the DNC lists of small use customers and
non-contestable customers.

That Synergy utilises the comprehensive list to “wash” customers
who do not want to be contacted.

Unul Synergy moves to a consolidated system (Columbus) it is
necessary to operate with two separate systems: one system for
account managed customers (IBAAN); and a second system for
non-account managed customers. The data brief document has
been updated to state that the do not contact “wash” must be
made against the relevanr databases.

Amend the data brief document (DMS#3148797) to caprure the all
databases that need to be washed as part of the data extraction
process.

Completed 1 September 2008.

© Grant Thornton Australia Lid Al rights reserved.
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Obligation
Compliance Rating

2007 Compliance

. Manual Reference
174

175

178

Code of Conduct 4.2

@ Grant Thormion Austraiia L

Billing Cycle
4

Requirement

A retader may only place a customer on a shortened billing cycle,
without the customer’s verifiable consent, in the circumstances
specified.

A retaler must give the customer written notice of a decision to
shorten the customer’s billing cycle within 10 business days of
making the decision.

A retailer must ensure that a shortened billing cycle is for a period
of at least 10 business days.

A retailer must rerurn a customer, who 1s subject to a shortened
billing cycle and has paid three consccunive bills by the due date,
on request, to the billing cycle that previously applied to the
customer.

A reraler must inform a customer, who is subject to a shortened
billing cycle, ar least once every three months, of the conditions
upon which a customer can be returned to its previous billing
cycle.

[Note 1: This clause 4.2 may be varied in a non-standard contract.]
[Note 2: Clause 4.1(a)(ii) allows a retailer to place a customer on a
shortened billing cycle if the customer has been given a reminder
notice for three consecutive bills. Clause 4.2 regulates a retailer’s
conduct when placing a customer on a shortened billing cycle
under clause 4.1(2)(11).]

(1) For the purposes of clause +.1(a)(i1)(B), a retafler has given a
customer notice if the retailerhas advised the customer, prior to
placing the customer on a shortened billing cycle, thar—

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

(b) if the customer is a residential customer, assistance is
available for residential customers experiencing payment
difficulties or financial hardship,

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

(d) once on a shortened billing cycle, the customer must pay
three consecutive bills by the due date to return to the customer’s
previous billing cycle.

(2) Notwithstanding clause 4.1(a)(ii), 4 retailer must not place a
residential customer on 1 shortened billing cycle without the
customer’s verifiable consent it—

(a) the residenual customer informs the retailer that the residential
customer is experiencing payment difficulties or financial hardship;

All vigitg reservund.
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Observations

Issue

and

(b) the assessment cartied out by the rerailer under clause 6.1
indicares to the retailer that the customer is experiencing payment
difficulties or financial hardship.

[Note: In those circumstances, the retailer must follow the
procedures set out in Part 6]

(3) If, after giving notice as required under clause 4.1(a)(i1)(B), a

. retailer decides 1o shorten the billing cycle in respect of a

customer, the retailer must give the customer written notce of
that decision within 10 business days of making that decision.

{(4) A shortened billing cycle must be at least 10 business days.

{(5) A retailer must return a customer, who 1s subject to a
shortened billing cycle and has paid three consecutive bills by the
due date, on request, to the billing cycle that applied to the
customer betore the shortened billing cycle commenced.

(6) A retailer must inform a customer, who Is subject to a
shortened billing cycle, at least once every three months thart, if
the customer pays three consecutive bills by the due date of each
bill, the customer will be returned, on request, to the billing cvele
that applied to the customrer before the shortened billing cvele
commenced.

Synergy has a stated policy of not placing customers on shortened
billing cycle.  There are fortnighdy meetings and training sessions
with the Credit Management Officers to discuss credir
management related 1ssues.

There 1s a tack of timely reporting mechanism to confirm that no
customers have been placed on shortened billing cycles. The

- current  information svstem requires complex programming

instruction to extract the specific information. Given the current
organisation demand for [nformaton Technology resources, the
estimated tme for production of such report is approximately 2 to
4 weeks.

- In this respect, the monitoring control is madequate to ensure

timely identification of customers who may have been placed on
shortened billing cycles. As highlighted in the following paragraph,
it appears that Synergy does have a policy of placing customers
who have a poor credit history on shortened billing cycles.

" Therefore, policies, procedures and systems are necessary to enable

Synergy to effectively manage compliance with the operating
licence requirements.

© Audit note in the document, “Assessment of Customer’s Financial

Sttuation — Factors for Consideration”, with the DMS#2122874v1,
bankrupt customers (second time and more) are placed on 14-day
billing cycle.  Thus support from the reporung function (as
discussed above) is essential to effectively monitor the

© Grant Thornton Australia Lid, Al rights resoveea
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Recommendation

Management
Response

Management
Actions

Implementation
Date

management of customers who have been placed on shortened

billing cyeles.

As part of the outputr compliance process and to strengthen the
monitoring control, Synergy should consider a more timely
reporting mechanism in relation to customers who may have been
placed on shortened billing cvcles.

That Synergy considers establishing procedures and systems to
monitor and manage customers who may have been placed on
shortened billing cvcles.

There is no process to place a customer on a shortened billing
cycle. Reference to shortened billing cycle in credit management
documents should have been removed when the manual process of
billing customers for shorter periods discontinued in accordance
with compliance manual reference 173.

Please also refer to DMS 3087374 regarding the work instruction
which states no person 1s to be billed on a shortened billing cycle.
Synergy confirms no customer is billed on a regular shortened
billing cvcle.

The statement referring to shortened billing cycles had been
removed from the document.

Action complered.

¢ Grani Thornton Austalia Uid. Al vights reservedd.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
180

Code of Conduct clause
4.4(1)

Observations

Issue

Recommendation

Management
Response

Management
Actions

@ Grant Thomiton Australi Ly

Billing
4
Requirement

A retailer must include minimum prescribed information on the
customer’s bill, unless the customer agrees or as otherwise

provided for in the COC.

4.4 Particulars on each bilt

Examination of customer’s bill identified the bil compmsed of

majority of the minimum information as required by the Code.

The design of the bill was reviewed by both Svnergy and the
Authonty.

The printing of the bil is an automated process and the
information contained on the bill 1s reviewed for accuracy,
currency and relevance.

Through our examination and enquiry, we arc sansfied there are
appropriate policies, procedures and systems in place, to ensure
that Synergy includes the prescribed informaton as required by the

Code.

The issue identified herein is a business improvement opportunity
to enhance the controls in managing compliance with the
requirement of the licence conditons and the Code of Conduct.

The bill does not contain part (a) of the minimum prescribed
information ie. the date of esumation or normal reading is
identified.

The date of the estimation or the reading is included on the
customer’s bill.

The reading date is the end date of the billing period as stated on
the bill.  This also applies to estimated readings.

Current approach meets the needs of our customers with no
enquities recorded regarding need to venfy the date of the
estimation / reading —~ current approach therefore considered
appropriate and no changes required

No action required.

1S reserved
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Implementation N/A
Date
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
184

Code of Conduct 4.6

Observations

Issue

Recommendation

Management
Response

Management
Actions

< Grant Tharmton Australia Lid

Basis of a Bill
3

Requirement

A rerailer must use its best endeavors to ensure that metering
reading data is obtained in accordance with clause 4.5 of the COC,
as frequently as is required to prepare a bill and, at least once every
twelve months.

A retailer must use 1ts best endcavors to ensure that metering data
1s obrained in accordance with clause 4.5, as frequendy as is
required to prepare a bill and, in any event, at least once every
twelve months.

An Unbilled Error Report (UER) is generated for analysis daily.
Billing receives notification of instances where Western Power
could not obtain reading or have not received customer’s self read
cards on 6 successive occasions. Svnergy will then adopt actions to
obrain the actual reading either through Western Power metering
services or attempung fo contact customers or both.  Where
contact attemnpt has failed to yield a meter reading, Synergy will
estimate the 6™ reading in CIS. Compliance is achieved through
documentation of each process 1o demonstrate best endeavors
have been made to obtain a meter read within 12 months.

Through examination and enquiry, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct. There are effective monitoring controls present to detect
on a timely basis of accounts requiring a merer read at least once in
every twelve months.

Although Synergy contacts Western Power o factlitate a meter reading as
required under clause 4.6 of the Code, in some instances a meter reading

Synergy should consider contacting the customer requesting meter
access be provided.

Synergy agrees to consider with the recommendation.

A process to be investigated and costed that ensures customer
conract is made with a request for them to provide access. (Note
the customer is in breach of their contract by not providing
access.) Flowever, our process is typically not to disconnecr but

All rights regervad.
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estimate the customer’s bill.

implementation Detailed evaluaton of optons to introduce 2 more r.obus.r. process
Date will commence in September 2009, an implemenmmoq l:1111efrzlmc
for the approved soluton will be determined following analysis
and costing, but it is expected to be no later than 31 December

2008.

& Grant Thornton Australia Lid. All rights rveserind
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
188

Code of Conduct clause
47

Observations

Issue

@ Grant Thomiton Austraiia Lid, A%

Basis of a Bill
4

Requirement

A retailer must tell a customer, on request, the basis and reason for
the estimation.

(#) A retailermust tell a customer on request the—
(a) basis for the estimation; and
(b) reason for the estimation.

Synergy has 5 basis of esumation where an actual reading cannot
be obtained (for a variety of reasons).

The “Substitution Method 61: Previous Year Method” involves an
estimation based on the average daily consumption from the same
or similar reading period last year multiplied by number of days
required to be substituted.

The “Substitution Method 62: Previous Meter Reading Method”
involves an estimation based on average daily consumpton from
the previous meter reading period multiplied by the number of
days required to be substtured or esumated.

The “Substrution Method 63: Customer Class Method” involves
an estimation based on average daily consumption for the
customer class with the same type of usage multplied by the
number of days required to be substituted or estimated.

Customer classes are Residential, Non-residental, Farm and Public
Lighting. Types of usage are peak and oft-peak.

The “Substtution Method 64: Agreed Method” involves a globally
applied method or a site-specific method.

The “Subsuwdon Method 65: Estdmation by average daily
consumption” imnvolves an estimation based on the average daily
consumption multplied by the number of days required to be
estimated. This method is only used when all the other methods
are not available.

Through our enquiry and examination, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and the Customer
Transfer Code. There are effective systems and manual based
controls to ensure that on request, customers are advised of the
basis for estimation of their bill by Synergy.

Through our enquiry, we noted an incident recorded in 2007 where
an incorrect estimation code had been advised on the customer’s
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Recommendation

Management
Response

Management

Actions

Implementation
Date

bill due to Western Power providing the incorrect code.

That Synergy implemented the appropriate data  validation
mechanism to ensure that only certain esttmation code can be used
for a class of customers, for example H34 is not to be used for ‘self
read’ customer readings.

We are reliant on Western Power providing Synergy with the
correct validaton codes. The Retail Bridge Stabilisation project
developed a number of reports and mechanisms to monitor the
quality of data received from the Market Provider and to minimise
estimation exception errors. The project ended 30 june 2008 with
monitoring of billing issues now incorporated in the Customer
Transactions team.  Currently there is no budget or resource
available to develop addinonal rmechanisms to provide for
exceptonal events (as has been described in this issue).

No acrion will be taken as the ongoing work of designing a more
robust billing system in SAP is expected to minimise and automate
meter reading exception as a result of market error in the future.
The need for Western Power to provide Synergy with accurate
validation codes has been brought to their attention.

Current implementation date for SAP system is 1July 2009.

@ Grant Thornton Austratia Ltd. Al rights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
196

Code of Conduct clause
4.14(1)

Observations

Issue

Recommendation

Management
Response

Management
Actions

Implementation
Date

& Grent Thomton Austratia Lid.

_Final Bill

4

Requirement

A retailer must use reasonable endeavors fo arrange for a final bill
if a customer requests the retailer to issue a final bill ar the
customer’s supply address.

(1) Uf a customer requests the retadler 1o 1ssue a final bill at the
customer’s supply address, the retailer must use reasonable

. endeavours to arrange for that bill in accordance with the

customer’s request.

We identified an inadent recorded in the incident register in 2007
where a small business customer requested a final bill and provided
the Contact Centre with the final reading. On that occasion, the
Contact Centre advised the customer the reading could not be
accepted as only the distributor could read the meter. Due to
Western Powet not carrying out a meter reading, the aew business
owners moved into the premises and an actual reading was taken
approximately three wecks later, the customer was provided with
an estmated final bill.

The customer made a complaint with the Energy Ombudsman.
Synergy  manually  calculared  the bill based on  histoncal
consumption and provided compensation for the inconvenience.

The Small Use Code does not disallow the final bill to be based on
a customer’s reading. The Conuact Centre was offered a meter
reading as part of the process for final reading, the CSR did not
record the information in CIS.

That the Code requirements be communicated to the CSRs as part
of the training process.

That the CSRs record the information in the appropriate area in
CIS where the customer offers a meter read.

CSR’s 1o record customer readings in the customer’s conversation
records in the Customer Information System (CIS).

Process change to be communicated in Contact Centre Bulletin,
Update will be added to the Contact Centre Knowledge Base.

End of September 2008 - complete.

All vights rescrvad.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
220

Code of Conduct 6.2

Observations

Issue

Recommendation

Management
Response

© Grant Thornton Australis Lid.

Assessment of Financial Situation

4

Requirement

A retader must assess whether a  residennal customer s
experiencing  pavment difficulties or financial hardship, within
three business days from when the residential customer informs a
retailer that they are experencing payment problems.

(1) If, for the purposes of clause 6.1, a residential customer—

(a) requests a temporary suspension of actons; and

(b) demonstrates to a retailer that the residential customer has
made an appointment with a relevant consumer representative
organisation to assess the residential customer’s capacity to pay, the
retailer must not unreasonably deny the residential customer’s
request.

Synergy has developed several policies and procedures surrounding
the assessment of financial hardship. Typically, the assessment is

. performed instantdy over the phone by the Customer Service
Representative who intercepted the call. Phone calls are recorded

as part of Synergy’s quality assurance process to evaluate the
performance of the customer service representatives.

Only “special situations or requests” are escalated to the Credit
Management Group for further consideration. The escaladon can
be performed either through an email or a service order “SOII”
which gets tracked in the system.

If the escalation is nor conducred through SOII system, there is
potential opportunity that the assessment may not be complered
within the 3 day timeframe as required by the Code. Tn this
respect, unless the escalation 1s performed through the work order
systern, SOII, there is no effective moniroring control to ensure
compliance with the licence requirement and Code of Conduct.

That all escalations for assessment from the call centre to the

Credit Management Group be performed through the SOII
system.

A customer’s financial status is assessed by the Conract Centre
over the phone. Where a customer falls outside of the guidelines,
the call 1s transferred through to Credit Management, if Credit
Management is unavailable the Customer Service Representative
will then do a SOIIL. Emails are sent by the Contact Centre to
Credit management for general communicatnon. SOII, and not
emuails, are used for the purposes of referring an account to Credir
Management for customer assessment of payment difficulties or
financial hardship .Cutrent process 1s effective.

All rights reserved.
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Management Issue bulletin to responsible staff ro clearly communicate that
. emails are not to be used for referring customer accounts to Credit

Actions TNy . i o
Management for assessment of payment difficulties or financial
hardship.

|mp|ementation QOctober 2008 — CDanlctt‘:.

Date
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Obligation Business Customers Experiencing Payment
Difficulties

Compliance Rating 4

2007 Compliance Requirement

Manual Reference

237 A reratler must consider any reasonable request for alternative
payment arrangements from a business customer who 1s
experiencing payment difficultes.

Code of Conduct 6.11 A retailer must consider any reasonable request for alternative
payment arrangements from a business customerwho is
expertencing pavment difficulties.

Observations At present Synergy utlised the same framework for residenual

customers fo assess business customers who are experencing
payment difficulues.

Issue Currently, there is no separate framework to assess business
_customers. Non-residential/business customers have a different
dimension fo their financial circumstances with a diversity of
complex indicators requiring separate financial assessment
guidelines. Thus, it is not appropriate to adopt the same approuach
for business customers as residential customers.

It 1s also important to ensure the request for alternative payment
arrangements is bona fide and to safeguard against the porential
loss of revenue, Synergy should develop policies addressing
business customers through appropriate assessment guidelines.

Recommendation That a policy framework be established in connection with
assessing  business customers who s experencing payment

difficultes.

Management The policy framework for business customers chpcri.encing

Response payment difficulties is n”_cox‘nbmcd pO}lC}' for bothlresxdemml and
business customers. Within that framework, tmeframes for
extending the due darte for payment have been determined and are
extended to business customers experiencing financial difficulties.
Additonally, within that framework, there 15 4 need o address the
complexities associated with business customers facing financial
difficulties when a receiver or administrator is appointed. In such
cases 4 more commercial decision process is applied compared to
that used for residential customers.

Management None is required.
Actions

@ Grant Thornton Australia Lid. Al nghts reserved.
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Implementation N/A
Date
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Obligation Disconnection for Failure to Pay Bill
Compliance Rating 4

2007 Compliance Requirement
Manual Reference

238 A retailer must give the customer a reminder notice, use its best
endeavors to contact the customer and give the customer a
disconnection warning, in the manner and timeframes specified,
prior to arranging for disconnection of a customer’s supply address
for failure to pay a bill.

Code of Conduct 7.1 (1) Prior to arranging for disconnection of the customer’s supply
address for failure to pay a bill, a retailer must—

() give the customer a reminder notice, not less than 13
business days from the date of dispatch of the bill, including—
(i) the retailer’s relephone number for billing and payment
enquiries; and

(1) advice on how the rerailer may assist in the event the
customer is experiencing pavment difficuldes or financial
hardship,

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

(c) give the customera disconnection warning, not less than 18
business days from the date of dispatch of the bill, advising the
customer—

(1) that the retailer may disconnect the customeron a day no
sooner than 5 business davs after the date of receipt of the
disconnection warning, and

(11) of the existence and operation of complaint handling processes
including the existence and operation of the electricity
ombudsman.

[Therefore, a customer cannot be disconnected for ar least 24
business days from the date of dispatch of a bill. This period may
be extended if the retailer determines, in accordance with Part 6,
that a customer is experiencing payment difficulties or financial

hardship ]

(2) For the purposes of sub clause (1), a customer has failed to pay
a retailer’s bill if the customerhas not—

(a) paid the rerailer’s bill by the due date;

(b) agreed with the retadler to an offer of an installment 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 installment plan or other payment
arrangement relating to the paymenr of the refarler’s bil.

(8]
o
=]

A retailer must not asrange for disconnecton of a customer’s
supply address for failure to pay a bill in the circumstances

specified.

& Gramt Thornton Ausiralia Lid. Al rights vesersed.
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Code of Conduct 7.2

Observations

(1) Notwithstanding clause 7.1, a retailer must not arrange for the
disconnection of & customer’s supply address for failure to pay a
bill—

{a) within 1 business day after the expiry of the period referred to
in the disconnection warning,

[Note: This paragraph aims to prevent disconnection where a
customer has paid the bill before the expiry of the period referred
to in the disconnection warning, but the retailer has not received
the payment in time for administrative reasons.|

(b) 1f the retarler has made the residential customer an offer in
accordance with clause 6.4(1) and the residential customerhas—
(1) accepted the offer before the expiry of the period specified by
the retailerin the disconnection warning, and

(1) has used reasonable endeavors to settle the debt before the
expiry of the time frame specified by the retailer in the
disconnection warning,

(c) if the amount outstanding is less than an amount approved and
published by the Authority in accordance with subclause (2) and
the customerhas agreed with the retailer to repay the amount
outstanding;

(d) if the customerhas made an application for a cencession and
a decision on the application has not yet been made;

(e) if the customer has failed to pay an amount which does not
relate to the supply of electricity;

or

(f) if the supply address does not relate to the bill (unless the
customer hus failed to make payments relating to an outstanding

* debt for a supply address previously occupied by the customer).

[Note: If a customer has several accounts (for example, a
residential and a business account) and fails to pay one account, a
retailer may not disconnect a custorner’s residential supply address
which relates to another account. There is, however, one
exception. If the customer has an outstanding debt relating to a
previows supply address, the retailer may disconnect the customer’s

aurrent supply address if the customer fails to repay the ourstanding
debt]

(2) For the purposes of sub clause (1)(c), the Awuthority may
approve and publish, in relation to failure to pay a bill, an amount
outstanding below which a retailer must not arrange for the
disconnection of a customer’s supply address.

Disconnection procedures involved the issuance of several warning
letters and physical delivery of a disconnection warning card to the
supply address by a field officer. The Collections natices/actions
are programmed into Synergy’s Customer Information System
(CIS) database. Testings did not reveal any exception or instances
of non-compliance with the licence conditons.

Audit enquiry revealed a breach in respect of licence condition 238
in April-December 2006 as reported to the Authority.  Full
compliance with licence obligation was achieved in January 2007.
The breach was in relation to customers receiving disconnecrion

¢ Grant Thornton Australia Lid. Al rights reserved.
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Implementation
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warning that did not include reference to the Energy
Ombudsman’s contact details. Rectification of the breach involved
immediate suspension of physical disconnection activities and
cessation of issuance of disconnection warning letters.
Correspondences issued ro customers in relation ro disconnection
warning are periodically reviewed for compliance with the Small

Use Code.

Except for the matters highlighted in respect to licence conditon
238 for the period April-December 2006, we are satisfied that
Synergy has policies, procedures and system in place, to effectvely
monitor and manage compliance with the requirement of the
licence conditions and Code of Conduct.

As presented above.

That Synergy continues to review correspondences issued to
customers in the payment arrears process, particularly
disconnection warning letters, for compliance with the Small Use

Code.

All collection letters were further reviewed by Synergy and the
ERA in October 2007. The ERA requested minor modificauons
to some customer notices which were either clanified or
implemented. All prescribed disconnection nonices and warmngs
are considered to be Code compliant. Any changes to collection
letters are required to be reviewed by Legal Regulatory and Audic
prioc to any changes occurring.

A further review will be performed on all of Synergy’s collections
letters prior to the launch of the new customer database (SAP) in
Q3 2009.

Seprembcr 2009.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
243

Code of Conduct 7.6

Observations

Issue

Limitations on Disconnection

3

Requirement

A retailer or a distributor must not arrange for disconnection or
disconnect a customer’s supply address in the circumstances

spectfied.

Exceptif disconnection—

{a) was requested by the customer, or

(b) occurred for emergency reasons, a retailer or a disterbutor
must not arrange for disconnection or disconnect a cusromer’s
supply address—

(1) where the customerhas made a complaing, directly related to
the reason for the proposed disconnection, to the retailer,
distributor, electricity ombudsman or another external dispure
resolution body and the complaint remains unresolved;

(1) after 3.00 pm Monday to Thursday;

(u11) afrer 12.00 noon on a Fraday; and

(iv) on a Saturday, Sunday, public holiday or on the business day
before a public holiday, except in the case of a planned
Interruption.

Synergy’s Standard Electricity Terms and Conditions pertaining to
disconnection are consistent with Clause 7.6 of the Code of
Conduct. In addition, it 1s the organisation business practice not to
perform  disconnection on a Friday (the Code permuits
disconnection up to 12:00 noon).

Disconnection involves a field officer atrending the customer’s

supply address and physically removing the fuse to disconnect the
pPh phy ¥ g

p[Op EIY}R

" An interview conducted with the Manager of Credit Management

confirms the standing policy of no disconnection after 15:00 on
Monday to Thursday with no disconnection on a Friday. As a
measure of good business practice to ensure compliance with the
requirements of the Code, disconnections will normally transpire
“well in advance” of 15:00.

Testing revealed several instances of disconnection occurring afrer
15:00. Further enquirtes indicated disconnection of these
properties had been performed on the basis of the field officer’s
assessment of the status of use of the property. In this regard,
disconnection will only occur if the field officer deternunes the
property is vacant based on his “experience” and limired
observations during the site visit.

In consideration of the parameters for disconnection in Clause 7.6
of the Code of Conduct, Audit is of the opinion Synergy’s
approach in this regard is unsafe to ensure effective compliance

© Grant Thornton Australia Ld. Al rights reseryed.
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Recommendation

Management
Response

Management
Actions

Implementation
Date

with the requirements therein.

There may be scope for subjectivity in the field officer’s
assessment of the status of the property based on observation
during the site visit. Notwithstanding this, the requirements of the
Code in so far as the ttmeframe when disconnection may occur are
concise.

There does not appear to be any contemplation in the Code for
disconnection to take place after the defined ame based on any
consideration of property utlisation.

That Svnergy refrains from disconnecuon activides after 15:00 and

adopts the timeframe for disconnection of supply address as
prescribed in the Code of Conduct and its own Standard Terms
and Conditons.

That Synergy introduces additional monitoring controls o ensure
that disconnection activittes do not occur after the prescribed
timeframe.

The disconnectons referred to above were for non-application.

. Non-application relates to a situation of unauthornised electricity

use whereby a customer has not established an account (i.e.
unauthorised use of electricity is occurring). If following a final
reading (Le. by a pror occupant), electricity contnues to be

. consumed 2 letter is sent to the current occupier of the premise

requesting contact with Synergy to open an account (enter into a
contract) and that if no contact is made the supply will be
disconnected. When there is no response to this letter and no
contract is entered into, disconnection is arranged. This is deemed
to be disconnection for unauthorised use of electricity. No
premises are disconnected after 1500hrs for non-payment.

" Field Credit officers will be instructed to not complete a de-
* energisation for non-application situations after 1500hrs.

September 2008 - complete

© Grant Thornton Australia Lid. All rights reserved
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Obligation
Compliance Rating .

2007 Compliance

Manual Reference
244

Code of Conduct 7.7

Observations

Limitations on Disconnection
a4

Requifement

A retailer must undertake the actions specified in circumstances
where the customer provides the retailer with confirmation that a
person residing at the customer’s supply address requires life
support equipment.

(1) If a customer provides a retailer with confirmation from an
appropriately qualified medical practitioner that a person residing
at the customer’s supply address requires life support
equipment, the retafler must—

(a) register the customer’s supply address as a life support
equipment address;

(b) give the customer’s distributor relevant information about the
customer’s supply address for the purpose of updating the
disteibutor’s records and registers; and

(c) not arrange for disconnection of that customer’s supply
address for failure to pay a bill while the person continues to
reside at that address and require the use of Iife support
equipment.

. We have reviewed Synergy’s life support policy and processes in

the different areas of operaton: contact centre, customer service
centre, customer resolutions and credit management. Synergy has
clearly defined guidelines and procedures governing the different
business operations pertaining to customers depending on life

* support equipment.

" Oue of the primary system based conwols that prevents life

support customers from disconnection is the “LS” indicaror flag in
Synergy’s Customer Support Informanon (CIS) datubase.  To
prevent wrongful disconnection or disconnection for credit
management reasons, the “LS” indicator flag ensures that
customers who are dependent on life support equipment are not

- subject to disconnection. Activation of the “LLS” indicator flag and

sustaining the indicator flag in the customer’s account are essential
to ensure that customers who are dependent on life support
equipment are not disconnected for any reason and thar they are
prioritised to be advised of any planned outage within the specified
timeframe.

Audit testings did not reveal any instance of exception, in
particular disconnection of customers on life support.

- The matters raised in the “Issue” sccron are business

& Grant Thornton Australia Lid.

improvement opportunities with the view of enhancing and
strengthening the internal controls over the life support process.
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Issue

Recommendation

Management
Response
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Analysis of Synergy’s processes for customers who are dependent
on life support revealed some elements of deficiency which require
modification to further improve the internal controls within the
system. Whilst efforts have been directed at procedures identfying
customers who require life support equipment and acuvation of
the “LS” indicator flag where appropriate, there appears to be
inadequate validatton mechanism to ensure the “LS” indicator flag

is not removed. In this regard, we have identified the following
tssues.

Firstly, the removal of the “LS” indicator flag on an account can be
actioned unilaterally by Synergy personnel without secondary
authorsation for verificaton purposes.  As discussed in detatls
below, there are no validanon procedures or approval from
management level (or at least supervisory level) to authonse the
removal of the “LS” indicator flag on an account.

Secondly, the account of a customer on life support system can be
“forced” to finalise and thus closure through the request of a
(unauthorised/unrelated) third party if that party requests a new
account to be established at the supply address. There are no
further validation protocols to verify that the Lfe support
equipment ts no longer required at the supply address. At present
Synergy relies on customers to act in “good faith” advising on the
requirement of the life support equipment ar the supply address.
The primary tssue in this regard is the ability for an unauthorised
third party to cause a life support customer’s account into “‘forced”
finalisaton. It is acknowledged that Synergy cannot refuse
customers electricity and in this context establishing a new account
(therefore finalising the existing account at the supply address).

However, given the potentially far reaching consequence of
disconnection to a customer on a life support system, it would be
appropriate 10 have validation protocols which venfy that life
support systemn equipment is no longer required at the supply
address prior to establishing the new account.

That Synergy considers the requirement to have a secondary
authorisation (such as pending items in “PWQ” for managenal
approval) prior to removing the “LS” indicator flag from a lfe
support customer’s account.

That Synergy considers validation protocols to ensure that hfe
support equipment is no longer required at the supply address
ptior to establishing a new account. In this respect, a field officer
can visit the supply address to establish the facts or alternatively
request the new account holder completing a statutory declaration
confirming that life support equipment is no longer presence at the

supply address.

Due the limitation in the current customer mainframe there are
issues with making these change types. To guard against potential
risk, requirements for a second authorisation to remove a life
support flag to meet the recommendations have been provided to

Al rights reserved.
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the business transformation team for inclusion in the new system
that 15 being developed.

Management Investigate the current process for removal of life support from

Actions customer address., by limiting access to this functuon and issuing an
mnstruction that life support flags are not to be removed withour
managerial approval.

Investigate options in current process related to customers moving
out of a premise and not advising Synergy resulting in the account
being finalised by Synergy when a new occupant moves in.

Implementation Issue instruction and review current processes end September
Date 2008. Action complete.
Consider business transformation solution March 2009.

© Grant Thornton Australia Lid. Ali rights reserved.
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Obligation Meter Installations
Compliance Rating 4

2007 Compliance Requirement

Manual Reference

357 A network operator may only impose a charge for providing,
installing, operating or maintaining a metering installaton in
accordance with the applicable service level agreement between it
and the user.

Merering Code 3.5 (6) A network operater may only impose a charge for providing,
installing, operating or maintaining a metering instaflation 1n accordance
" with the applicable service level agreement between it and the suer.

Observations Synergy has entered into a Service Level Agreement (SLA) with
Western Power in relation to the provision of vardous metering
scrvices, such as meter installations, connecrion, disconnection,
meter investigation/testing etc. The SLA outlines the terms of the
service. performance standards and the charges for the supply of
services.

Western Power invoices Synergy on a regular basis for the different
types of services performed. Annexed to the Western Power
invoice is a schedule detailing the type and quanmum of services
requested by Synergy. A contract analyst then peruses the invoice
and annexure to advise the relevant Manager on payment.

Through our exanunation and enquiry, we are satisfied there are

* appropriate policies, procedures and systems in place, to ensure the
network operator only impose a charge for providing, installing in
accordance with the applicable service level agrecment.

Issue The descriptions of the service line in the Western Power annexure
to the invoice do not appear to align with the schedule of rates in
the SLA. In this respect, it would be difficult to reconcile the costs
charged by Western Power to the SLA and therefore determine
their appropriateness. For instance, the SLA outlines two set of
rates for the “Metro Area” and “Country Area” whereas an
annexure rendered by Western Power that we examined contains
three different rates, “Rural”, “Town” and “Urban”.

Recommendation Essential to Synergy’s ability to determine what reasonable cost has
* been incurred by Western Power, it is appropriate 10 request
Western Power to render its invoice in terms of the service charge

descriptions and rates outlined in the SLA.

That reconciliation of Western Power’s invoice to the SLA be
evidenced with the reviewer’s initial and department or payroll
number.

& Grant Thomton Australia Lid. Al rights reserved.
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Management
Response

Management
Actions

Implementation
Date

The suggestion for change 1s accepted and Synergy will make the
tequest to WP to provide greater clarty with service charge
invoices to enable reconciliation.

Raise with the Synergy contractor consultant working on the
current SLA to make the request o WP that all service charge
invoices related to the SLA only be raised with direct reference to
the same language and reference points within the SLA agreement.
The approved budget holder will authonse WP invoices only in
accordance with transpatency of SLA information being available
on the invoice.

The implementatton date will be dependunt on the finalisation of
the current SLA agreement with WP, This is expected to be
completed by the end of November 2008.

w Grant Thornton Austratia Lid, A righis reserved,
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
413

Merering Code 5.5

Observations

Issue

Recommendation

Charges for Provision of Data
4

Requirement

A user must not impose any charge for the provision of the data

“under this Code unless it is permitted to do so under another

enactment.

(3) A wser must not impose any charge for the provision of the duta
under this Code unless it is permitted to do so under another
enactment.

Qur enquiry revealed Synergy personnel have an operational
awareness in respect of the requirement of the Code, however,

" there is no written policy mapping the interaction of this clause (in

the Metering Code) with other enactments such as the Code of
Conduct and the Customer Transfer Code.

" As highlighted above.

That Synergy develops a policy in respect of the requirement of
Clause 5.5(3) of the Metering Code, mapping the interacton of this
clause with other enactments such as the Code of Conduct and the

" Customer Transfer Code where applicable to idenufy the

Management
Response

Management
Actions

circurnstances that Synergy may charge for the provision of the
dara.

The suggeston for improvement is accepted

Resource has been allocated to the Customer Transactions team ro
review current processes and procedures in relation to code
requirements. The outcomes from this work will include high level
process mapping and links to relative codes and requirements.
This will provide all staff with the opportunity to review

- requirements and will reinforce operational requirements on an

Implementation
Date

© Grant Thornton Australia Ltd.

ongoing basis.

The scope of the review work is likely to take between 6 and 12
months and will be dependant on recommendanons made
simultaneously in relation to the SAP system. Tt is expected that
this work will be completed by 1 July 2009.

All rights reserved.
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Appendix 2.3 — Detailed
Findings — No Action

Required

Obligation Usé of Metering Data

Compliance Rating 5

2007 Compliance Réqﬁirénﬁent

Manual Reference o

16 A retailer may only use data relating to a contestable customer to

provide a contestable customer with a quotation for the supply of
electnicity by the retailer to the contestable customer or to initate a
transfer in relation to the contestable customer.

Customer Transfer Code (1) A refailer may use data relating to a contestable customer only for
3.9 etther or both of the following purposes—
(a) providing the contestuble customer with a quotation for the supply
of electricity by the retailer to the contestable customer; and
(b) initiating a fransfer in relation to the contestable customer.

Observations The procedures and processes surrounding the use of data relating
to a contestable customer are described within Synergy’s “Pricing
Process” for customers and subsequent processes.

Data requests are subject to reviews from business units external to
the requesting body, identifying the basis of the request.

Analysts  only  provide contestable customer’s  historical
consumption details for the purpose identified.

Historical consumption data is not provided without the verifiable
consent of the contestable customer.

Through our testing and examination, we are satisfied that Synergy
has policies, procedures and system in place, to effectively monitor

and manage compliance with the requirement of the licence

O Grant Thormion Australia L. Al rights reserved.
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conditton and the Customer Transfer Code. There are effecuve
systems and manual based controls to ensure the contestable
customers  historical consumption  data  complies  purposes
described with the Customer Transfer Code.

Issue None is identified.

< Grant Thornton Austraiia Lid. Al vights veserend.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
18

Customer Transfer Code
3.9

Observations

Use of Metering Data

5

Requirement

A retailer must not disclose a contestable customer’s data to any
other person without the vernfiable consent of the contestable
customer, except in the circumstances defined.

(3) A retailer must not disclose a contestable customer’s data to any
other person without the verifiable

consent of the contestable customer excepr if—

(a) the disclosure 1s made—

(1) to a emplovee, officer, agent, contractor, consultant or technical
advisor of the retailer who agrees to be bound by the undertakings

. under this clause 3.8(3); and

(1) for a purpose permitted by this clause 3.8(3); or

(b) the disclosure s required or allowed under an enactment, or a
court or tabunal constituted under an enactment which has
jursdiction over the refailer; or

(c) the data has entered the public domain other than by breach of
this clause 3.8(3).

Interviews with relevant personnel revealed adequate processes

and procedures in place to requests for a contestable customer’s
data.

Business units / Analysts will not provide contestable data without
sighting the verifiable consent of the contestable customer. In the
circumstances where an Energy Consultant requests historical
consumption data, information will not be supplied without the
consultant verifying that they have current authonty to act and the
authorised consent for the data to be disclosed.

- Where the requests 1s made by an employee of Synergy, the request

must have the verifiable consent and that verifiable consent is to
be sighted for relevance pertaining to request prior to disclosure of
consumption data.

Mechanism’s have been put into place to identify the proposed use
of the historical consumption data and there is a current / relevant
verifiable consent attached.

Through our testing and examination, we are satisfied thar Synergy
has policies, procedutes and systems in place to effectively monitor
and manage compliance with the requirement of the licence
condition and the Customer Transfer Code. There are effective
systems and manual based controls to ensure the contestable
customer data is not disclosed to other persons unless the
conditions comply with the requirements set out in the Customer

Transfer Code.
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Issue None is identfied.

v Grent Thomnton Australia Ltd. All rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
29

Eleceriary Industry
Customer Transfer Code
clause 4.7

Observations

Issue

© Grant Thormnioo Susiralia Lid, A

Customer Transfer Request

5

Requirement

A retailer must nominate a transfer date in a customer transfer
request in accordance with specified timeframes, except if the
customer transfer request is to reverse an erroneous transfer.

Unless the CTR is to reverse an errosueons fransfer, an incoming refailer
must nominate a fransfer date (“nominated transfer date”), which
must be—

(a) 1f the exs/ point is in a wetropolitan area—at least 3 business days
after the date the CTR is submitted; and

(b) if the exif point 1s not in a merropolitan area—at least 5 business days
after the date the CTR is submutted; and

{c) n either case—no more than 50 business days after the date the

CTR is submitted.

Synergy has systems and processes in place to record the
nominated transfer date in the specified umeframes.

Interviews with Synergy personnel demonstrated a thorough
undersranding of this requirement and the processes surrounding
this licence condition are in place and reviewed.

The IT has established a process to capture and communicate the
customer transfer request to the appropriate areas of responsibility.
Review of the requirement is performed at both the business level,

IT.

Through enquiry and examination, we are satisfied that Synergy
has policies, procedures, systems and protocols to effectively
record a nominated transfer date in accordance with the specified
tme frames.

None 1s identified.

gty yesovved
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
34

Observation

Issue

Customer Transfer Request
5

Requirement

A network operator and retailer must agree to a revised nominated
transfer date in certain circumstances.

The procedures for customer transfer are prescribed in Synergy’s
Network Process and Procedure. Review of the process and
procedure is conducted on regular basis to monitor regulatory
change and where required the document is updated accordingly.

The IT system has adequate systems and processes in place 1o
govern the protocol relating to communication of customer
wansfer request. The automated processes execute commands
upon all relevant data having been provided. The automated
process is reviewed by appropriately skilled personnel to ensure
validity of data and the execution of the scrpt/command. The
data 1s communicated within the communication protocols.

In addition to the system based controls, Synergy maintained a

manual spreadsheet which monitors the date of request and
nominated transfer dare.

Our tesung did not reveal any instances of excepton or non-
compliance with the requirement of the Customer Transfer Code.

Through our enquiry and examination, we are satsfied that
Synergy has policies, procedures and system in place, to effectively
monitor and manage compliance with the requirement of the
licence condition and the Customer Transfer Code. There are
cffective systems and manual based controls to ensure the
nominated transfer date and the customer transfer request date

complies with the time period set out in the Customer Transfer
Code.

None is identtfied.

-« Grant Thorion Ausitralia Lid. Al vights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
39

Elecrricity Industry
Customer Transfer Code
clause 4.11

Observations

Transfer Request

5

Requirement

A nerwork operator and the retaler must take certain action if the
contestable customer’s meter 1s not read on the nominated transfer
date.

(3) If the contestuble curstonser’s meter is not read on the uominated
transfer date then—

(a) the wetwork operator and the incoming retailer must work together to
set a new wominated transfer date which (unless, subject to clause
4.7(c), the incoming retailer requests a later day) must be as close as
practicable to the onginal nominated transfer date; and

(b) the wetwork operator must within 1 business day afrer the nominated
transfer date electronically notify the curvent retailer—

(@) that the meter was not read on the nominated transfer date; and

(t1) of the new wominated transfer date agreed between the wetwork
operator and fncoming retailer under clause 4.11(3)(a); and

(¢) this clause 4.11 applies afresh in respect of the new wominated
transfer date agreed between the network operator and incoming retailer
under clause 4.11(3)(a).

IT provides the mnfrastructure to communicate the requirements
for meter reads and customer transfer requests to Western Power.

The IT software and hardware is currently leased from Western
Power.

The automated batch reports run  twice dailly which s
communicated to the network operator. Electronic informanon
transfer is performed through the nominated formarts within the
agreed communication policy.

Transfer processes engage both the network operator and Synergy
to ensure dialogue is maintained where a nominated transfer darte is
acceptable by parties involved with the transfer request.

IT maintains and performs system health checks to ensure the CIS
system availability from the Synergy end.

IT department roles and responsibilities are defined and the skills
and training of employees are saild to match the current
requirements.

IT has recovery procedures and processes m place to mitigate
circumstances where a data connection may fail.

Through our enquiry and examination, we are satisfied that

- Grant Tnomnton Avstralia Lo All rights reserved.
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Synergy has policies, procedures and systems in place to effectively
monitor and manage compliance with the requirement of the
licence condition and the Customer Transfer Code. There are
effective systems and manual based controls to ensuge the
nominated transfer date protocols are adhered to.

Issue None is identified.

& Grant Thamion Australie Lo, Ally
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
45

Electricity Industry
Customer Transter Code
clause 4.17

Observations

Billing
5

Requirement

A previous retailer must not bill a contestable customer for charges
incurred after the transfer time, except in the case of an erroneous
transfer.

Exceprt in the case of an erroneons transfer, a previons refailer must not
bill a contestable customer for charges incurred after the transfer time.
Based on our discussions with Synergy personnel it was identified

that I'T maintain the CIS system.

CIS communicates through the Retal Bridge to the network
operator.

Retil Bridge Stabilisaton (RBS) activities are performed as
mandatory requirements.

RBS activites are performed frequently dependent upon the
prionty of the RBS exercise.

' Skilled staffis identified for each respective processes.

Interviews with Synergy personnel revealed the automation of the
billing process and transfer protocols. A high level of awareness
of this requirement was demonstrated. Mechanisms have been put
into place within the Billing software to identfy a transfer request
had been initated and an execution script has been designed to
ensure finalisation of accounts where transfer requests had been
communicated.

IT has an automated process in place to capture the transfer date
and rrigger close off billing details.

In addition to the I'T automated process, a review is conducted by
the account managers to monitor the compliance with the transfer
request.

Based on our analysis TT system has adequate processes in place to
govern the protocol relating to communicaton of customer

ansfer request. The I'T automated processes execute commands
upon all relevant data having been provided. The automated
process is reviewed by appropriately skilled personnel to ensure
validity of data and the execution of the script/command. The data
is communicated within the communication protocols.

Through our enquiry and examination, we are sausfied that

« Grant Thornton Austratia Ltd. All rights reserved.
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Synergy has policies, procedures and systems in place to effectively
moniror and manage compliance with the requirement of the
licence condition to ensure that a contestable customer 1s not billed
for charges post transfer time. There are effective systems and
manual based controls to ensure the contestable customer is not
billed past the transfer time and the customer transfer request date
complies with the tume period set out in the Customer Transfer

Code.

Issue None is identfied.

& Grant Tnomton Gustratip Lid. Al nghts resovesd
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
48

Customer Transfer Code

5.1

Observations

Issue

Customer Transfer Request

5

Requirement

A network operator and a retaller must comply with approved
communication rules.

@) 1 che Aarhority has approved communication rufes under clause
5.1(1), retuilers and wetwork operators must comply with the
communication rules in the communication of information, data or
both information and data required under this Code.

We have obtained evidence of approval for the communication
protocols  berween Synergy and Western Power from the
Authority.  The approved commumicatons rules are outlined in
Synergy’s Network Process and Procedure manual.

Synergy communicates with the nerwork provider and the

" Authority  through  the formats  identified  within  the

communication rules.

Synergy utlises the established portal to provide data exchange
with the network provider.

The communication protocols are used and validated through the
build pack as required.

Synergy as a business exchanges data from 1ts CIS to the nerwork
provider currently withour issue.

Interviews conducted with Synergy personnel revealed a high level
of awareness of the requirements of the communication rules.
Staff are appropriately trained to utilise the correct communication
methodology.  Protocols are defined at differenr levels of the
organisation on how to interface with the network operaror under
various circumstances and performing requests.

The process is adequately supported through the TT department,
which has implemented the necessary sofrware and hardware
infrastructure to manage compliance with the requirement of the
licence condition and the Customer Transfer Code.

None is identified.

o Gram Thomton Australia Lid, Al rights reserved,
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
69

Customer Transfer Code
Annexure 6 Clause A6.2

Observations

Issue

Recommendation

< Grant Thomion Ausirabia Lid AR righis res

Communication Systems & Process

4

Requirement

A network operator and a retailer must establish 2 mechanism to
generate an automated response message for each electronic
communication (other than an automated response message)
received at the electronic communication address.

Each network operator and retailer must—

(b) establish a mechanism to generate an automalted response message
for each electronse communication (other than an automaled response
message) received at the electronic communication address.

Synergy’s Energy Sales Mailbox communicates with the Western
Power through the Network ROCC Mailbox. An automated
response is required by the Energy Sales Mailbox to satisfy the
requirement of the Code.

It was identified that Synergy did not have an automated response
message process in place. The key issue is the requirement for the
automated response to be gencrated upon receipt of the electronic
mail by the nominated electronic mail address and not upon the
receiver opening the electronic mail and a “read receipt” having
been generated as an outcome.

It was identified that the IT infrastructure and functionality is
owned by Western Power and the script request had not been
made subsequently, the issue was not addressed during the relevant
audit pertod.

The response needs to be generated when the email reaches the
mailbox rather than when it is opened by a user. Synergy’s Energy
Sales Mailbox should not reply to the auto responses.

It is acknowledged the breach has been remedied and the current

system is in compliance with the requirement of the Customer
Transfer Code.

N/A
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
78

Observations

Issue

Products

5

Requirement

The electricity corporation must offer 1o purchase renewable
source electriaty, under an approved contract, from an eligible
customer who wishes to sell such electricity to the corporation.

Interviews with relevant Synergy identified a renewable energy buy
back scheme was in place.

Synergy offers to purchase renewable energy from partics wishing
to sell to Synergy renewable energy and the equipment which
provides energy to the network gnd has been approved by the
network provider.

Synergy renewable energy buy back scheme can be located on the
Synergy website, including the rebate values.

Synergy has in place several customers who participare with the
renewable energy buy back scheme.

Examination of contracts for the purchase of renewable encrgy
was performed. Contracts contained conditions of energy purchase
and equipment approvals from the nerwork operator.

Renewable energy buy back contracts are reviewed by the relevant
business manager.

Through our testng and examinaton, we are satisfied that Synergy
has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
condition and the Act. There are effective sysrems and manual
based controls to ensure renewable energy is purchased and the
purchase complies with the Act.

None s tdentified.

< Grant Tromton Australia itd. All rights reserved.
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Obligation Electricity Industry Act

Compliance Rating 5

Licence Condition Requirement

93 If a designation under section 71(1) of the Electricity Industry Act
is In force a licensee must perform the functions of a supplier of
last resort plan if it comes into operation under section 70 of the
Electricity Industey Act.

Observations Interviews with relevant personnel confirmed that this designation
by the Authority under section 71(1) has not been made.

Synergy has in place an implementation action plan to enable
Synergy to perform the functions as defined within the Act.

The designation provides the sclected licensee a period of three
months for preparation to perform the nominated function.

Synergy has demonstrated a proactive approach in managing this
hicence condition.

Through our testing and examination, we are satisfied that Synergy
has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
conditon and the Act. Synergy has in place an implementation
plan to prepare for the funcuon as identified with the Act.

Issue None is identified.

& Grant Thomton Australia Lid, Ail rignts reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
94

Observations

Issue

v Grent Thoemson Australia LY

3

O,

Electricity Industry Act

5

Requirement

A retail, distribution or integrated regional licensee must not supply
electricity to small use customers unless the licensee is a member
of an approved scheme and is bound by and compliant with any
decision or direction of the Ombudsman under the approved
scheme.

Synergy is a member of an approved scheme which is bound by
and complaint with any decision or direction of the Ombudsman
under the approved scheme.

An approved scheme is as deemed by the Minister of Energy

Interviews with relevant personnel confirmed that Synergy has a
member on the board of the approved scheme.

Interviewees stated that Synergy has a letter of membership of the
approved scheme. Synergy’s Constitution 1s sad to reflect the
membership of an approved scheme.

Through examination and enquiry, we are satisfied Synergy is a
member of an approved scheme and s bound by and compliant

with any decision or direction of the Ombudsman under the
approved scheme.

None ts identified.

Aji rights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
98

Rerail Licence condition
6.2

Observations

Issue

Marketing

5

Requirement

The licensee must report a breach of the applicable code
conditions by an electricity marketing agent to the Authority within
the prescribed timeframe.

The licensee must report the marketing breach within 3 business

~ days of the breach.

Interview with relevant personnel identfied strong compliance
structures to ensure applicable Code conditions throughout the
Synergy business.

It was established that Synergy does not currently engage external
marketers and therefore the obligations to report breaches are
monitored by internal compliance coordinators and  Synergy
personnel.

Synergy trains marketing representatives in  relevant  Code
requirements  to  ensure its understanding and  obligation
requircments.

Synergy has in place a structured reporting process to enable
breaches are reported to the Authority within the prescribed
timeframes.

Synergy has in place a contractual clause identfying the compliance
requirements in the instance that an external marketing agent may
be engaged to market on behalf of Synergy.

Through examination and enquiry, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct. There are effective monitoring controls are present to
ensure breaches are reported by an electricity marketing agent to
the Authority within the prescribed timeframe.

None i1s identified.

< Gromt Thomton Australia Lid, AN rights reserved.
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Obligation Products

Compliance Rating 5

2007 Compliance Requirement
Manual Reference

101 A licensee may only amend the standard form contract with the
Authority's approval.

Observations Interviews with relevant Synergy personnel reveals that the
amendment of the standard form contract process involves a
number of business units.

If an amendment is required with the standard form contract,
advice is obtained from legal, regulatory and audit business unit
prior to the request being communicated to the Authonty.

Business experience has demonstrated that the amendments have
been initiated by the Authority.

Amendments of the standard form contract will not take place
without Synergy sign off and, prior to this occurring, Authority
approval must be obtained.

Through our enquiry and examination, we are satsfied that
Synergyv has policies, procedures and systems in place to effectively
monitor and manage compliance with the requirement of the
licence condition and Retuil Licence Condition. There are effecuve
systems and manual based controls to ensure Authority approved
amendment are those elements which are stipulated within the
standard form contract.

Issue None is identified.

& Grant Toornton Australis Lid, Allvighds veserved
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
113

114

Code of Conduct
Part 2

Observations

Issue

Marketing

5

Requirement

A marketer must ensure that its marketing representatives comply
with Part 2 of the COC.

A marketer must ensure that each marketing representative acting
on its behalf undecrakes appropriate training and tesung so that
each marketing representative understands Part 2 of the COC and
has the abilities, knowledge and understanding specified.

A marketer must ensure that each marketing representative acting

on its behalf is given a copy of the COC.

Refer to Code of Conduct

Synergy does not engage external marketers. Synergy trains its
internal marketers to ensure the marketing representatives are
conversant with the obligations of part 2 of the COC.

Interviews established that Synergy personnel possessed a high
level of knowledge and understanding of part 2 of the COC.

Training material identified content, date of delivery, currency of
training. Assessment documents of participants were also retained
of each participant.

Synergy’s process in relation to marketing campaigns involves a
review of COC obligations the requirement for all campaign
participants to re-familiarise themselves with the obligatons.

Marketing representatives are individually provided with a copy of
the Code of Conduct and have access to an electronic copy of the
Code of Conduct from “knowledge base”.

Through our examination and enquiry, we are satisfied there are

appropdate policies, procedures and systems in place to ensure the
marketing representatives comply with parct 2 of the COC.

None 1s identified.

> Grpnt Thornion Australia Lid. Al rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
116

Retail Licence condition
6.1

Observations

Issue

Marketing

5

Requirement

A marketer must keep training manuals and records of training
undertaken by its marketing representatives.
2.2 Training marketing representatives

Interview with relevant personnel identified training manuals and
material is retained.

Personnel responsible for the delivery of training pertaining to
Code obligation were able to produce respective training marerial
upon request.

Records of training and participants were able to be produced
upon request.

Inrerview with marketing representatives confirmed that they
participated in training. The training records were able to be
matched the training pardcipant.

Through our examination and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place to ensure the
training material and records of training undertaken by marketing
representatives are retained in accordance with the Code of
Conduct.

None ts identified.

s Grant Thornton Anstralia Led, Allights veserved
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
117

Observations

Issue

Marketing

5

Requirement

A marketer must give the stated contact details to the Authority
and ensure that those contact derails are kept up ro date.

Synergy as the marketer has informed the Authority of its conract
details and the contact details provided to the Authority are
current.

Synergy’s compliance team ensures this licence conditon is
adhered to and communications of conract details 1s accurate and
timely.

Through examination and enquiry, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conducr.

None 15 identified.

o Grent Thomton Austratia Lid. Al rights veserved.
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Obligation

Compliance Rating

2007 Compliance
Manual Reference

Code of Conduct 2.5

Observations

s Grant Thomnton Australia Lid

Contracts & Information to be Given to
Customers

5

Requirement

A rerail or integrated regional licensee must not apply electricity to
a small use customer otherwise than under a standard form
contract or a non-standard form contract.

A marketer must ensure that standard and non-standard contracts
are entered 1o in the manner and satsfying the conditions
specified.

A marketing representative must ensure that the information
specified is provided to the customer before arranging a conrract.

(1) A marketer must, in the course of arranging a standard form
contract that is entered into as a result of door to door
marketing or a non-standard contract, ensure that the contract
1s signed by the customer.

(2) A standard form contract that 1s not entered into as a result
of door to door marketing need not be signed by the cusromer
but the date of the customer entering into the standard form
contract must be recorded by the marketing representative.

(3) The terms and conditions of a standard form contract that is
not entered into as a result of door to door marketing must be
made avalable to the customer on request at no charge.

Qur enquiry indicated that Synergy established a standard form
contract over the phone with customers who request a new
conaection. Voice recordings are retained as proof of verifiable
consent provided by customers. As part of Synergy’s procedures,
the customer services representatives (CSR) must summarise the
call at the end and inform customers that they have entered into a
standard form agreement with Synergy. A copy of the standard
agreement is then offered to be sent out to the customer.

Interviews conducted with the CSRs revealed a high level of
awareness of procedures to respond to customers in varous facets
of Synergy’s operations. Voice recordings are monitored and
reviewed on a regular basis by the Team Leader or Manager to
appraise the CSRs’ performance. Where deficency is identfied,
appropriate training and counselling is provided to the relevant

CSR.
As part of our testing procedures we reviewed a sample of voice

recordings between Synergy’s customer services representatives
and customers who request new connecton.

All rights reserved.
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We noted one instance where a CSR did not advise the customer
that he/she had entered into a standard form contract with
Synergy. However, in consideration of the requirement of the
Code of Conduct, we did nor regard this oversight a regulatory
breach.

Based on our testing, we are satisfied that the terms and conditions
are sent out to customers in accordance with the requirement of
the licence condition and Code of Conduct.

Overall, we are satisfied Synergy has policies, procedures, protocols
and systems in place to manage compliance with the requirement
of the licence and Code of Conduct.  There are effective systems
and manual based controls to ensure the customer is duly informed
of their obligations under the contract with Synergy.

None is identified.

£ Grant Thomion Austraiia Ltd. Al rvights rezerved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
122

Retal
6.1
Code of Conduct
Part 2

Licence condition

Observations

Issue
Management
comment

©Grond Thornten Australis Lid.

Marketing

5

Requirement

Where a standard form contract is not entered into as a result of
door to door marketng, a marketing representative must obtain
and make a record of the customer’s verifiable consent that the
specified information has been given.

Refer to Code of Conduct (COC)

Refer to Code ot Conduct

Interviews conducted with relevant personnel confirmed that the
marketing representative obtains and keeps a record of verfiable
consent relating to all information provided.

Inspection of the database demonstrated the existence of verifiable
consent and the reason for which i1t was obrained, in this
circumstance, the informaton specified has been provided.

The marketing representatives perform a peer review on customer
accounts to ensure all relevant information has been provided and
captured.

The area manager performs a further review of customer files to
ensure all aspects of the customer interaction and records are
maintained and current.

Customers are provided a follow up call by the marketing
representatives within a specified timeframe to query the receipt of
information specified.

Customers are requested to provide an acknowledgement relating
to information provided to them.

Through our examrunation and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place to ensure the
marketing representatives comply with part 2 of the COC.

None is identified.

Synergy logged an incident during the audit period where a faxed
application did not provide verifiable consent for a third party to
act on behalf of the customer. Although this was an isolated
incident, Synergy undertook a review of the process for
applications reccived via the web, fax ot email to ensure third party
consent has been given. The change to the process was

communicared to responsible staff.  Consequently, the auditor’s

Al rights reserved.
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review of the current process did not identify any issues.

¢ Grent Thornton Australia Ltd. Al rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
124

Retail Licence condition
6.1

Code of Conduct
Pare 2

Observations

Issue

< Grant Thorion Avstralia Lig. Al yights v

Products

5

Requirement

Where the customer has entered into a new contractual
relationship with a retaler, a reraler or marketing representative
must give the information specified to the customer.

Refer to Code of Conduct

Division 3—Information to be provided to customers

Interviews with relevant Synergy personnel confirmed that
information required to be supplied to the client under the Code is
provided.

Customers are advised of the contract form and the differences of
the contract and the applicability based on usage and tariffs.

Synergy markeung representatives advise the customers of their
contact details in accordance with Code requirements.

Where a new contract is entered into the customer is provided with
an information package which includes the contact, the Customer
Service Charter, Code of Conduct and other information as
specified within the Code.

In the case of Small Use Customers, the information is provided
after the contract has been entered into. The informaton package
is mailed as a result of an automated functuon which communicates
the information package request to the mail house.

Through our enquiry and examinaton, we are sausfied that
Synergy has policies, procedures and systems in place to effectively
monitor and manage compliance with the requirement of the Code
of Conduct and Retail Licence Condition. There are effective
systems and manual based controls to ensure the information
required to be provided by the Code of Conduct is done so.

None 15 identified.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
131

Observations

Issue

Marketing Conduct
5

Requirement

A marketing representative must give a customer on request the
contact derails of the marketer.

Synergy has procedural instructon in the “Knowledge Base”
idenufying circumstances where customer may requests the contact
details of the CSR. There are clear guidelines on what contact
information the CSR can provide if the customer specifically
requests.

Voice recordings are periodically reviewed by the Team Leader and

Manager ro monitor the performance of the CSRs.

Through our enquiry and mterviews conducted with the CSRs, we
are sausfied that Synergy has policies, procedures and system in
place, to effectively monitor and manage compliance with the
requirement of the licence condition and Code of Conduct.

None is identified.

@ Grant Thornton Australip Lid. Al rights resgrved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
133

Retail Licence condition
6.1

Code of Conduct

Part 2

Observations

Issue

Marketing

5

Requirement

A marketng representative must not represent that a non-standard
contract ts a standard form contract to a customer.

Refer to Code of Conduct

Refer to Code of Conduct

Synergy has divided its customer account interaction into three
business areas. Segregation of accounts is based on customer
usage this dictates the contract form.

The contract forms are clearly idenufiable. Synergy marketing
representatives are conversant in the nature of contracts and code
requirement not to misrepresent the contract form.

Through our enquiry and examination, we are satisfied that
Synergy has policies, procedures and systems in place to effectively
monitor and manage compliance with the requirement of the
licence condition. There are effecuve systems and manual based
controls to ensure the correct contract is represented to the
customer.

None is identified.

¢ Girang Thornton Australia Ltd. Al rights veserved.
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Obligation Marketing

Compliance Rating 5

2007 Compliance Requirement
Manual Reference

134 A marketer must ensure that any comparisons and claims made by
a retailer are umely, accurate and verifiable.

Retail Licence conditon Refer to Code of Conduct
6.1

Code of Conduct Refer to Code of Conduct
Part 2

Observations Where marketing campaigns involve comparatve claims, the
data/information is sourced from external agencies.

The external agency selection 1s based on industry experience,
research performed and product knowledge.

Information used from an external agency is referenced back to the
agency.

The marketing campaign is then reviewed by the business divisions
involved and the legal team to ensure correctness of information
represented on the marketing marerial and compliance with COC
requirement and other governing legisiation.

In the circumstance where a quote 1s provided to a customer, the
quote is based on an analysis of historical consumpuon dara and
the applicable tanff.

Through our examination and enquiry, we are satisfied there are

appropriate policies, procedures and systems in place to ensure the
marketing representatives comply with part 2 of the COC.

Issue None 1s identified.

W Grant Tnornlon Austraiip Lid, Al rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
135

Retail Licence condidon
6.1

Code of Conduct

Observations

Issue

Marketing

5

Requirement

A marketer must ensure that a customer is able to contact the
marketer on the murketer’s telephone number during normal
business hours for the purposes of enquiries, verifications and
complaints.

Refer to Code of Conduct

2.3 Contact details of marketers

(1) A marketer must give its contact details to the Authonity and
ensure that those contact details are kept up to date.

(2) The contact derails are—

(a) the name, business address and telephone number of the
marketer, and

(b) the name, business address and telephone number of each
retailer (if any) on whose behalf the markerer carries out
marketing.

Our examination of marketing material identified the contact hours

provided were during business times.

Marketing campaigns are reviewed for Code obligations and the
accuracy of information contained within the marketing material
and compliance with other legislation.

It was confirmed that marketing campaigns contained campaign
specific phone numbers. The customers were able to utlise the
specific campaign phone number or Synergy’s default number to
make contact with Synergy in relation to the marketing campaign.

. Through our testing and examination, we are satisfied that Synergy

has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
condition and the Code of Conduct. There are effective sysrems
and manual based controls to ensure the customer 1s able to
contact the marketer by a telephone durning normal business hours
for the purposes specitied wirhin the Code of Conduct.

None is identified.

v Grant Thornton Australia Lid, All rights reserved.
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Synergy Perfermance dudit Hepart

Obligation
Compliance Rating

2007 Compliance

Manual Reference
136

Retail Licence condition
6.1

Code of Conduct
Part 2

Observations

Issue

Marketing

5

Requirement

A marketing representative must provide the information specified
to the customer when marketing by telephone and after having
identified the purpose of the call, the markeung representative
must ask the customer whether they wish to proceed further.

Refer Code of Conduct

Refer to Code of Conduct

Synergy does not currently engage in “cold calling” as a form of
marketing to customers.

Synergy has in place an outbound sales script, which identify the
parameters by which the call is to be engaged or disengaged.

Synergy marketng staff are aware of the Code obligations and this
requirement.

Through our examunation and enquiry, we are sansfied there are
approprate policies, procedures and systems in place to ensure the
marketers are aware of the Code of Conduct and the requirement
to ask the customer if they wish to proceed.

None is identificd.

< Grant Thormion dustralia Lid, Al righis reserved.
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Synargy Performance Audit Beport

Obligation

Compliance Rating

2007 Compliance

Manual Reference
137

Retail Licence condition
6.1

Code of Conduct
Part 2

Observations

Issue

& Gramt Thormten Australia Lig

Marketing

5

- Requirement

A marketing representative must, on request, provide the customer
with the informaton specified.

Refer Code of Conduct

(2) Notwithstanding sub clause (1), a marketing representative
must provide a customer on request with—

(@) his or her marketing identification number; and

{b) the complaints telephone number of the marketer and, 1f
different, of the retailer on whose behalf the call is being made.

Synergy marketing representatives provide the information
specified upon request by the customer.

Synergy marketing representatives do not have a marketing
identfication number. The representatives use their payroll

number as the form of numerical identification.

Synergy marketing staff are conversant in the requirement to

- disclose certain particulars when requested by a customer as

required by the Code.

Synergy marketing staff communicates certain information on first
point of contact.

Call coaching and reviews are performed by the relevant business
unit managers and compliance coordinators.

. appropriate policies, procedures and systems in place to ensure rthe
marketing representatives provide to the customer information

specified upon request.

None is identified.

Al vighty regerved.
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Bynergy Performance Aurhl Bopary

Obligation
Compliance Rating

2007 Compliance

Manual Reference
138

Retail
6.1

Licence condition
Code of Conduct

Part 2

Observations

Issue

Marketing

5

Requirement

If a customer indicates during a telephone call that they wish to
end the conversaton, a marketing representative must end the
conversation as soon as practicable and not attempt to contact the
customer for the purposes of marketing for the next 30 days unless
the customer agrees otherwise.

Refer to Code of Conduct

Refer to Code of Conduct

Based on our observation and enquirtes, Synergy marketing staff

are conversant with this code obligation.

Synergy has in place a “do not contact” process to capture and
record the customer’s details who do not want to be conracted.

The “do not contact list” is monitored by the marketing business
unit, the legal, regulatory and audit business unit.

The customer resolution business unit is involved with the
monitoring of the “do not contact” process and the compliance
aspects.

Through our examination and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place to ensure the
marketers end conversations as soon as practicable and no
attempts are made to contact the customer for the purposes for
marketing for the next 30 days unless the customer agrees
otherwise.

None 1s identified.

£ Grens Tronton Austrpla Lig. Al rights resorvod.
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Synargy Pecformance Audit Hapat

Obligation

Compliance Rat'ing

2007 Compliance

- Manual Reference
139

Retail Licence conditon

6.1

Code of Conduct
Part 2

Observations

Issue

Marketing

5

Requirement

A marketing representative must not make a telephone call outside
the permitted call times, unless requested by a customer.

Refer Code of Conduct

Refer to legislation

Based on our interviews and enquiries, permitted call times are
clearly outined within the outbound marketing processes.

Synergy does not have marketing representatives rostered beyond
the permitted call imes.

It has been identified that Synergy does not engage in marketing
related calls outside the permitted call times.

The call log is monitored by the area manager and the compliance
coordinator.

Through our examination and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place to ensure the
telephone calls are not made outside the permitted call times unless

. required by a customer.

None is identified.

© Grant Thornton Australin Lid, All vighis veserved.
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Synargy Performance Audd Hegort

Obligation

Compliance Rating

2007 Compliance

Manual Reference
140

Retail Licence condition

6.1
Code of Conduct
Part 2

Observations

Issue

Marketing

5

Requirement

A marketing representative must ensure that a relephone call does
not continue for more than 15 minutes past the end of the
permitted call times without the customer’s veriftable consent.

Refer Code of Conduct

Refer to Code of Conduct

Based on our interviews and enquiries, permitted call tumes are
clearly outlined within the outbound marketing processes.

Synergy staff rosters demonstrate marketing staff are not engaged
past the permitted call dimes.

Synergy staff are conversant with this obligation and its
requirement to obtain the customer’s verifiable consent.

The call log ts monitored by the business unit manager and the
business unit compliance coordinator.

Through our examination and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place to ensure the
phone calls do not continue for more than 15 minutes past the
permirted call times without the customers verfiable consent.

None ts identified.

& Grant Thomon Austraiis Lid, Al vights vesarved.
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Syntrgy Periormance Audit Begart

Obligation

Compliance Rating

2007 Compliance

Manual Reference
142

Retail
6.1

Licence condition

Code of Conduct

Part 2

Observations

Issue

< Frant Thomten Australip Lig

Marketing

5

Requirement

A marketing representative must provide the information specitied
verbally to the cusromer when marketing at a customer’s premises,
as soon as practicable, and, having identfied the purpose of the
visit, must ask 1f the customer wishes o proceed further.

Refer to Code of Conduct

Refer to legislation

It has been established Synergy does not engage in door to door
marketing.

Where there is a requirement to meet a customer at the customer’s
premise. An appointment is made with the customer and the
purpose of the meeting clearly identified.

The marketing representative provides the information specified
upon introduction with the customer at the customer’s premises.

Through our examination and enquiry, we are satisfied there are
appropuiate policies, procedures and systems in place to ensure the
marketing representative provides the information specified
verbally to the customer when marketing at a customer’s premise
as soon as practicable, after having identfied the purpose of the
visit and determining if the customer wishes to proceed further.

None 1s identified.

Al rights reserved.
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Synargy Potformance Audi Hepaors

Obligation

Compliance Rating

2007 Compliance

Manual Reference
144

Retail
6.1

Licence condition
Code of Conduct

Parc 2

Observations

Issue

Marketing
5
Requirement

A marketing representative must wear a clearly visible and legible
identity card showing the information specified when marketing at
a customer’s premuses.

Refer to Code of Conduct

Refer to Code of Conduct

It has been established that Synergy marketing statf do not engage

in door to door marketing.

Synergy marketing staff are provided with clearly visible and legible
identity cards showing the information specified.

Synergy marketing staff are provided with business cards which
align with their identity cards and Synergy profile. The business

card is also provided to the customer.

Synergy marketing staff state they do wear their identty cards

when marketing at a customer’s premises.

Whilst undertaking the audit Synergy matketing staff did not have
any customer appointments.  They had in their immediate
possession their respective identification cards.

Through enquiry, we are satisfied there are approprate policies,
procedures and systems in place to ensure the marketing staff wear
a clearly visible and legible identity card showing informaton
specified when marketing at a customer’s premises.

None is identified.

& Grant Thornion Australia Lid. Al vights reserved.
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Syrargy Porfcrnance Audit Bepert

Obligation

Compliance Rating

2007 Compliance

Manual Reference
145

Retail
6.1

Licence condition

Code of Conduct
Part 2

Observations

Issue

~

Marketing

5

Requirement

Where a customer indicates that they wish to end the conversation
or wishes the marketing representative to leave, the marketing
representative must leave the premises and not attempt to contact
the customer for the next 30 days.

Refer to Code of Conduct

Refer to Code of Conduct

Based on our mterview and enquiries, Synergy marketing staff were
conversant with this requirement.

Tt has been established Synergy does not engage in door to door
marketing and where marketing representatives are required to visit
the customer’s premises, an appointment is made.

Synergy has in place a “do not contact” process to capture and
record the customer’s details.

Synergy has 1n place a “do not contact” procedure to ensure the
customer i3 not contacted within the specified time frame.

Synergy has a review process in place which is performed by the
respective business unit manager, legal regulator and audit business
unit and the complants resolution business unit to ensure this
requirement is adhered to.

None 1s identified.

Gt Thomino custralia Lid Al rights resesved.
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Synargy Performance Audi Repart

Obligation Marketing

Compliance Rating 5

2007 Compliance Requirement
Manual Reference

146 A marketing representative must not visit the customer outside the
permitted call times, unless requested by a customer.

Retall Licence conditton Refer to Code of Conducr

6.1

Code of Conduct Refer to Code of Conduct

Part 2

Observations Permitted call imes have been dlearly identified.
Synergy staff roster does not engage markeung staff outside the
permitted call times.
It has been established Synergy does not perform door to door
marketing.
Where there s a requirement to visit 4 customer’s premises,
marketing representatives make an appointment with the customer.
There were no scheduled appointments ourside the permitted call
tmes.
Through our examination and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place to ensure the
marketing representatives do not visit customers outside the
permurted call times, unless requested by the customer.

lssue None 15 identified.

@ Gramt Tharmton Avstralia Lid A3 rights reseyvnid,
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Synargy Performance fudn Beperd

Obligation

Compliance Rating

2007 Compliance

Manual Reference
147

Rerail
6.1

Licence condition

Code of Conduct
Parr 2

Observations

Issue

Marketing

5

Requirement

A marketing representative must not remain at a premises for the
purposes of marketing for more than 15 minutes past the end of
the permitted call times, without the customer’s verifiable consent.

Refer to Code of Conduct

Refer to Legislation

Based on our inferviews and enquiries, permitted call times are
clearly outlined within the outbound marketng processes.

Synergy staff roster does not engage marketing staff outside the
permitted call tmes.

Where there is a requirement to visit a customer’s premises,
marketing representatives make an appointment with the customer.

The customer’s premise is attended to at the consent of the
customer.

Where the scheduled appointment is to proceed past the end of
the permitted call times and the meeting has not finalised,
verifiable consent ts assumed.

Through our examination and enquiry, we are satstied there are
appropriate policies, procedures and systems in place to ensure the
marketing representatives do not remain at a customers premises
outside the permirted call times.

None 1s identified.

© Grant Thornton Austraiie Liwd. Al igeis reserveo
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Synargy eriormance Audit Resen

Obligafion
Compliance Rating

2007 Compliance

Manual Reference
150

Rerail Licence condition

6.1

Code of Conduct

Part 2

Observations

Issue

Marketing

5

Requirement

A marketing representative must offer the information specified in
writing when meeting a customer, as soon as practicable.

Refer to Code of Conduct
Refer to Code of Conduct

Based on our enquiries and interviews, it was established that the
key purpose for a marketing representative to visit a customer’s
premises is to discuss / negotiate contract terms.

Appointments made with a customer identify the purpose and
nature of the visit. The marketing representatve discusses with the
customer the elements of the contract, the tariff, terms of the
contract and associated items such as conract details of the
marketing representative and of the company.

Once discussion are finalised and terms of agreement have been
reached, the contract is communicated to the customer as soon as
practicable. The information provided to the customer is inclusive
of the Code of Conduct, Customer Service Charter and taniffs.

Synergy marketing representatives have a process in place to
provide a follow-up to determine whether the customer received
the information specified.

This process is reviewed by the business unit manager.
Through our examination and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place to ensure the

marketing representatve offers the information specified in writing
when meeting a customer, as soon as practicable.

None 1s identified.

o Gramt Thormion Australia Lid, Al rights reserved.
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Synergy Qo 1eemance Audd Raport

Obligation Marketing
Compliance Rating 5

2007 Compliance Requirement

Manual Reference
151

Retail Licence condinon

6.1

Code of Conduct
Part 2

Observations

Issue

A marketing representative must wear a clearly visible and legible
identity card showing the information specified when meeting a
customer.

Refer to Code of Conduct

(3) A marketing representative who visits 1 customer must,
while at the premises, wear a clearly visible and legible identty
card that shows—

(2) his or her first name;

() his or her photograph;
(c) hus or her marketing identification number, and

(d) the name of the marketer and, if different, of the retailer on
whose behalf the visitis being made.

Synergy marketing staff are provided with clearly visible and legible
identity cards showing the information specified.

Examination of the identity cards conforms to the Code
requirements.

Marketing staff state they wear their identity cards when meeting a
customer.

Through our examination and enquiry, we are sausfied there are
appropriate policies, procedures and systems in place to ensure the
marketing representatives wear a clearly visible and legible identify
card that show the information specified.

None is tdentified.

& Grant Thornton Ausiralis Ltd Al rights reserved.
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Synsrgy Pericrmance Audi Hepoit

Obligation Marketing

Compliance Rating 5

2007 Compliance Requirement
Manual Reference

152 A marketung represenrative must ensute that a meeting with a
customer does not occur outside the permitted call umes, unless
requested by a customer.

Retail Licence condition Refer to Code of Conduct

6.1

Code of Conduct Refer to Legislations

Parr 2

Observations Permitted call imes have been clearly identfied.
Synergy staff roster does not engage markeung staff outside the
permutted call times.
Where this i1s a requirement to meet with a customer, an
appointment is made with the customer, or the appointment is
made by the customer.
There were no scheduled appointments outside the permutted call
times.
Through our examination and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place to ensure the
marketing representatives do not visit customers outside the
permitted call times, unless requested by the customer.

Issue None 1s identified.

@ Crant Tharnton Australia Ltd. Al rights reserved.
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Synergy Performance Audd Haenort

Obligation

Compliance Rating

2007 Compliance

Manual Reference
153

Retal Licence condition
6.1

Code of Conduct
Parc 2

Observations

Issue

B Grant Thornion Australia Lwg

Marketing

5

Requirement

A marketing representative must ensure that the meeting does not
continue for more than 15 minutes past the end of the permitred
call imes, without the customer’s verifiable consent.

Refer to Code of Conduct

Refer to legislation

Based on our interviews and enquiries, permitted call times are
clearly outlined within the outbound marketing processes.

Synergy staff rosters demonstrate marketng statf are not engaged
past the permirtted call times.

Synergy staff are conversant with this obligation and its
requirement to obtain the customer’s verifiable consent.

Examination of the marketing representatives found no evidence
of an appointment having been scheduled near the end of a
permitted call time.

The appointment schedules are monitored by the business unit
manager and the business unit comphance coordinator.

Through our examination and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place to ensure the
phone calls do not continue for more than 15 minutes past the
permitted call times without the customers verifiable consent.

None 1s identified.

A rights res
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Synerey Performanne Audit Beoart

Obligation
Compliance Rating

2007 Compliance

Manual Reference
162

Retail
6.1
Code of Conduct

Parc 2

Licence condition

Observations

Issue

+ Grant Thormiton Ausiralia Lid

Marketing Conduct

5

Requirement

A marketing representative must comply with a notice on or near
premises indicating that the customer does not wish to receive
unsolicited mail or other marketing information.

Refer to Code of Conduct

(5) When engaging in door to door marketing, 1 marketing
representative must, to the extent practicable, comply with a
notice on or near a premises indicating that the customer does
not wish to receive unsolicited mail or other marketing
information.

[Note: Such notices may include, “No junk mal” or “No
canvassing” signs.]

Synergy states they do not perform door to door marketing,

Synergy does not engage external marketers to perform door to
door marketing on behalf of Synergy.

[nterviews conducted with relevant personnel established the
marketing representatives make an appointment to attend a
customer’s premise.

Based on our enquiries, marketing representatives are conversant
with the Code of Conduct and the obligation to comply with the
wishes of the customer.

Through our enquiries, we are satisfied that Synergy has processes

in place, to effectively monitor and manage comphance with the
requirement of the licence condition and the Code of Conduct.

None 1s identfied.

all rights reserved.
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Synergy Performance Audst Flegort

Obligation
Compliance Rating

2007 Compliance

Manual Reference
165

168

Observations

Issue

< Grant Thornton Ausiradia Lig

Marketing - Miscellaneous

5

Requirement

A marketer or marketing representative must not disclose personal
information collected for marketing purposes to another person
unless the specified condiuons are satistied.

A marketer who holds personal information must give the
customer the opportunity, on request, to review the information
and correct any errors in it

A marketer must give the customer reasons why the customer
cannot review the personal information if prevented by law from
giving the customer the opportunity to review the information.

Synergy has a procedural framework and a set of clear guidelines
concerning the handling of customer’s private information. Within
this framework, are protocols for not to disclose personal
information collected ro an unauthorised person and allowing the
customer the opportunity to review the information and correct
any errors. Qur enquiry indicated correction to client information
involved misspelling of names or street addresses, normally
performed over the phone with the CSR.

Through our review of Synergy’s policy relating to the handling of
roug ynergy ey k]
prvacy information, we are satisfled Synergy has policies,

procedures, protocols and systems in place to manage compliance
with the requirement of the licence and Code of Conduct.

None is identified.

All rights resorvod
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Synargy Performancs Audit Hoport

Obligation
Compliance Rating

2007 Compliance

Manual Reference
171

Code of Conduct 3.1

Observations

Issue

Connection
5

Requirement

If a retailer agrees to sell electricity to a customer or arrange for the
connecrion of the customer’s supply address, the rerailer must
forward the customer’s request for the connection to the relevant
distributor.

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

Once an account at the supply address has been arranged, the CSR
triggers a SOIT work order item to forward the customer’s request
for connection to Western Power. Process runs (Batch) are
automated through job management. The automated job
management runs every half hour.

The IT has in place a testing regime which checks the quality,
accuracy and umeliness of process.

Through our enquiry and examination, we are sausfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct.  There are effective systems and manual based controls
to ensure the customer’s request for connection is forwarded to
the relevant retailer.

None is tdentified.

£ Grant Tharnten Australia L, Al vighis resersad
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Synergy Parformante Audit Anpart

Obligation

Compliance Rating

2007 Compliance

Manual Reference
172

Code of Conduct clause
31

Observations

Issue

Connection

5

Requirement

A rerailer must forward the customer’s request for the connection
to the relevant distriburor in the umeframe specified unless the
customer agrees otherwise.

(2) connection to the relevant distributor—

(a) that same davy, 1f the request is received before 3pmon a
business day, or

(b) the next business day, if the request 1s received after 3pm or
on a Saturday, Sunday or public holiday in Western Australia.

Discussion with relevant personnel identified IT provide the
infrastructure to enable the communication to occur with the
relevant distributor within the tme frame specified.

IT has documented the communication protocols from front to
back end to capture the communication process flows between
Synergy and the distriburor.

Process runs are automated through job management. The
automated job management runs every half hour.

IT has in place a tesung regime which checks the quality, accuracy
and umeliness of process.

The automared batch reports run twice daly which 1s
communicated to the network operator. Electronic information
transfer 1s performed through the nominated formats within the
agreed communication policy.

Through our enquiry and examination, we are satisfied that
Synergy has policies, procedures and systems 1n place to effectively
monitor and manage compliance with the requirement of the
licence condition and the Code of Conduct. There are effective
systems and manual based controls to ensure the communication
of customer transfer request complies with the time period set out

in the Code of Conduct.

Qus restung did not reveal any instances of exceptions or non-
compliance with the requirement of clause 3.1 of the Code of
Conduct.

None 1s tdentified.

£ Grant Thomion Austraiis Lid. A vights veserved.
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Syrairgy Pericimance Audit Repornt

Obligation
Compliance Rating

2007 Compliance

Manual Reference
179

Code of Conduct 4.3

Code of Conduct 5.5

Observations

Issue

Billing & Payment
5

Requirement

A retailler must issue a bill to a customer at the customer’s supply
address, unless the customer has nominated another address.

A retailer must issuc a bill to a customer at the customer’s
supply address, unless the customer has nominated another
address.

A retaller must, at no charge, offer a residenual customer a
redirection of the customer’s bill to a third person, if requested by
a customer who is unable to pay by a minimum payment method,
due to illness or absence.

If a residential customer is unable to pay by way of the methods
described in clause 5.2, due o illness or absence, a retafler must
offer the residential customer on request redirection of the
residential customer’s bill to a third person at no charge.

[Note: Redirection of the bill does not result in a change of liability
for the bill]

Synergy has system based controls to ensure the mailing address
defaults to the supply address for billing purposes unless a
different address 1s requested by the bill account holder.

Interviews conducted with the CSR and billing officer confirms the
awareness for the requirement in respect to Clause 4.3 and Clause
3.5 of the Code of Conduct.

QOur testings did not reveal any exception or instances of non-
compliance.

We are sausfied Synergy has policies, procedures, protocols and
systems in place to manage compliance with the requirement of the
licence and Code of Conduct. There arc effectve systems and
manual based controls to ensure the bill 1s issued to a customer at
the supply address unless the customer has nominated an
alternanve address.

None 1s identified.

© Grent Thomiton Australia Lid. All rights reserund,
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Synergy Performance Audit Beport

Obligation
Compliance Rating

2007 Compliance

Manual Reference
182

Code of Conduct 4.5

Observations

Issue

Basis of a Bill
5

Requirement

A retailer must base the customer’s bill on the distributor’s or
metering agent’s reading of the meter, or the customer’s reading of
the meter in the circumstances specified.

(1) Subject to clause 4.7, a retailer must base a customer’s bill
on—

(a) the distributor’s or metering agent’s reading of the meter at
the customer’s supply address, or

() the customer’s reading of the meterat the customer’s supply
address, provided the customer agreed with the retarler that the
customer will read the meter for the purpose of determining the
amount due.

[Note: To reduce the risk of a meter reading error, the Code
requires all meters to be read by the distributor or a metering
agent. However, a retaler may also request a customer to read their
own meter (for example, if the customer is located in a remote area
or if the customer refuses access to the meter). A customer is not
obliged to read the meter on behalf of the retailer (sub clause
(1)(b)) requires the customer’s agreement).]

Synergy has systems and processes to base the customet’s bill on
either Western Power metering agent’s reading of the meter or the
customer’s reading of the meter.  There are protocols and
procedures to assist the billing personnel on reading the metering
dara in CIS and generating a bill.

Interviews conducted with billing staff indicated a high level of
famiharity with the systems in place. We are satisfied Synergy has
adequately resourced and experienced staff to manage compliance
with the requirement of the licence condition and Code of
Conduct.

Through enquiry and examination, we are satisfied Synergy has
policies, procedures, systems and protocols to cffectively
generating a bill based on either Western Power metering agent’s
reading of the meter or the customer’s reading of the meter.

None is identified.

2 Grant Tnoraton Australiz Led, Al vighis reserved
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Synergy Peirformance Audil Regort

Obligation
Compliance Rating

2007 Compliance

Manual Reference
183

Code of Conduct 4.6
(2004 Code of Conduct)

Observations

Issue

Recommendation

Management
Response

Management
Actions

& Grant Thormton Australia Ltd

Basis of a Bill
3

Requirement

A retailer must give the customer information that explains to that
customer how to read a meter correctly (if applicable) in clear,
simple and concise language.

(2) Prior to a customer reading a meter under sub clause (1)(b),
the retailer must give the customer information that explains in
clear, simple and concise language how to read a merer correctly.

Our enquiry indicated that Synergy has brochure informarion on
how to read meters. The information appears to be clear and
simple to understand.

From time to time, customers contact Synergy regarding the
estimation of their bill (due to lack of access or for other reasons
an actual reading was not performed) and are requested to provide
a meter reading over the phone. Ofien a CSR guides the customer
through the process and obtains the meter reading from the
customer.

The information brochure on how to read the meter 1s not sent out
unless the customer requests one.

The information on how to read the meter is not normally sent ro
customer ptior to the customer reading a meter as required under
the Code of Conduct.

That pror to obtaining a meter reading from customer, the
customer service representative confirms with the customer
whether they have received a brochure on how to read the meter,
if not, then a meter reading should not be obtained from the
customer. The information brochure on how to read the meter
should be sent out to the customer in advance.

The Code does not say how the information is to be provided e.g.
it does not state that the information to be given needs to be in
written format and sent to a customer . Notwithstanding, we
provide this, , we also provide customers with self read packs; the
Contact centre have processes for advising customers how to read
the meter over the phone; and details on how to read a meter are
published on Synergy’s website.  Qur approach ensures that a
customer can receive the necessary informaton channels which
best meets their requirements.

None is required.

Al rights roservad.
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Implementation N/A
Date
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Obligation
Compliance Rating

2007 Compliance
Manual Reference

183

Codc of Conduct 4.7

186

Code of Conduct 4.7

Observations

Issue

Basis of a Bill
a

' Requirement

A retaller must give the customer an estimated bill in the manner
specified, if the retailer is unable to reasonably base a bill on a
reading of the meter.

(1) If a retailer is unable to reasonably base a bill on a reading of
the meterat a customer’s supply address, the retailer must give
the customer an estimated bill.

A retailer must base an estimated bill on the critenia specified.

(2) A retailer must base an estimated bill under sub clause (1)
on—

(a) the amount of electricity used by the customerin the same
period of the prior year;

(b) the average usage of electricity by a comparable class of
customers, if the customer does not have a prior billing history;
(c) the customer’s reading of the meter, or

(d) a test of the meter.

Through enquiry, Synergv’s standard practice is to base a bill on
the amount of electricity used by the customer in the same period
of the prior year or if there is no billing history, then the average
usage of electrivity by a comparable class of customers.  The
approach appears to be consistent with the Code.

A breach in respect of the licence condidon had been noted in
2007. The breach emanates from the provision of incorrect basis
for estimation supplied by Western Power. Approximately 300
customers were affected. Rectfication of the breach involved
software correction by Western Power and an agreement reached
with Western Power to notify Synergy of future incidents.

Through examination and eaquiry, we are satisfied Synergy has
protocols and systems in place to manage compliance with the
requirement of the licence and Code of Conduct. There are
effective system Dbased controls to ensurc that where Synergy is
unable to base a bill on a reading of the customer’s meter at the
supply address, Synergy provides the custromer with an estimated
bill based on the criterta for estimation as outlined in the Code of
Conduct.

As presented above.

© Grant Tharnton Austratia Lid. Al rights resgroed



 Grant Thornton

128

Synergy Performance Audit Seport

Obligation

Compliance Rating

2007 Compliance

Manual Reference
187

Code of Conduct clause
4.7(3)

Observations

Issue

Billing
5

Requirement

A retaller must specify the stated informarion in circumstances
where the customer’s bill is estimated.

(3) If a retailer bases a bill upon an estimation, the retarler must—
(a) specify in a visible and legible manner on the customer’s bill
that it has done so;

(b) advise the customer that the—

(1) retailer will tell the customer on request—

A. the basts of the estimation; and

~ B. the reason for the estimation; and

(i1) customer may request a meter reading.

We examination a sample of customer bills idenufied bills which
had been estimated as opposed to those which had not.

A customer’s bill comprises of an enquiry phone number upon
which a customer may call.

Where a customer contacts Synergy with a query relating to the
estimation the customer is advised of the basis of estimation, the
reason for estmation and the ability to have the meter read.

Call coaching monitors the information provided to the customer
to ensure quality of information imparted and relevance 1n relation
to customer query.

Through our testing and examination, we are satisfied that Synergy
has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
condition and the Code of Conduct. There are effective systems
and manual based controls to ensure the customer 1s advised the
bill is estdmated and the respective requirements as defined wirhin
the Code of Conduct.

None 1s identified.

© Grant Thormton Austratia Lid. Al vights resurved
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
189

Codec of Conduct 4.8

Observations

Issue

Basis of a Bill
5

Requirement

Where the retailer gives a customer an esttmated bill and the meter
is subsequently read the retatler must include an adjustment on the
next bill to take account of the actual meter reading.

If a rerailer gives a customer an estimated bill and the meter is
subsequently read, the retailer must include an adjustment on the
next bill to take account of the actual merer reading.

Our testings did not reveal any exception or instances of non-
compliance with the requirement of the Code of Conduct.

Where customers have been provided with an estimated bill and an
actual meter reading is obtained in the subsequent billing cycle, an
adjustment is performed on the customers account in the next bill
to reflect the actual meter reading.

Through examination and enquiry, we are sausfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct.

None 1s identified.

< Grant Thamton dustralia Ltd. Al rights regorsd,
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Obligation
Compliance Ratihg

2007 Compliance

Manual Reference
191

Code of Conduct 4.10

Observa(ions

Meter Testing

5

Requirement

A retaller must request the distrburor or metering agent to test the
meter if a customer requests the meter to be tested and pays any
reasonable charge of the retailer for testing the merer.

1€a customer—

(a) requests the meterto be tested; and

{(b) pays the retailer’s reasonable charge for testing the meter (if
any), the retailer must request the distributor or metering agent
to test the meter.

[Nore: A rerailer may require a customer to pay in advance the
retailer’s (and, where appropriate, the distributor’s or metering
agent’s) reasonable charge for resting the meter. If the merter is
found to be defecuve, the charge will be refunded to the
customer.|

Meter testing is a process that determines the meter’s accuracy and
is used to ensure the meter is stull within the tolerance of 2% as
required under the Electricity Act. Meter testing can be carried out
at the customer’s premises or the meter s removed for resting at
Wester Power’s Standards Laboratory, the old meter is replaced
with a new one.

Testing is carred out by comparing the registration of the meter to
a reference standard meter used for that purpose and whose
accuracy is regularly check in the Standards Laboratory. A number

" of tests are carried out at differing load conditions to give a true

indication of the meter’s accuracy. A report is generated indicating
the errors of the meter at the load test points. The number of test
points is dependent on the merter type and whether it 15 a single-
phase or three-phase meter.

If the result indicates the meter operates outside the 2% twlerance
limit, then the prescribed fee is refunded to customers and a rebate
calculared based on the result of the rest.

Synergy has procedural instruction for the CSRs when customers
demand meter test. Interviews conducted with the CSRs indicated
a high level of awareness and understanding with the protocols
when customers request a meter test.

Once the meter test request is received n wridng, the Customer
Service Centre issues the meter test request to Western Power and
sends a letter confirming that the test has been requested and a fee
will be applied to the account if the meter 1s found to be within the
tolerance limit. When the meter test results are returned the

& Grant Thornton Australia Lid. All rights reserved.




131

». Grant Thornton

Synorgy Petformance Audd Baport

Customer Service Centre issues a letter confirming the resulrs.

Through our enquiry and examination, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct. There are effective systems and manual based controls
to ensure adequate handling of customer’s demand for meter test
and any resultant effect that applies.

Issue None is identified.

& Grant Thornton Australia Lid. Al rights veserved
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
192

Code of Conduct 4.11

Code of Conduct 4.12

Observations

Alternative Tariffs
5

Requirement

A retailer must change the custdmer to an alternate tariff within
the period specified if the customer applies to receive an alternate
tariff and demonstrates to the retaler that they sadsfy the
conditions of eligibility.

(1) If a retailer offers alternative tariffs and a customer—

(a) applies to receive an alternative tariff; and

(b) demonstrates to the retailer that the customer satisfies all of
the conditions relating to eligibility for the alternative tariff, the
retailer must change the customer to the alternative tariff within
10 business days of the customer sar.isfying those conditons.

A retaller must give the customer written notice prior to changing
the customer to an alternative tanff if the customer’s electricity use
has changed and the customer 1s no longer eligible to contnue to
receive an existing, more beneficial rariff.

If—

(a) a customer’s electricity use at the customer’s supply address
changes or has changed; and

(b) the customeris no longer eligible to continue to receive an
extsting, more beneficial tariff, the retailer must, prior to changing
the customer to the tariff applicable to the customer’s use of
electnicity at that supply address, give the customer written
notice of the proposed change.

" [Note: A retailer therefore does not have to noufy a customer in

writing if the change in ranff benefits the customer)

There are both system and manual based controls to ensure
customers are changed to the requested tariff in the approprate
timeframe and manner when they have demonstrated they are
satisfied the conditions for eligibility. Interviews conducted with
Synergy billing officer indicated that customers are normally
changed over to the alternative tanff immediately when request
over the phone. A work order item SOIT is triggered to initiate the
request and appends to a list of outstanding service order. The
outstanding service order request list is printed cach Monday and
analysed for action.

Where the Customer Service Officer has doubts as to the eligibility
of the customers to be under a type of rariff, a field officer will
schedule a visit to the site to ascertain the facts.

Except for a minor issue identfied below, we are sausfied Synergy
has policies, procedures, protocols and systems in place ro manage

@ Grant Thornton Australia Lid. All vights reserved.
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compliance with the requirement of the licence and Code of
Conduct.  There are effective monitoring controls, both manual
and system based, to detect on a timely basis of accounts requiring
a change to alternative tariff.

Issue One issue identified relates to the descrpton of the items pending
on the work order list, in that it does not cleatly identify the items
relating 1o request for a change to alternative tariff. We understand
as part of the implementation of the new system, ttems in the SOII
work order list will be sub-classified as appropriate.

Recommendation N/A

< Grant Thornton Australic * td. All vinhts ceseried.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
195

Code of Conduct 4.13

Code of Conduct 4.18

204

Code of Conduct clause
4.18

Observations

Issue

& Grant Thornton Apstratia Ltd,

Alternative Tariffs & Final Bill

5

Requirement

A retailer must repay any amounts overcharged to a customer as a
result of a change in the customer’s electricity use.

(2) If a retailer has overcharged a customer as a result of a change
in the customer’s clectricity use at the customer’s supply
address, the retailer must repay the customer the amount
overcharged.

[Norte: Also see clause 4.18 which sets out the general requirements
in the event a customer has been overcharged.]

" A retailer must use its best endeavours to inform the customer and

repay or credit any amount overcharged as a result of an act or
omission by a retailer or distributor, in the manner and period
specified.

(3) If a retailer receives instructions under subclause (2), the
retailer must pay the amount in accordance with the cusromer’s
instructions within 12 business days of receiving the instructions.

A retailer must use reasonable endeavours to credir the amount
overcharged within 20 business days of the customer making the
request, in circumstances where instructions as to payment are not

received.

(#) 1t a retailer does not receive instructions under subclause (2)
within 20 business days of making the request, the retailer must
use reasonable endeavours to credit the amount overcharged to the
customer’s account.

Where a customer has been identified as being overcharged. we are
satisfied Synergy execures the necessary action to recompense the
overcharge amount and in the timeframe prescribed 1n accordance
to the requirement of the Code of Conduct.

Our testing did not reveal any instances of exception or non-
compliance with the requirement of the Code.

Through examimtion and enquiry, we are satsfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct.  There are protocols in place to correspond and
communicate with the customers in this regard and system based
controls to ensure the repayment over overcharged amount
complies with the requirement of the Code.

None is identified.

All righis resd
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
197

Code of Conduct 4.14

Observations

Issue

Final Bill
5

Requirement

A retailer must repay the customer any amount in ctedit at the time
the customer requests a final bill.

(2) If the customer’s account 1s in credit at the ume the customer
requests a final bill under sub clause (1), the rerailer must repay the
amount to the customer.

Synergy has procedural instructions on how to repay the customer
any amount In credit at the ume the customer requests a final bill
under the following instances: cheque refund, credit card refund,
B-Payment refund, Centre-pay refund, salary sacrifice refund and
payroll deducton.

Through our enquiry and examination, we are satsfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct.  There are effective systems and manual based controls
to ensure the repayment of any credit amount in the customer’s
account at the time the customer requests a final bill.

None is identified.

© Grant Thornton Australia Lid. All rights reseirved
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
198

Code of Conduct clause
4.15

Observations

Issue

Billing
5

Requirement

A retailer must review the customer’s bill on request by the
customer, subject to the customer paying the lesser of the portion
of the bill agreed to not be in dispute or an amount equal to the
average of the customer’s bill over the previous 12 months, and
paying any future bills that are properly due.

4.15 Review of bill

Subject to a customer—

(a) paying—

(1) that portion of the bill under review that the customerand a
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),
whichever ts less; and

(b) paving any future bills that are properly due, a retailer must
review the customer’s bill on request by the customer.

Synergy has in place an account dispute process.

Where a bill is in question, Synergy allows the customer to pay the
proportion which is not in dispute.

Synergy provides a review process on the customer bill, which
examines issues such as customer usage and seasonal trends.
Synergy undertakes special meter reading checks free of charge o
validate the meter and its functionality.

The outcomes of the investigation are reviewed by Customer

. Resolution Coordinators, who in turn communicates the findings

directly to the customer.

As an outcome is determined the customer is provided alternative
arrangements to finalising the outstanding amount.

The customer’s have the ability to escalate the issue 10 a higher
authonty if the findings arc sull in dispute.

Through our testing and examination, we are satisfied thar Synergy
has policies, procedures and systems in place to effectively moniror
and manage compliance with the requirement of the licence
conditon and the Code of Conduct. There are effective systems
and manual based controls to ensure the review of customer’s bills
complies with the Code of Conduct requirements.

None ts tdentified.

© Grant Tharnton Australia Ltd. All rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
200

Code of Conduct clause
4.16

Observations

Issue

Billing Division
5

Requirement

A retailer must inform the customer of the outcome of the review
of a bill as soon as practicable, but, in any event, within 20 business
days from the date of receipt of the request for review.

(2) The retailer must inform a customer of the outcome of the
review as soon as practicable, but, 1n any event, within 20 business
days from the date of receipt of the request for review under
clause 4.15.

We have obtained evidence of reviews undertaken of customers
complaint within the timeline specified. The complaints resolution
process is outlined within the complaint policy.

Interviews with relevant personnel confirmed their knowledge of
the requirement to respond to a customer’s complaint within the
specified time frame.

Synergy has in place an automated process which identfies the
time and dare of complaint recerved, actions undertaken and
finalisation indicators.

The resolution process is reviewed by Customer Resolution
Coordinators and their immediate area manager.

Through our testing and examination, we are satisfied thar Synergy
has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
condition and the Code of Conduct. There are eftective systems
and manual based controls to ensure the outcome of a review
occurs as soon as practicable or within 20 business days from the
date of receipr for review.

None is 1dentified.

& Grant Thornton Australia Ltd. Al rights reserved
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Obligation
Compliance Rating

2007 . Compliance

Manual Reference
201

Code of Conduct 4.17

Observations

Issue

Final Bill
5

Requirement

A retailer must recover an amount undercharged as a result of an
act or omission by a retailer or distributor in the manner specified.

(2) If a retailer proposes to recover an amount undercharged as a
result of an act or omussion by the retasler or distributor
(including where a meterhas been found to be defective), the
retailer must—

(a) limit the amount to be recovered to no more than the amount
undercharged in the 12 months prior to the date on which the
retailer notified the customer that undercharging had occurred;
(b} list the amount to be recovered as a scparate item in a special
bill or in the next bill, together with an explanadon of that amount;
(c) not charge the customer interest on that amount or require the
customer to pay a late payment fee; and

(d) offer the customer time to pay that amount by means of an
nstallment payment plan in accordance with clause 6.4(2) and
covering a period at least equal to the period over which the
recoverable undercharging occurred.

Where a customer has been identified to have been undercharged,
we are satisfied Synergy executes the necessary acuon to recover
the undercharge amount in accordance to the requirement of the

Code of Conduct.

Our testing did not reveal anv instances of exception or non-
compliance with the requirement of the Code.

Through examination and enquiry, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct.  There are protocols in place to correspond and
communicate with the customers in this regard and system based
controls to ensure the recoverable amount complies with the
requirement of the Code.

None i1s identified.
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Obligation
Corhpliance Rating

2007 Compliance

Manual Reference
205

Code of Conduct clause
5.1

Observations

Issue

Billing
5
Requirement

The due date on the bill must be at least 12 business days from the
date of the bill, with the date of dispatch deemed to be the date of
the bill, unless the retailer specifies a later date.

5.1 Due dates for payment*

[Note: This clause 5.1(1) may be varied in a non-standard contract
(1) The due date on a bill must be at least 12 business days from
the date of that bill.

(2) Unless a retailer specifies a later date, the date of dispatch is
the date of the bill.

Examination of customers’ bills confirmed that the bill due date is

20 calendar days from the bill issue date.

The bill due date is initially, an automated process which has been
set to exceed the mimmum Code requirements

Through our testing and examination, we are satisfied that Synergy
has policies, procedures and systems in place, to effectively
monitor and manage compliance with the requirement of the
licence condition and the Code of Conduct. There are effective
system based controls to ensure the due date is at least the
minimum identified under the code.

None is identified.

© Grant Thornton Australia Lid. A rights rescrvad,
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
200

Code of Conduct clause
5.2

Observations

Issue

Billing
5

Requirement

A retailer must offer the specified minimum payment methods.

(1) A retailer must offer a customer at least the following
payment methods—

(a) in person at one or more payment outlets located within the
Local Government District of the customer’s supply address;,
(b) by mail;

(c) by Centrepay;

(d) electronically by means of BPay or credit card; and

{e) by telephone by means of credit card.

Examination of Synergy bills identified the minimum payment
methods have been stated on customer bills.

Examination of Synergy’s web site identifies the minimum
payment methods.

The automated bill printing process recognises a historical delr
versus a “credit” position of a historical debr.

Payment methods are not identfied where the customer’s account
displays a “credit” amount as no payment is required by the
customer.

Through our testing and examinatdon, we are satisfied thar Synergy

has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
conditon and Code of Conduct. There are effective system based
controls to ensure the minimum payment methods are offered to
the customer as per the Code of Conduct.

None 1s identified.
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Obligation

Compliance Rating

2007 Compliance
Manual Reference

208

Code of Conduct
5.3

Observations

clause

Billing

5

Requirement

A rerailer must, prior to commencing a direct debit, obtain the
customer’s verifiable consent and agree to the speafied conditons
for the direct debit.

If a retailer offers the option of payment by direct debit to a
customer, the retatler must, prior to the direct debit commencing,
obtain the customer’s verifiable consent, and agrec with the
customer—

(a) wherever possible, the amount to be debited;

(b) the date and frequency of the direct debit;

(¢) that the customer may at any tme cancel rthe direct debit
authority by notifying the relevant financial institution and the
retafler, and

" (d) that, if the customer at any rime cancels the direct debit

authonity by notifying the retailer and the relevant financial
institution, the retailer acknowledges that the direct debit no
longer applies.

Based on our examunation of the direct debit process, Synergy has
in place appropriate direct debit facilities and customer request
forms to enable direct debits to be facilirated.

The direct debit is managed by an external agency, which has in
place validation and quality processes to ensure the direct debits to
be carried out in accordance with general banking, Synergy and
Code requirements.

Direct debit occur once written verifiable consenr (authorsation)
has been provided by the customer in accordance with the terms
and conditions identified on the direct debit application. The direct
debit requests are scanned and electrontcally recorded on
appropriate data bases. Synergy has in place direct debit reviews
process.

Direct debit information covers the elements required by the Code
and communicates the information to relevant financial institutions
and its customers.

Through our testing and examinaton, we are satisfied that Synergy
has policies, procedures and systems in place to etfectively monitor
and manage compliance with the requirement of the licence
condition and the Code of Conduct. There are effective systems
and manual based controls to ensure the direct debit process
complies with the conditions outlined within rhe Code of Conducr.

© Grant Thornton Australia Lid. Al righis reserved.
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Issue None is identified.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
209

Code of Conduct 5.4

Observations

Issue

Payment
5

Requirement

A retailer must accept payment in advance from a customer on
request, in the circumstances specified.

[Note: This clause 5.4 may be varied in a non-standard contract.]
(1) A retailer must accept payment in advance from a customer
on request.

(2) Acceprance of an advance payment by a retafler will not
require the retailer to credit any interest to the amounts paid in
advance.

(3) Subject to clause 6.9, a retailer may, for the purposes of sub
clause (1), determine a minimum amount for which the retailer
will accept advance payments.

Synergy’s “Budget Card” is designed to assist customers with
payment difficuldes to make small part payment towards their
electricity bill. It is a budget management tool to enable customers
to breakdown the full amount into smaller part payments to be
paid in advance, rather than having to pay the full amount at once.

The Budget Card is available to customers if they specifically
request one or offered ro customers based an assessment of their

eligibility.

Through our enquiry and examination, we are satusfied Synergy has
policies, procedures, protocols and systems in place ro manage
compliance with the requirement of the licence and Code of
Conduct.  There are effective systems and manual based controls
to ensure that Synergy must accept advance payment from
customers on request.

None is identified.

¢ Grant Thornton Australia Lid Al rights reserved.
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Obligation Payment

Compliance Rating 4

2007 Compliance Requirement
Manual Reference
212

A retaler must not charge an additonal late payment fee in
relation to the same bill within five business days from the date of
receipt of the previous late payment fee notice.

Code of Conduct 5.6 (2) If a retailerhas charged a residential customer a late payment
fee, the retailer must not charge an additional late payment fec in
relation to the same bill within 5 business davs from the date of
- receipt of the previous late payment fee notice.

213 A retailer must not charge a residential customer more than two
~late payment fees in relation to the same bill.

Code of Conduct 5.6 (3) A retailer must not charge a residential customer more than
2 late payment fees in relation to the same bill.

Observations During the relevant period, we noted through Svnergy’s regulatory
incident register, an invesdgation was carried our to determine
whether some customers received late payment fees on pavment
instalments in 2006/07 that were not paid by the due date, thus
incurring more than 2 late payment fees in respect to one bill.

Current basic controls are implemented via manual processes. An

exception report is produced daily that identifies all accounts

where greater than 2 fees are to be applied. An analyst from credit
" management peruses the report and manually removes lare fee
| items as appropriate.

The automated solution to this process is o be addressed as part
_ of the “Columbus Project”.

Issue The current system satisfies the basic control requirements.

Synergy’s procedural document “Credit Of Late Payment Charges”
(DMS # 3087141v1) states that each account can be charged 2 late
payment fee and 1 collection Jetter fee per billing penod.

Recommendation That unul the automated soluton is introduced, Synergy should
maintain appropriate monitoring control procedures to ensure no
more than 2 late payment fees are imposed on one bill.

Management A late payment fee 1s different to a collect?on letter fee. The report
Response .referred to above is gcpcrarcd to idenufy where a customer is
incorrectly charged a third lare payment opposed to a collection
letter fee. A collection letter fee is an interest charge on amounts
> $1,000 which has not been paid after the due date. Where an
account <$1000 1s overdue (it does not incur the interest charge)

@ Grant Thornton Australia Ltd. Al rights reserved.
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the fee of $4.10 is charged up to 2 maximum of rwo fees. The two
different charges are recognised in law. Refer by-law 8(3) of the
Energy Operators  (Electricity  Retail  Corporation)(Charges)
By-laws 2006 and schedule 4 fees.

Management None is required.
Actions

Implementation Date N/A

£ Grant Tharnton Austrelia Lid. All rights roserved.
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Obligation
Compliance Rating

2007 Compliance
Manual Reference

217

Code of Conduct 5.8

218

Code of Conduct 5.8

Observations

& Grant Tharnton Australia Lid.

Payment

5

Requirement

A retailer must comply with the Conduct Principles set out in the
guideline on debr collection issued by the Australian Competition
and Consumer Commission.

(1) A retailer must comply with the Conduct Principles set our in
the guideline on debt collection issued by the Australian
Competition and Consumer Commission concerning section 60 of

‘ the Trade Practices Act 1974 of the Commonwealth.

A retailer must not commence proceedings for recovery of a debt
in the circumstances specified.

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

(a) from a residential customer who has informed the retailerin
accordance with clause 6.1(1) that the residential customeris
experiencing payment difficulties or financial hardship, unless
and until the retailer has complied with all the requirements of
clause 6.1 and (if applicable) clause 6.3; and

(b) while a residential customer continues to make pavments
under an alternative payment arrangemnent under Part 6;

Synergy has debt collection guidelines which clearly identifies
appropriate practces for debt collection activities. Testing did not
reveal any exception or instances of non-compliance.

Inrerviews conducted with the Team Leader in this regard indicate
the Credit Management Group operate in a manner consistent with
the relevant Code of Conduct and Trade Practces Act.

Where debt collection 1s outsourced externally, the contracted debt
collecting agency is required to comply with the relevant Code of
Conduct and Trade Practices Act.

Through our testing and examinaton, we are satisfied rhar Synergy
has policies, procedures and system in place, to effectively monitor
and manage compliance with the requirement of the hicence
conditions and Code of Conduct. There are effective controls to
monitor the credit services officers to update the CIS databasc
accurately and completely with information pertaining  to
customer’s credit management issues.

Training sessions are provided on a formightly basis to the Credir

Management Officers in relation to a wide range of credit
management matters including debt collection practices.

Al vights rogerved.




147

GrantThornton

Synergy Peiformance Audd Repart

Issue None s identified.

O Grent Thomton Ausiralia Ltd. AH vights reser.cd.



GrantThornton

148

Synergy Pasformance Audit Report

Obligation
Compliance Rating

2007 Compliance

Manual Reference
224

Code of Conduct 6.2

Observations

Assessment of Financial Situation

5

Requirement

A retailer must allow a temporary suspension of actions for a
period of at least 10 days.

A retailer must offer the alternative payment atrangements, and
advise the residential customers that additional assistance may be
available, 1n circumstances where a residential customer is assessed
as expenencing payment difficulties or financial hardship.

(1) T{, for the purposes of clause 6.1, a residential customer—

(a) requests a temporary suspension of actions; and

(b) demonstrates to a retailer that the residental customer has
made an appointment with a relevant consumer representative
organisation to assess the residential customer’s capacity to pay, the

retailer must not unreasonably deny the residential customer’s

request.

(2) A temporary suspension of actions must be for at least 10
days.

(3) If a relevant consumer representative organisation is unable
to assess a residential customer’s capacity to pay within the
period referred to in sub clause (2) and requests additional ime, a
retailer must give reasonable consideration to the relevant
consumer representative organisation’s request.

#) In this clause—

“temporary suspension of actions” means a simaton where a
retailer temporarily suspends all disconnection and debt recovery
procedures without entering into an alternative payment
arrangement under clause 6.4(1).

Interviews conducted with  the Team Leader of Credir

Management confirm that alternative arrangements for payments
are offered and additional assistance may be available through a
welfare agency where a residential customer is assessed as
experiencing payment difficuldes or financial hardship.

Information pertaining to the availability of assistance for payment
difficulty is also printed on Synergy’s standard bill.

Testings did not reveal any exception to the obligation relaung to
temporary suspension of actions for at least 10 days during the
assessment of the residential customer’s capacity to pay or account
dispute.

Through our testing and examination, we are satisfied that Synergy

© Grant Thornton Australia Lid. Al rights reserved.
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& Grant Thornton Australia Lid.

has policies, procedures and system in place, to effectively monitor
and manage compliance with the requirement of the licence
conditions and Code of Conduct. There are effective controls
over credit management to ensure debt recovery procedures and
disconnection activities do not occur during the temporary
suspension period.

None 1s identified.
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/- Grant Thornton

150

Synergy Pevformance Audit Haport

Obligation
Compliance Rating

2007 Compliance

Manual Reference
231

Code of Conduct 6.8

1o
18
)

Code of Conduct 6.9

Observations

Specific assistance available
5

Requirement

A retailer must advise the customer of the specified assistance
information.

A retailer must advise a customer of the—

(a) customer’s right to have the bill redirected at no charge ro a
third person;

[Note: Redirection of the bill does not result in a change of liability
for the bill]}

(b) payment methods available to the customer,

[Norte: For example, “Centrepay” and “pavment in advance” ]

(c) concessions available to the customer,

(d) different types of meters available to the customer,

() energy efficiency information available to the customer,
including the option to arrange for an energy efficiency audit,
and

[Note: If a retaler does not conduct audits itself, it may refer the
customer to a third party (for example an accredited assessor or the
Western Australian Sustainable Energy Development Office ]

(f) independent financial and other relevant counseling services
available to the customer.

A retailer must determine the minimum payment in advance
amount for customers in consultation with relevant consumer
representative organisations.

A retailer must determine the minimum pavment in advance
amount, as referred to in clause 5.4(3), for customers in
consultation with relevant consumer representative
organisations.

Interviews with the Team Leader in Credit Management and our
examination of documents indicate adequate procedures and
information to advise customers on the specified assisrance as
required in the Code of Conduct. A substantial amount of the
specified assistance information is contained on Synergy’s standard
bill. Additonally, assistance information is available on Synergy’s
website and in the Customer Charter.

There are social welfare agencies with which Synergy consults on a
variety of matters including the minimum payment in advance
amount.

Through our enquiries and examination, we are satisfied that
Synergy has policies, procedures and system in place, to effectively
monitor and manage compliance with the requirement of the

© Grant Tharnton Australia Lid. All rights reszrved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
233

8]
9%
[=)}

Code of Conduct 6.10

Hardship Policy
5

Requirement

A retailer must develop a hardship policy to assist customers in
meeting their financial obligations and responsibilities to the
retailer.

A retailer must ensure that the hardship policy complies with the
specified criteria.

A retailer must give a customer, financial counselor or relevant
© consumer representative organisation, on request, details of the
financial hardship policy, at no charge.

A retailer must keep a record of the specified information related
to the hardship policy.

(1) A retailer must develop a hardship policy to assist customers
in meeting their financial obligations and responsibilities to the
retailer.

(2) The hardship policy must—

(a) be developed in consultation with relevant consumer

' representative organisatfons,

(b) provide for the training of staff on a retailer’s obligatons to

. customers,

(¢) ensure that customers are treated sensitively and respectfully;
and

(d) include guidelines—

(1) that—

. A. ensure ongoing consultation with relevant consumer
representative organisations (inchuding the provision of a direct
telephone number of the retailer’s credit management staff, if

- applicable, to financial counselors and relevant consumer
representative organisations); and
B. provide for annual review of the hardship policy in consultation
with relevant consumer representative organisations,

(ii) that assist the retadler in identfying residential customers
who are experiencing financial hardship,

. (iii) for suspension of disconnection and debt recovery procedures;
(iv) on the reduction and/or waiver of fees, charges and debr; and
(v) on the recovery of debt.

(3) A retailer must give a customer, financial counselor or
relevant consumer representative organisation on request

details of the hardship policy at no charge.

(4) A retailer must keep a record of—
(a) the relevant consumer representative organisations
~ consulted on the contents of the hardship policy;

+ Grant Thornton Australia Lid. Al rights reserved.
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Observations

Issue

(b) the date the hardship policy was established;
(¢) the dates the hardship policy was reviewed; and
(d) the dates the hardship policy was amended.

We have reviewed Synergy’s hardship policy and the controls
surrounding the implementation of the hardship policy.

Synergy has developed its hardship policy in consultation with
relevant consumer representative organisations such as WACOSS.

All credit management staff and contact centre staff are trained in
both the Code requirements and Synergy’s obligations.

Synergy has in place an annual review process for the hardship

policy.

Synergy has in place approved list of financial counsellors and
relevant consumer representative organisation where customers
who are experiencing financial hardship can be referred onto.

Synergy’s hardship policy addresses the elements required by the
code.

Onr testings did not reveal any exception in the application of the
hardship policy. Our enquiry revealed adequate record retention to
satisfy the requirement of Clause 6.10(4) of the Code.

We are satusfied that Synergy has procedures and systems in place
to ensure the provision of the information relating to the hardship
policy to customers or relevant customer representative
organisations is at no charge.

Overall, based on our enquiries and examination we are satisfied
that Synergy has policies, systems, and protocols to meet the

requiremnent of the Code of Conduct pertaining to hardship policy.

None is identified.

© Grant Thornton Austratia Ltd. Al rights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
246

Code of Conduct 8.1

Code of Conduct 8.1

Issue

Reconnection

5

Requirement

A retailer must arrange for reconnection of the customer’s supply
address if the custormner has remedied irs breach, makes a request
for reconnection, pays the retailer’s reasonable charges (if any) or
accepts an offer of an installment plan for the retailer’s reasonable
charges.

(1) If a retailerhas arranged for disconnection of a customer’s
supply address due to—

(a) failure to pay a bill, and the customer has paid or agreed to
accept an offer of an installment plan, or other payment
arrangement;

(b) the customer denying access to the meter, and the customer
has subsequently provided access to the meter, or

{c) illegal use of electricity, and the customerhas remedied that
breach, and has paid, or made an arrangement to pay, for the
electricity so obtained, the retarler must arrange for reconnection
of the customer’s supply address, subject to—

(i) the customer making a request for reconnection; and

(i) the customer—

AL paying the retailer’s reasonable charge for reconnection, if any;
or

B. accepting an offer of an installment plan for the retailer’s
reasonable charges for reconnection, if any.

A retailer must forward the request for reconnection to the
relevant distributor within the umeframe specified.

(2) For the purposes of sub clause (1), a retailer must forward the
request for reconnection to the relevant distibutor—

(a) that same business day, if the request is recetved before 3pm
on a business day, or

(b) no later than the nexr business day, if the request is
received—

(1) after 3pm on a business day, or

(i) on a Saturday, Sunday or public holiduy in Western Australia.

We are satisfied that Synergy has effectively demonstrated that ir

meets compliance requirements of the licence condition and Code
of Conduct, in relation to reconnection of customers.

None i1s identified.

© Grant Thornton Australia Lid. All rights reserved.
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Obligation _ Billing

Compliance Rating 5

2007 Compliance Requirement

Manual Reference

261 A retailer must give notice to a customer of its tariffs and any

variations in its tariffs in the Government Gazette, in a local
newspaper and by notice to each customer.

Code of Conduct clause (1) A retafler must give notice to a customer of its tariffs and any
10.1(1) - variation in its tariffs, without limitation, —
() in the Government Guzerte;
(b in a local newspaper, or
© () by notice to each customer.

Observations Interviews with Synergy staff revealed the communication of a
tariff change undergoes a stringent process and validation.

Tarff changes are dictated by the State Government and the
. communication process involves Synergy to advise its customers of
such variations.

" Synergy engages in an implementation and communication
strategy, involving the engagement of business units including
legal, regulatory and audit to ensure accuracy and compliance with

. Code requirements and full review prior to communication to the

affected customers.

" Synergy has in place adequate strategies to ensure notification has
been made without limitation to the media outlets identified within
the Code.

~ Through our testing and examination, we are satisfied that Synergy
has policies, procedures and systems in place to effectively monitor

and manage compliance with the requirement of the licence
condition and the Code of Conduct. There are effective systems
and manual based controls to ensure the communication of tariff

_ change complies with the conditions ser out in the Code of
Conduct.

Issue None is identified.

& Grant Thomten Australin Lid. Al vights resen




j G rant Thornton

156

Syn:rgy Porformance Audit Report

Obligation
Compliance Rating

2007 Compliance

Manual Reference
262

Code of Conduct clause
10.1(2)

Observations

Issue

Billing / Tariff

5

Requirement

A retailer must give notice of any variations in its tariffs to each of
its customers affected by a vanation, in the timeframes specified.

(2) Nortwithstanding sub clause (1), a retarler must give notice to
each of tts customers affected by a variation in its tariffs as soon
as practicable after the vartation 1s published and, in any event, no
later than the next bill in a customer’s billing cycle.

Interviews conducted with relevant Synergy Staff identfied
notification strategies to enable variaton information to be
communicated to its customers as soon as practicable.

Synergy has on its billing document a facility for customer
information, which is utiised to publish mnff varaton
information.

Synergy’s project implementation team ensures the quality of
process, information and compliance with code requirements,
including the management and communication of tanff
information

Through our testing and examination, we are satisfied that Synergy

* has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
" condition and the Code of Conduct. There are effective systems

and manual based controls to ensure the variation of tanff
information is communicated within the umeframe specified as set
out in the Code of Conduct.

None is idenufied.

< Grant Thornion Australia Lid. All vights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
263

Code of Conduct clause
10.1(3)

204

Code of Conduct clause
10.1(4)

Code of Conduct clause
10.2(1)

266

Code of Conduct clause
102(2)

]
(o8
~I

Code of Conduct clause
10.2(3)

© Grent Thamnton Australia Lid.

Information and Communication

5

Requirement

A retailer must give a customer on request, at no charge,
reasonable information on the retailer’s tariffs, including alternatve
tariffs.

(3) A retailer must give a customer on request, at no charge,
reasonable mformation on the retailer’s tariffs, including any
alternative tariffs that may be available to that customer.

A retailler must give a customer the information requested on
tariffs in the manner and within the umeframes specified.

(4) A retailer must give a customer the information referred ro
under sub clause (3) within 8 business days of the date of
receipt. 1f requested by a customer, the retafler must give the

. information in writing.

A retailer must, on request, give a non-contestable customer its

billing data.

(1) A retailer must give a non-contestable customer on request
the non-contestable customer’s billing data.

A retailer must give the requested billing data at no charge in the
circumstances specified.

(2) If a non-contestable customer requests billing data under sub
clause (1)—

(a) for a pertod less than the previous two years and no more than
twice a year; ot

(b) in relation to a dispute with the retailer, the retailer must give

* the billing data at no charge.

A retailer must give the requested billing data within 10 business
days of the receipt of the request or payment of the rerailer’s
reasonable charge for providing the billing data.

(3) A retailer must give a non-contestable customer the billing
data requested under sub clause (1) within 10 business days of
the date of receipt of—

(a) the request; or

(b) payment for the retafler’s reasonable charge for providing the
billing data (if requested by the retailer).

[Note: Under sub clause (2), a retailer only has to provide the data
at no charge under certain conditions. If these conditions are not
satisfied, the retailer could opt to charge the customer a reasonable
charge for providing the data. Paragraph (b) has been included to

All vights resorved.
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Observations

Issue

recognise this situation.]

Synergy has clearly defined guidelines and procedures governing
the provisions of information and communicaton with customers.
The provision of information pertaining to tariffs is normally
discussed with customers over the phone by the CSRs. Where
customer requests written brochure, the internal policy of 5
business days to complete the request. There are no charges for
the provision of tanff information.

Synergy offers an online access for customers billing data through
“My Account” ar:

hetps:/ /www Synergy.net.au/Service_centre/Registered_Accounts
Jheml

The key features include:

® sclf registration;

¢ simple tabbed screen lavout with a dropdown list of accounts

and ‘calendar’ date selectors;

* see bill and payment history all the way back to 1995;

* view the bills themselves (last 3 years);

¢ view detals of each payment (where and when pad);

® u graphical presentation of billing history (up to 3 years on one
graph) and the ability to download the data;

. ® wview this year’s accounts compared with the previous year’s

(graph);

* view an electricity used graph and data download;

*  monitor greenhouse gas emissions;

® all the data can be downloaded and the graphs can be saved
and printed; and

® muake bill payments.

The online access via “My Account” enables customers to obtain
copies of their billing data, statements and history of financial
transaction at no cost.

Where customers do not have internet access, enquiries indicated

" that the terms for provision of billing data are in accordance with
the Code of Conduct.

Through examination and enquiry, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct. There are effectve system based controls to ensure the
manner of provision of rariff informaton and billing dara comply

* with the requirement of the Code of Conduct.

None is identified.

© Grant Thornton Sustralia Ltd. Al vights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
268

Code of Conduct clause
10.2

Observations

Issue

Information and Communication

5

Requirement

A retailer must keep a non-contestable customer’s billing data for
seven years.

(#) A retailer must keep a non-contestable customer’s billing
data for 7 years.

During interview with relevant personnel it was identified that
billing data is not archived.

There is no delete function which would enable billing data ro be
removed from records.

The IT infrastructure will not enable 2 manipulanon of the billing
data.

IT has a backup process & system located off site to ensure data is
not lost in the instance of a disaster. Data is currently retained for a
period of 14 years within CIS.

Controls are in place where the software system will enable
transaction adjustments to be made against the onginal data, but
not of the orginal data itself. This has been put into place to
ensure a transaction trail is established and the original billing data
is retained within the system.

Through our enquiry and examination, we are satisfied that
Synergy has policies, procedures and systems in place to cffectively
monitor and manage compliance with the requirement of the
licence condition and the Code of Conduct. There are cffective
systems based controls to ensure the billing dara is not removed
prior to the prior to the code requirements.

None is identified.

& Grant Thornton Australia Lid. Al rights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
269

Code of Conduct clause
10.3

Observations

Issue

Information and Communication

5

Requirement

A retuler must give a customer on request, at no charge, the
concession information specified.

A retailer must give a customer on request at no charge—

(a) information on the types of concessions available to the
customer, and

{(b) the name and contact details of the organisation responsible for
administering  those concessions (f the retailer is not
responsible).

Interviews with relevant personnel confirmed that Synergy has a
verified concession contact list which 1s available to customers
upon request.

The contact list contains the organisation name, the contact details
and the concesstons which are approved and accepted by Synergy.

Synergy provides the concession information on its website.

Synergy has an automated process which facilitates the provision

of concession information to a customer upon request. The
concession information 1s mailed to the customer from irs mail
house without charge.

Through our testing and examination, we are satsfied that Synergy
has policies, procedures and systems in place to effectvely monitor
and manage compliance with the requirement of the licence
condition and the Code of Conduct. There are effective systems
and manual based controls w ensure the customer is provided
concession information as identified by the Code of Conducr, free
of charge.

None is identified.

< Gramt Thornton Ausiralia Lid. Al rvights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
270

Code of Conduct clause
10.4

Code of Conduct clause
10.5

Information and Communication

5

Requirement

A retaller must give a customer on request, at no charge, the
general energy efficiency information specified.

A retailer must give a customer on request, at no charge, general
information on—

(a) cost effective and efficient ways to utilise elecrricity (including
referring a customerto a relevant information source);

(b) how a customer may arrange for an energy efficiency audit
at the customer’s supply address, and

" (¢) the typical running costs of major domestic appliances.

A retailer must give informaton to the customer, or refer the
customer to the relevant distributor for a response, if asked by a
customer for information relating to the distribution of electriciry.

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

. (1) give the information to the customer, or

Observations

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

Conststent with Clause 10.4 of the Code of Conduct, Synergy has
developed strategies to advise customer, at no charge, matrers in
relaton to cost effective ways ro unlse electricity o assist
customers in reducing their electricity consumption.  Procedures

" have been developed to train CSRs to discuss appliance usage with
specific examples of high consumpton.

Where customers request more specific information relating to

© energy utlisation or distribution of electricity, Synergy has adopted

the protocol of referring customers to relevant information source
at Western Power, Sustainable Energy Development Office
(SEDO), and Energy Safety WA as appropriate.

Through examination and interviews conducted with the CSRs we
are satisfied Synergy has policies, procedures, protocols and

systems in place to manage compliance with the requirement of the

Issue

¢ Grant Tharnton Australia Ltd.

licence and Code of Conduct. There are effective system (SOII
job escalation) and manual based controls (such as voice recording
monitoring and review) to ensure appropnate and adequate
information pertaining to electricity utilisation are provided to
customers.

" None is identified.

All rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
280

Code of Conduct clause
10.10

281

Code of Conduct clause
10.10

Observations

Issue

Information and Communication

5

Requirement

A retailer and distributor must tell a customer on request how the
customer can obtain a copy of the COC.

(D) A retasler and a distributor must tell a customer on request
how the customer can obtain a copy of the Code.

A retailer and distributor must make electronic copies of the COC
available, at no charge, on their websites.

(2) A retatler and a distributor must make electronic copies of the
Code available, at no charge, on the retailer’s or distributor’s
web site.

Examination of Synergy’s website confirmed that the Code of
Conduct was available.

The Code of Conduct was able to be printed from the Synergy web
site at no charge.

Interview with relevant 1T personnel indicated that they monitor
the website for correcrness of informaton and access to
information.

Interview with the manager from Brand and Equity also stated that
the web site is monitored to ensure Code Compliance.

If the Code of Conduct was not accessible on line then there i1s
help desk which can be called upon to invesugate and rectify the
issue as soon as practicable.

Through our examination and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place to ensure the
Code of Conduct is available free on the Synergy websire in
accordance with the Code of Conduct.

None 1s identified.

L Grant Thornion Australia Lid, Al rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
282

Code of Conduct clause
10.10(3)

Observations

Issue

Information and Communication

5

Requirement

A reraler and distributor must make a copy of the COC avalable
for inspecton, 2t no charge, at their offices.

(3) A retailer and a distributor must make 1 copy of the Code
available for inspection at the offices of the retailer and
distributor at no charge.

[Note: Hard copies of the Code will be available from the
Authority. The ERCF will make a recommendaton to the Minister

that the Authonty will provide for multple language versions of
the Code.]

Interview with relevant personnel identified copies of the Code of
Conduct were kept at the front counter at the Synergy enquiry
counter.

Random inspection of the front counter located two copies of the
Code of Conduct under the counter.

Responsible Synergy personnel stated they would print a copy for
the customer upon their request and provide the Code without
charge.

Through our testing and examination, we are satisfied that Synergy
has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
condition and the Code of Conduct.

None is identified.

© Gront Thornton Austratia Ltd. Al rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
2853

Code of Conduct clause
10.10

Observations

Issue

Information and Communication

5

Requirement

A retaller and distrbutor must inform a customer of any matertal
amendment to the COC that affects the customer’s rights and
obligations.

(4) Subject to sub clause (5), a retailer and a disttibutor must
inform a customer of any marerial amendment to the Code that
affects the customer’s rights and obligations in relation to the
retatler ot the distributor.

Synergy has in place a communication strategy to inform
customers of any matedal amendmeants to the COC.

Where customers’ rights and obligations are aftected, Synergy
identifies the material changes and engages information campaigns
to communicate the changes to its customers.

If the changes affect individual customers’ Synergy advises the
customers’ directly of any material changes.

A repeal and replacement of the Code of Conduct occurred in
changed in January, 2008. Interviews conducted with relevant
personnel indicate that Synergy advertised the Code of Conduct
change on its website and provided general notification through
media outlets.

The new Code is available on Synergy’s website, it is also available
free of charge by mail.

Through examination and enquiry, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct. There are effective monitoring controls present to
ensure where material amendments occur within the Code of

" Conduct, communication of the material changes are made to

Synergy’s customers.

None is identified.

© Grant Thornton Australia Ltd, All rights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
287

Code of Conduct clause
10.12(2)

Observations

Issue

Information and Communication

5

Requirement

A retailer must, if requested by a customer, advise the customer of
the availability of different types of meters or refer the customer to
the relevant distributor for a response.

(2) 1f a customer asks a retailer for information relating to the
availability of different types of meters, the retailer must—

(a) give the information to the customer, or

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

The informanon for the different types of meters is available at
Synergy’s website. Where requested by a customer who does not
have access to the internet, Synergy has procedures to send the
information out to the customer.

Through examination and enquiry, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct.  There are effective monitoring controls present to
ensure customers are advised of the availability of the different
types of meters.

None 15 identified.

< Grang Thornton Australie Ltd. All rights reserved.
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Obligation
Compliance Rating

2007 COmp'Iiance

Manual Reference
290

Code of Conduct clause
11.2

Code of Conduct clause
11.2

Observations

Issue

Customer Service Charter
5
Reqliirement

A retaler and distributor must give a customer on request, at no

charge, a copy of the Customer Service Charter.

(1) A retailer and a distributor must give a customer on request,
at no charge, a copy of the retailer’s or distributor’s Customer
Service Charter.

A retailer and distributor must provide a copy of the Customer
Service Charter to a customer who requests a copy, within two
business days of the request.

(3) For the purposes of sub clause (1), a retailer or « distributor
- must give a copy of the Customer Service Charter to a customer
. within 2 business days of the customer’s request.

The Customer Service Charter 1s avatlable at Synergy’s website and
can also be obtained through the customer service officer at

" Synergy’s office front counter. Where requested by a customer
" who does not have access to the internet, Synergy has adequate
" protocols to send the information out to the customer.

" Through examination and enquiry, we are satisfied Synergy has

policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of

" Conduct.

None is identtfied.

@ Grant Thornton Austratia Lid, Al rights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
2901

Code of Conduct clause
11.2

Observations

Issue

Marketing

5

Requirement

A retaler and distbutor must make avalable to contestable
customers, at no charge, a copy of the Customer Service Charter.

(2) As soon as practcable after 1 January 2005, a retailerand a
distributor must make available to a contestable customer, at no
charge, a copy of the retailer’s or distributor’s Customer Service
Charter.

Based on our enquiries and interviews it was identified thar
Synergy makes available the Customer Service Charter to
Contestable Customers at no charge.

The Customer Service Charter can be down loaded from the
Synergy website; alternatively the Contestable Customer can
contact the Customer Service Representatives or their respective
Business Managers, who will arrange for a copy to be posted to the
customer without charge.

The Business Managers provide a 72 hour follow up phone call to
enquire whether the Contestable Customer had received the
information requested.

Interviewees stated the Contestable Customer is provided with a

Customer Service Charger with their initial contract information.

The Customer Service Charter is avalable and supplied tw
contestable customers at no charge.

Through our examination and enquiry, we are satisfied there are
appropriate policies, procedures and systems in place, to ensure a
contestable customer is able to obtain a copy of the Customer
Service Charter at no charge.

None s identified.

© Grant Thornton Australia Lid. All rights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
293

Code of Conduct clause
12.1(3)

Observations

Issue

Information and Communication

5

Reﬁuirement

A retaler, distnbutor and marketer must develop, mamtain and
implement an internal process for handling complaints and
resolving dispures.

12.1 Obligation to establish complaints handling process

(1) A retailer, distributor and marketer must develop, maintain
and implement an internal process for handling complaints and
resolving disputes.

Synergy has m internal process for handling complaints and
resolving disputes.

The Complaints procedure was developed in conjunction with the
Energy Ombudsman and other relevant key stakeholders.

The Complants policy is reviewed on an annual basis and provides

the framework by which the complaint resolution process is to take

place and 1s available to customers from the Synergy Website and
the Synergy Customer Service Charter.

Synergy has open communication with the Energy Ombudsman
which enables discussion and timely review of Synergy’s complaint
handling process

Synergy has provided complaints policies with mark ups which
demonstrate the revision and alteration based on the review
process.  The complaints policy is dated and recorded in
chronological order within the Document Management System.

Through our testing and examination, we are satisfied thar Synergy
has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
condition and the Code of Conduct.

None 1s identified.

© Grang Thormnton Australia Lud. Al vights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
294

Code of Conduct clause
12.1(2)

Observations

Issue

Information and Communication

5

Requirement

A retailer, distributor and marketer must develop, maintain and
implement a complaints handling process that meers the specified
requirements.

(2) The complaints handling process under sub clause (1) must—
(a) comply with Australian Standard 4269:1995;

(b) address at least—

(i) how complaints must be lodged by customers;

{Note: For example, in writing.]

(i) how complaints will be handled by the retailer, distributor ot
marketer, including—

AL asdght of the customer to have its complaint considered by a
senior emplovee within each organisaton of the retailer,
distributor or marketer, if the customeris not satisfied with the
manner in which the complaintis being handled,;

B. the information that will be provided to a customer,

(i) response umes for complaiats,

(iv) method of response; and

() be available at no cost to customers.

Interviews with relevant personnel confirmed the complaints
handling process was designed against the ISO and AS framework.

Review of the complaints policy idenufied the information
contained within the policy addressed the criteria specified within
the code.

The complaint policy identifies the escalation entutlement and the
response tmes specified within the Code of Conduct and arc
available without cost, on the Synergy web site. Alternatively, a
customer can contact Synergy and have a complaint policy and
complaint form sent to them at no cost.

Synergy has an automated function within Customer Information
System (CIS) to identify the request of the customer and have the
mail house send out the compluint policy and complant paper
work free of charge.

None 1s identified.

«© Grant Thornton Australic Ltd. All righis reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
297

Code of Conduct clause
12.2(1)

Observations

Issue

Service Standard Payments

5

Requirement

A retailer, distributor and marketer must develop a guideline that
assists their staff in delineating customer queries and complunts,
and provides for the classification of customer complaints.

complaints

(1) A retadler, distributor and marketer must develop a guideline
that—

(a) assists their respective staff in delineating customer queries
from customer complaints, and

(b) provides for the classification of customer complaints.

- [Note: When developing a classification system for customer

complaints, a retailer or a distributor may choose to employ the
classificatton system used for record keeping on customer

~ complaints (see Part 13) ]

Synergy has in place 2 complaints policy which provides a guideline
1o its staff as to delineating complaint and quenies. The guidelines

" were developed with supporr from the Ombudsman.

Interviews with relevant personnel indicated that they were aware
of the delineation of complaint and query. The interviewees were
able to refer to the internal “knowledge base” as a reference and

the complaints policy itself.

Interviewees stated they participated in rraining which assisted their
understanding of the complaints policy and delineation. Training
records supported their statement.

Through our testing and examination, we are sausfied thar Synergy
has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
conditton and the Code of Conduct. There are effective systems
and manual based controls to ensure the guidelines that assist their
staff rtowards understanding the delineaton of complaint and query
as required by the Code of Conduct.

" None 15 identified.

¢ Grant Tharnton Australia Ltd. All rights reserved.
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Obligation Service Standard Payments

Compliance Rating 5

2007 Compliancé Requirement
Manual Reference

299 A retailer, distributor and marketer must give a customer on
request, at no charge, information that will assist the customer in
utilising the respective complaints handling processes.

Code of Conduct clause 12.3 Information provision

12.3 A retailer, distributor and marketer must give 2 customer on
request, at no charge, information thar will assist the customer in
utilising the respective complaints handling processes.

Observations Interviews with relevant personnel identified sound understanding
with the complaints handling process.

Synergy provides information relating to the complaints handling
process on its website free of charge.

Customer Resoluton Coordinarors  provide assistance and
guidance to a customer information to assist the customer utilise
the respective complaints handling process free of charge.

Synergy has in place an Independent Customer Advocate who also
provides guidance to customers in utilising the respective
complaints handling process.

Assistance is provided over the phone, alternatively informarion
relating to the complaint resolution process is sent to the customer

through the post.

Through our testing and examination, we are sausfied that Synergy
has policies, procedures and system in place to effectively monitor
and manage compliance with the requirement of the licence
conditon and the Code of Conduct. There are effective systems
and manual based controls to ensure the customers are provided
without charge, assistance in utilising the complaints handling
process as required by the Code of Conduct.

Issue Ndﬂt is identified.

& Gramt Thornton Australia Lid. A6 rights reserved.
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Obligation Service Standard Payments

Compliance Rating 5

2007 Compliance Requiremeﬁt
Manual Reference

300 A retailer, distributor and marketer who receives a complaint that
does not relate to its functons, must refer the complaint ro the
appropriate entity and inform the customer of the referral.

Code of Conduct clause Obligation to refer complaint

12.4 When a retailer, distcibutor or marketer receives a complaint
that does not relate to its functions, it must refer the complaint to
the appropriare entity and inform the customer of the referral.

Observations During our enquiries we confirmed that the process relating to
complaint redirection existed.

Interviewees were conversant with the process and had redirected
complaints to relevant entities as requured.

Where a written complaint is received which did not relate to
Synergy, a letter 15 sent to the complainant to adwvise of the
redirection. In the instances where the complaint is received over
the phone, the complainant is advised immediately with regards to
the redirection.

Where the entity is not clearly identifiable the complaint
redirection is to the Ombudsman.

The Complaint Resolution Coordinators and the Customer
Advocate monitor the nature of the complaint and the redicecton
process to ensure the customer has been redirected appropriately.

Through our testing and examination, we are satsfied that Synergy
has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
condition and the Code of Conduct. There are effective systems
and manual based controls to ensure the customers are provided
without charge, assistance in utlising the complaints handling
process as required by the Code of Conduct.

Issue None 1s identified.

< Gremt Thomiton Australia Lid, Al vights reserved,
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
301

Code of Conduct clause
12.5(1)

Observations

Issue

Service Standard Payments

5

Requirement

A rerailer, distributor and marketer must keep a record of each
complaint and provide information regarding the complaint to the
Authority or electricity ombudsman upon request.

12.5 Record keeping

(1) A retailer, disteibutor and marketer must —

(1) keep a record of each complaint made by a customer,

() on request by the Authority, give 1o the Authority the
information referred to under paragraph (a); and

(c) on request by the electricity ombudsman in relation to a
pacticular complaint, give to the electricity ombudsman
information that this Part requires the retailer, distributor or
marketer to keep, and any other information that the retailer,
distributor or marketer has, reluting to the complaint.

Synergy maintains a record of the complaints recetved and the
complaint artzibutes.

Synergy prepares a monthly report which advises the senior
management of the total number of complaints, source of
complaint and nature of complaint.

The total numbers of complaints are reported to the Authority
upon request. The report 1s provided to the Authority by the
Legal, Regulatory and Audit business unit.

Details relating to complaints  dealings are provided to the
Authority on an annual basis, apart from the exception requests.

Telephone complaint records are maintained within the CIS.
Written submissions are provided with an identification number
(DMS) and are then archived after the appropriate course of action
has taken place and subsequent ime has passed since finalisation.

Through our testing and examination, we are satsfied that Synergy
has policies, procedures and systems in place to effectively monitor
and manage compliance with the requirement of the licence
condition and the Code of Conduct. There are effective sysrems
and manual based controls to ensure the number of complaints are
recorded and reported to the Authority upon request as required
by the Code of Conduct.

None is identified.

& Grani Tharnton australia Lid, Al vights eserved.
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Obligation Service Standard Payments

Compliance Rating 5

2007 Compliance Requirement
Manual Reference

302 A reraler, distributor and marketer must keep records of
complaints and dispute resolution for at least three years after the
date on which the complaint was resolved.

Code of Conduct clause (2) A retailer, disteibutor and marketer must keep the records
12.5(2) referred to in sub clause (1)(a) for at least 3 years after the date on
which the complaint was resolved.

Observations Synergy has in place an overarching procedure that governs
document and data retention. The policy framework is based on
the State Record Act and the period by which documents and data
must be retained, being 7 years unless specifically identified within
the internal policy.

This policy did not have the specific time period for which
complaints must be retained and therefore the retention period by
policy is defaulted to the minimum 7 year period.

Records of written complaints were able to be extracted dating
back to the formation of Synergy.

_ Complaints which have been electronically recorded within CIS
_ have not been archived and records were able to be extracted for
the date of the formation of Synergy.

Through examination and enquiry, we are satisfied Synergy has
Oug . )

policies, procedures, protocols and systems in place to manage

compliance with the requirement of the licence and Code of

Conduct.  There ate effective monitoring controls present to

ensure complaints records are kept for a mintmum period of three

years are prescribed by the Code of Conduct.

Issue ‘None is identified.

@ Grent Thornton Ausiraifa Lid, AR vights raservad.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
303

Code of Conducr clause
13.1

Observations

¥ Grant Thormiton Australia Lid.

Information and Communication

5

Requirement

A retailer, distributor or marketer must keep a record or other
information as required to be kept by the COC for at least three
years from the last date on which the informaton was recorded,
unless expressly provided otherwise.

13.1 Records to be kept

Unless expressly provided otherwise, a retailer, distributor or
marketer must keep a record or other information that a retailer,
distributor or marketer is required to keep by the Code for at
least 3 vears from the last date on which the information was
recorded.

Interviews with relevant personnel identified 1T provides and
supports the network infrastructure which maintains and records
all data transactions throughout Synergy.

The dara within the information system is not archived. The data
is backed up off site by an external agency. Darta can be retrieved
from the information system dating back to the formation Synergy.

Svnergy has an organisation wide document and data management
ynergy has a g ) g
policy which is designed against the State Records Act.

The document and data management policy 15 aligned with the
Code requirements. For items identfied within the policy that do
not have a specified tmeframe, the policy strates the records must
be kept for a minimum perod of 7 years.

Hard copy documents are archived in accordance with Synergy’s
archiving process. Documents were able to be recalled dating back
to the establishment of Svnergy. The documents were recalled
from archive within a 24 hour period.

The software infrastructure is reviewed by the system managers
and system health checks are run to ensure system integrity.

Where a hard copy document is archived the document is provided
with an identification number and recorded within the Document
Management System with a description of the document.

Through our enquiry and examination, we are satisfied that

Sy nergy has policies, procedures and systems in place to effecuvely
monitor and manage compliance with the requirement of the
licence conditon and the Code of Conduct. There are effecuve
systems based controls to ensure records are retained for the

Al rights vegervert
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specified peniod or at least 3 years from the last date information
was recorded.

Issue None is idenufied.

« Gipnt Thornton Australia Ltd. Al vights reserved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
304

Code of Conduct clause
13.2

Observations

Issue

© Grang Thomioo Australis Lid. Al vighis reg

Record Keeping

5

Requirement

A retailler must keep a record of the total number of customers
under the affordability and access indicators specified.

(1) A retailer must keep a record of the total number of its
customers who—

{a) have been assessed as experiencing financial hardship,

(b) are subject to an installment payment plan under Part 6;

(c) have been granted additional time to pay their bill under Part 6;
(d) have been placed on a shortened billing cycle,

() have been disconnected in accordance with clauses 7.1 to 7.3
for failure to pay a bill;

(f) have been reconnected at the same supply address within 30
days of having been disconnected for failure to pay a bill; and

(g) have provided a refundable advance.

It was established that IT maintains the infrastructure and systems
to enable data to be extracted from Customer Information System

(CIS).

IT has designed CIS to enable the front end user to identfy a
customer’s category by placing the relevant code within a
respective field.

I'T is able to run a SQL to report the number of customers which
fall within the respective categories defined by the Code.

CIS retains the record of the total number of customers under the
affordability and access indicators specified.

Through our enquiry and examination, we are satisfied that
Synergy has policies, procedures and systems in place to effectively
monitor and manage compliance with the requirement of the
licence condition and Code of Conduct. There are effective
systems and manual based controls to ensure records are kept in
relation to the total number of customers under the affordability
and access indicators defined within the code.

Our testing did not reveal any instances of exceptions or non-
compliance with the requirement of clause 13.2 of the Code of
Conduct.

None is identufied.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
307

Code of Conduct clause
135

Observations

Issue

Record Keeping

5

Requirement

A retailer must keep a record of the total number of residential and
business accounts held by its customers.

(1) A retailer must keep a record of the total number of—

(a) residential accounts; and

(b) business accounts, held by its customers.

[Note: A retailer must keep a record of the number of accounss, not
customers.]

(2) In this clause— “business account” means an account for
which a customer is eligible to receive a tariff other than a tanff
for the supply of electricity for residential purposes.

It was established that I'T maintain the CIS and REDS system,
where part of the functonality 1s the retention of the customer
account details.

Both systems maintain records relating to revenue and customer
accounts.

The data base integrity is checked on a regular basis and a backup
process occurs off site.

Through our enquiry and examination, we are satisfied that
Synergy has policies, procedures and systems in place to effectively
monitor and manage compliance with the requirement of the
licence condition and the Code of Conduct. There are effective
systems based controls to ensure Synergy keeps a record of the
total number of accounts held by its customers as required by the
Code of Conducr clause 13.5.

None is identified.

& Geant Thornton Australia Lid. Al vights reserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
313

Code of Conducr clause
14.2(1)

Observations

Basis of Bill

5

Requirement

A retailer must pay the stated compensation to an eligible customer
where the customer is not reconnected in the manner specified and
an exception to payment does not apply.

14.2 Facilitating customer reconnections

(1) Subject to clause 14.7, where a retailer is required to arrange a
reconnection of a eligible customer’s supply address under Part
8

(a) but the retailer has not complied with the time frames
prescribed in clause 8.1(2); or

(b) the retailer has complied with the time frames prescribed in
clause 8.1(2) but the distributor has not complied with the ume
frames prescribed in clause 8.2(2), the retarler must pay to the
eligible customer $50 for each day that 1t 1s late, up to a
maximum of $250.

Based on our interviews and examination of records relating to
Service Standard Payments, Synergy paid the eligible customer
where the customer was not reconnected in the manner specified.

Synergy has a review process in place to monitor the reconnection
of a customer. The reconnection is monitored through the CIS
system and the Complaint Resolution Coordinators monitor those
which have been identified as having been of issue.

Synergy has been proactive in their approach relating to Service
Standard Payments. The Complaint Resoluton Coordinators
identify customers who have not been reconnected in the manner
specified and credit the customer with the Service Standard
Payment and advise the customer accordingly.

Service Standard Payment amounts are monitored and reviewed by
the Area manager.

Service Standards Payments are generated by one Complaint
Resolution Coordinator and approved by another after a review
has been performed of the notes on the customer’s account.

The Service Standard Payments are in accordance with the value

identified within the Code of Conduct.

Through examination and enquiry, we are satsfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct. The prescribed Service Standard Payment where a
customer has not heen reconnected in the manner specified 1s pad
in accordance with the Code of Conduct.

4 Gram Thormipn dustraip Ll Altrights resgyued.
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Issue None 1s identified.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
315

Code of Conduct clause
14.3

Observations

Basis of Bill

5

Requirement

A retailer must pay the stated compensation to an eligible customer
where the retailer has failed to follow any of the specified
procedures prior to disconnection for a failure to pay and an
exception to payment does not apply.

14.3 Wrongful disconnections
Subject to clause 14.7, if a retailer fails to follow any of the

- required procedures prescribed under Part 6 (if applicable) and

Part 7 of the Code prior to disconnecting an eligible customer
for failure to pay a bill, the retailer must pay to the eligible
customer $50 for each day that the eligible customer was
wronghully disconnected, up to 2 maximum of $ 230.

Based on our interviews and examination of records relating to
Service Standard Payments, Synergy paid the eligible customer the
relevant Service Standard Payment where Synergy failed to follow
the specified procedures prior to disconnection for failure to pay.

Synergy has a policy in place which recognises wrongful
disconnection which takes into consideration a customer who has
been wrongfully disconnected outside the parameter of failure to
pay.

Where a complaint has been received by a Customer Service
Representative in reladon to a wrongful disconnection, the
complaint is escalated to the Complaints Resolution Coordinator
who examines the nature and basis of the complaint.

Complaints Resolution Coordinators are conversant with the
disconnection process.

In the situation where the disconnection has been determined
wrongful, the Customer Resolution Coordinators credit the

. customer with the applicable Service Standard Payment. The Area

manager performs a review of the Service Standard Payments
made.

Service Standards Payments are generated by one Complaint

Resolution Coordinator and approved by another after a review

has been performed of the notes on the customer’s account.

- Through examination and enquiry, we are satisfied Synergy has

policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct.  The prescribed Service Standard Payment where a
customer has not been wrongfully disconnected is pad in
accordance with the Code of Conduct.

£ Grang Thomiton Aggtralia g, Al righls rosereet
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Issue None is identified.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
316

Code of Conduct clause

14.4(1)

Observations

Issue

© Granmt Thomton Australia Lig.

Basis of Billing

5

Requirement

A retailer must acknowledge and respond to a written query or
complaint by an eligible customer within the timeframes

prescrabed.

(1) Upon receipt of a written query or complaintby an eligible
customer, a retailer must—

(a) acknowledge the query or complaintwithin 10 business days,
and

(b) respond to the query or complaint by addressing the matters
in the query or complaint within 20 business days.

Interview with relevant Synergy personnel identified they arc
conversant with the tmeframes specitied within the Code of
Conduct and the need to respond to complaints within a specified
timeframe.

Complaint procedure recognises the tmeframes specified by the
Code of Conduct. The complaints sub sequence also recognises
the ume frame specified.

Synergy’s CIS records complaints received by customers. The IT
system identifies the date of which the complaint are recorded and
the response date.

The Complaint Resolution Coordinators monitor the complaint
report to ensure complaints are acknowledged and responded to
within the time frame specified.

The area manager monitors and reviews the daily complaint report.

The “daily complaint report” is provided to the Complant
Resolution Coordinators twice a day. Complaint Resolution
Coordinators check the report to ensure the customer have
received an acknowledgement and response have been provided
within the time frame specified.

Through examination and enquiry, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage

compliance with the requirement of the licence and Code of
Conduct.

None 1s identified.

All rights reserved.



* Grant Thornton

184

3vnergy Performance Audd Heport

Obligation

Compliance Rating

2007 Compliance

Manual Reference
317

Code of Conduct clause

14.4(2)

Observations

Issue

Basis of Bill

5

Requirement

A retatler must pay the stated compensation to an eligible customer
where the retailer has failed to acknowledge or respond to a query
or complaint within the timeframes prescribed and an exception to
payment does not apply.

(2)Subject to clause 14.7, if a retailer fails to acknowledge or
respond to a query or complaint within the time frames
prescribed under sub clause (1), the retailer must pay to the
eligible customer $20.

Interviews conducted with the relevant personnel established they
are aware of the umeframes specified within the Code of Conduct.
Relevant personnel are aware of the Service Standard Payment
which obliges Synergy to pav a Service Standard Payment where
Synergy has failed to acknowledge the complaint in the timeframe
specified.

Synergy has in place process and procedures that acknowledge the
Service Standard Payment of $20.

A daily complaint report is monitored by the Complaint Service
Coordinators and the Area manager to ensure responses are
provided within the timeframes specified and mitgate a failure to
acknowledge a complaint.

Where a Service Standard Payment is made by one Complaint
Resolution Coordinator an approval by a second Complaint
Resolution Coordinator is required. All Service Standard Payments
are reviewed by the Area manager.

Through examinaton and enquiry, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct.

None is identified.

< Gramt Thornton Australia Lid. Al rights rescrved.
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Obligation
Compliance Rating

2007 Compliance

Manual Reference
322

Code of Conduct clause
14.8(1)

Observations

Issue

Basis of Bill

5

Requirement

A retailer who 1s required to make a compensation pavment for
failing to sausfy a service standard, must do so in the manner

specified.

14.8 Method of payment

(1) A retailer who is required to make a payment under clauses
14.2, 14.3 or 14.4 must do so—

(a) by deducung the amount of the payment from the amount due
under the eligible customer’s next bill;

(b) by payving the amount directly to the elfgible customer, or

(c) as otherwise agreed between the retailer and the eligible
customer.

As a result of interviews with relevant personnel, it was identified
that where a Service Standard Payment was required to be made,
Synergy credited the customer’s account with the entitled amount.

A review was performed on a sample of customer’s who were
entitled to the Service Standard Payment. A credit entry and the
value on the customer’s account were In accordance with the
customer’s entitlernent. The historical debt recognised the Service
Standard Payment credit and reduced the customer’s debt
accordingly.

Where a customer is deemed to be entitled to a Service Standard
Payment a staged review is performed of the entitlement and the
conditions resulting in the payment itself.

The Area manager reviews the service standard payments made to
ensure they are in accordance with Code of Conduct obligations.

Through examination and enquiry, we are satisfied Synergy has
policies, procedures, protocols and systems in place to manage
compliance with the requirement of the licence and Code of
Conduct.

None is identified.

£ Grant Thormnton Australia Lid, Al rights veserved.
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Obligation

Compliance Rating

2007 Compliance

Manual Reference
367

Observations

Issue

Meter Installations

5

Requirement

A Code partcipant who becomes aware of an outage or
malfunction of a metering installation must advise the network
operator as soon as practicable.

It was established the IT support the network infrastructure to
enable notification to be made to the network operator where the
notification takes form of an electronic or data format.

IT procedures and processes are in place to ensure business
continuity and such information can be communicated to the
network operator as soon as practicable.

Synergy process requires a service order to be raised; the Code
does not require the notification to take place through the business
to business portal.

Synergy identifies the preferred communicaton of the outage or
malfuncton is through the portal to the network operator.

Through our enquiry and examination, we arc satisfied that
Synergy has policies, procedures and systems in place to effectively
monitor and manage compliance with the requirement of the
licence condition and the Retail Licence Condition. There are
effective systems and manual based controls to ensure the meter
malfunctions and outages are commumnicated to the network
operator as soon as practicable in accordance with the Retail
Licence Condition 5.1.

None 15 identified.

@ Grant Thormton Australia Lt Al nodis reasrvagt,
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Obligation Data Management
Compliance Rating 5
2007 Compliance Requirement
Manual Reference
424 A user that collects or receives energy data from a metering

installation must provide the network operator with the energy
data (in accordance with the communication rules) within the
timeframes prescribed.

Retail Licence condition If a mer collects or receives energy data from a metering installation

5.1 then the wer must provide the wetwork operator with the energy data
(in accordance with the communication rutesy within 2 business days
after collecting or receiving the exergy data {or such other ume as is
specified in the applicable service fevel agreement)

Observations It was established that IT supports the network infrastructure to
enable collector or recetver of metering energy data is provided to
the network operator in accordance with the communication rules
and the timeframes specified.

All metering data is identified as the property of the network
operator.

IT mamnrains the system infrastructure to enable the data to be
captured within CIS and then communicated to the network
operator through the communication portal within the timeframe
specified.

The transfer of data is an automated process which is executed on
a half hourly basis through batch runs. The integrty of the IT
infrastructure is maintained and the accuracy and timeliness of data
transfer is monitored by system and manual processes. The half
hourly batch runs ensure the information i1s communicated to the
network provider within the timeframe specified being the two
business days.

Through our enquiry, we are satisfied that Synergy has policies,
procedures and systems in place to ctﬂcuvelv monitor and manage
compliance with the requirement of the llnence condition and the
Retails Licence Conditions. There are effective systems and
manual based controls to ensure the energy metering data is
communicated to the network operator with the time period set
out in the Retail Licence Condition 5.1.

Issue None 1s identified.

© Grant Thornion Australia Ltd. Al rights resersad
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Obligation

Compliance Rating

2007 Compliance
Manual Reference

425

Electricity
Metering  Code
5.17(1)

Observations

Industry
clause

Data Management

5

Requirement

A user must provide standing data and validated (and where
necessary substitured or estimated) energy data to the user’s
customer, to which that information relates, where the user is
required by an enactment or an agreement to do so for billing
purposes or for the purpose of providing metering services to the
customer.

(1) A nser must, in accordance with this Code:

(1) provide the validated, and where necessary snbstituted or estimated,
energy data, provided to it or obrained by it under this Cor, to the
aser’s customer to which that information relates where the sseris
required by an enactment or an agreement to do so for billing
purposes or for the purpose of providing wmefering services to the
customer, and

{Note: a meris required to disclose certain energy data to its customers
in order to bill those wwtomers. Those requirements may be
expressed in other enactments such as clause 4.4 of the Code of

Conduct.}

It was established that IT supports the network infrastructure to
enable standing data and validated energy data to the user’s
customer, to which the informaton relates.

The communication platform is maintained by Synergy 1T to
enable standing dara to be extracted for the purposes of providing
metering services.

I'T maintains the MBS, Retail Bridge and REDS to enable the
standing data to be extracted through CIS for billing purposes.

CAS and CSC are engaged as disaster recovery to ensure business
continuity.

Business continuity and disaster recovery policy is currently being
revised through the BT process.

The combined above activities enable the user to provide both
standing and validated data for the purposes of providing merering
and billing data.

Through our enquiry and examination, we are satisfied that
Synergy has policies, procedures and systems in place to effectively
monitor and manage compliance with the requirement of the
licence condition and the Electricity Industry Metering Code.
There are effective systems to ensure the standing and validared

© Grant Thornton Australia Ltd. All rights veseved.
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data is able to be provided for the purposes as specified by the
Electricity indusuy Metering Code clause 5.

Issue None 1s identified.
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Appendix 3 — Audit Evidence
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83 and Proc

Networ f/\*; P!f‘ 3128744
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Zi.}proval S infer O )fmmo,ns sz‘\Luﬁ

113 -
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Welcome 10 Synergy DMS #3083848
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ot Conduct, Small Use Cusiomers)
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117
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1 Cusioimer Movements General - New Connaction
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3Y 1Y
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Code Gomplian! Quibound Sales &
Do not Contact Register DMS
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CCKB - General Knowlsdge - M — Malling address

180  Sample bills in DMS 3060001 and 3050002
83 " Sign off rooscunmentation as per DL ASHI0ARTH4

. Selfread card. .
184 faax / Estrepon by Wesiem Powar

Magmun Estimaies” report sent o Westerm Power

83 MS# $08559
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rnowledge Base Customear Experience (Ganeval Knowledge B
Estimaied Readings)

CKB - Procedures - High Accounts - Check Customsr History - MRRC, CCKS
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