
GrantThornton 
Synergy Performance AudU Report 

Synergy 

Electricity Retail Licence 

Performance Audit Report 

October 2008 

(jj Grant Thcmton Austraita L.;d, A!' iicnt-s !e'5;t!"a<j. 



GrantThornton 
Synergy Pei'tormance Audil Report 

AS 4360:2004 

Au thor in ' / E R A 

B M G 

Bus iness M a n a g e r 

C C K B 

CIS 

C O C / Code of C o n d u c t 

CSR 

C T R 

Collect ion Let ter Fee 

Collect ions N o t i c e 

C o l u m b u s 

C o m p l i a n c e Coord ina to r s 

C o m p l i a n c e Reg i s t e r 

C o m p l i a n c e T e a m s 

C o n t a c t Cen t r e 

Con tac t Cen t re Bul le t in 

Con tac t Cen t re Knowledge 
Base 

Credi t M a n a g e m e n t 

Cul ture of C o m p l i a n c e 

C u s t o m e r a n d Brand 

Equity 

Austral ian/New Zealand Standard 4360-2004 Risk Management 

Economic Regulation Authority 

Business Managers Group 

Svnerg)''s customer account relationship managers for contestable 
customers 

Contact Centre Knowledge Base. A repositor)- 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 Electricm' to 
Small Use Customers 2008 

Customer Service Representative 

Customer Transfer Request used to transfer customers betvi'een 
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 

Synergjf's Project to develop and implement a new customer 
relationsliip management system 

Senior Departmental representatives on the respective Retail and 
VOTiolesale Compliance Teams 

Synergy's listing of Licence Conditions with reporting t\'pe, risk 
an;ilysis and internal controls for each condition 

Wliolesale 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 Sen.ace Representatives 

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

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

A team of employees within Synergy specifically 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 serv'ice that align 
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C u s t o m e r Reso lu t ions 

C u s t o m e r T r a n s a c t i o n s 

C u s t o m e r Trans fe r Code 

C u s t o m e r Service Officer 

D M S 

D N C 

D u a l fuel con t rac t 

E l A 2004 

Field Credi t Officers 

I B A A N 

I T 

Inc iden t 

I n t e rna l Contro l 

LRA 

LS 

Late P a y m e n t Fee 

M B S 

M e t e r i n g C o d e 

N R 

N W 

N e t w o r k T r a n s a c t i o n 

P W Q 

RBS 

R E D S 

R E B S 

R O C C 

Reta i l Br idge 

>vith Synergy's brand 

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

A team of Synergy employees specifically assigned to work associated 
with customer transactions, particularly billing 

Electricit)' Industn ' Customer Transfer Code 2004 

Customer Service Representative 

Synergy's document management system. Document numbers are 
prefixed with " D M S " 

D o not contact. Indicates a customer who does not want to be 
contacted for marketing purposes 

Contract for the supply of electricity and gas 

Electricity' Indus tn 'Ac t 2004 

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

Customer Reladonship Management system 

Synergy's Information Technology department 

A sittuition or event if not addressed which may result in a regulaton' 
breach 

Process or procedure that demonstrates a licence condition is met 

Department of Legal Regulatoty and Audit 

Life Support. Indicates a customer who operates Hfe support 
equipment at the premise supplied with electricin' 

Charged levied to recover the cost of sending a payment reminder 

Network Operator's Metering Business System 

Electricity Industn ' Metering Code 2005 

Not reportable licence condition 

Network 

Transmittal of a request to the network operator 

Pending work queue in the Customer Information System used for 

authorising transactions 

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

Revenue Energy & Demand System 

Renewable Energy By-back Scheme 

Register of Contestable Customers 

The Retail Bridge is the system that facilitates customer data to be 
forwarded from Synergy's Customer Information System to Western 
Power's Metering Business System 
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Retai l Sales 

SLA 

SAP 

S O U 

S t a n d a r d T e r m s of 
C o n d i t i o n s 

T y p e 1 

;2 

U E R 

W P 

A department within Synerg)' delivering retail services to customers 

Service Level Agreement 

Systems and Applications Products operating system currently being 
used to develop Synergy's future customer relationsliip 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 

Electricit)' Retail Licence condition requiring immediate reporting to 
the Economic Regulation Authority' when non compliance occurs 

Electricit)' Retail Licence condition that requires annual reporting as 
part of the retailers annual Compliance Report when non compliance 
occurs 

Unbilled error report. Listing of accounts that requne billing 
adjustments before being issued 

Western Power 
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1. Background 

O n 30 March 2006, Svnerg\' was granted an electricin,' retail licence ("licence") by the 

EconoiTUc Regulation Authorit)' (the "Authorit)'"). The licence provides Synergy with the 

legal abilit)' to sell electricity to almost 1 million end use customers. 

Synergy's licence is subject to a nuinber of obligations contained within the licence itself; the 

Electricity' Industn ' Act 2004 (the "Act") , regulations and industry codes of practice. 

Sectiori 13 of the Act requires Synergy to provide the Authorit)' with a performance audit 

conducted by an independent expert approved by the Authority not less than once eveiy 24 

months (or such later date approved by the ER_\). The Authorit}' approved Grant 

l l i o r n t o n to conduct the performance audit. 

Grant Thornton have conducted the performance audit in accordance with Australian 

Auditing Standard (AUS) 806 "Performance Auditing" 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 qualiry standards referred to in the licence. 

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, AustraUan/New 

Zealand Standard 4360:2004. Grant Thornton have assessed the controls and performance 

agiunst those standards by Synergy with the relevant licence obligations through a 

combination of interviews/enquiries, examination of documents and det;uled testing. 

Preliminary analysis was performed on the licensing framework for the electricity ret-.til 

licence to ascertain the performance and compliance audit requireinetits of Synergy and to 

determine the nature and extent of audit activit}'. Gran tThorn ton have prioritised the audit 

coverage based on the risk profile widi the emphasis on providing greater focus and depth 

of testing for higher risk areas. 

'p Grant Thornton Aostraiiii Ltd. Al'i ritji-iis res&r 
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2. Objective 

The audit objective is to evaluate the adequacy and effectiveness of controls implemented 

by Synergy to fulfill its obligations in coniplying with the performance and quality standards 

referred to in the licence. 

Tlie audit focuses on the systems and processes used to ensure compliance with the 

standards, outputs and outcomes required by the licence. 

Link to Risk A s s e s s m e n t 

CXir approach to adopt the Austral ian/New Zealand Standard 4360:2004 risk assessment 

framework ensures a consistent approach to determining areas of higher risk with the view 

of providing a greater focus and depth of testing to provide sufficient assurance of 

compliance and effective control. 

As part of the risk evaluation methodology to assess Synergy's aijility to manage its risks, 

Grant ' i l iornton 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 cotnpliance register and 
incident log); 

• Information systems (Custoiner Information System database, IBAHN, Lotus Notes); 

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

• l\fonitoring of controls (management review, internal audit, external audit). 

During the conduct of die audit, as evidence is gathered on the effectiveness of the controls 

and where risks have been determined to be Itigh, extensive compliance and substantive 

testing is performed to provide adequate assurance that no major breaches of the relevant 

licence condition had occurred during the audit period. 

© Grant Thornton Austraiis Ltd. All rights reserved. 



GrantThornton 
Syn:?rgy Pei forrnanca Audi! Report 

3. Scope 

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

"llie key legislation that governs the licensing of providers of retail electricity' is the 

Electricit)' Industry' Act 2004: Licence Conditions and Obligations. The licence obligations 

examined by the audit are described in Appendix I — Performance Audit Compliance 

SuiTimar)- and Appendix 2 — Detailed Findings and Recommendations. Grant Tliornton 

have used the Authorit\' 's 2007 Compliance Manual ("Compliance Manual") to perform the 

audit. 

WAiere applicable, other regulaton' requirements which supported the electricin,' retail 

licence conditions were exainined. Specifically, the relevant sections of the following 

regulator)' industry Codes were covered as part of tliis performance audit: 

• Code of Conduct: 

• Trade Practice Act; 

• Metering Code; and 

• Custoiner Transfer Code. 

It should be noted there was a minor update to the Code of Conduct, effective from 8 

Januar)' 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 Januan' 2008 to 31 March 2008. 

It is important to emphasise that not all licence conditions in the instalment 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 Electxicit}' Retail Licence Performance Audit Plan as approved by 

the Autitoriry, approximately 4 0 % of the Compliance Manual obligations classified N R 

(minor) were reviewed. Tlie basis of sampling of the NR t)'pe conditions was formed on 

the assessment of the level of risk / impact that these compliance manual obligations may 

have on Synergy's overall performance in complying with the obligations imposed under the 

instrument. 

Grant Thornton have used Synergy's inherent risk assessment (adopting the EIL\ ' s risk 

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

' i ' Grant Thornton Austraiia Ltd Ail rigtits r',2servod. 
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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 Erns t & Young, it was proposed, and the Authority' had 

approved, randoin sampling of 21 of these compliance manual obligations. 

To ensure efficiency and effectiveness 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: ITiaf 69% of the 210 Compliance Manual obligations to be examined. The 
basis for prioritising and selecting the compliance manual obligation for Stage 1 
assessment are as follows: 

• Type 1 licence conditions; 

• Risk based: 

• Audit priorit)' 1 - 4; 

• Items identified from Synergy's incident register; 

• Licence conditions with breach consequences of "Direction to remedy" 
and "Dissatisfied customer" as identified from Synergy's compliance 
register. 

Should 10% of this satnple yield compliance stams rating of 1 and /o r 2, then Stage 2 will 

proceed. 

• Stage 2: That 2 8 % 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 reinedy" 
identified from Synergy's compliance register; and 

• The remaining type N R licence conditions identified to be within the scope 
of audit. 

Should 5 % of this sample yield compliance stams rating of 1, 2 and /o r or 3, then Stage 3 
will piroceed. 

• Stage 3: That the balance of 210 Compliance Manual obligations to be examined. 

•& Grant Thorntofi Australia Ltd. Al! rights rsjse; vod. 
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4. Inherent Limitations 

Because of the inherent limitations 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 internal control sti^icture, within which the control procedures that we have audited 

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

An audit is 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 fuaire periods is subject to the 

risk that the procedures may become inadequate because of changes in conditions, or that 

the degree of compliance with thein may deteriorate. 

Tlie audit opinion expressed in this report has been forined on the above basis. 

',?,' Grant Thornton Australia Ltd, Ail rights reserved. 
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5. Our Approach and 
Methodology 

Grant Thorn ton have conducted the performance audit in a manner consistent with 

Australian Auditing 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, Austral ian/New 

Zealand Standard 4360:2004. Tlie audit focuses on the systems and effectiveness of 

processes used to ensure compliance with the standards, outputs and outcomes required by 

the licence. 

Tlie Act and its provisions, as well as the Authorit)' 's Compliance Manual, identify the 

coinpliance requirements for holders of a retail licence. As this is a stamtory obligation, all 

iteiTis pertaining to retail licence requirements are deemed to be material. In assessing the 

extent of compliance, G r a n t T h o r n t o n considered the following: 

1. Process compliance — an evaluation of the effectiveness of systems and procedvires 

present throughout the audit period; 

2. Outcome compliance — an assessment of the actual performance against the 

standards prescribed in the licence throughout the period; 

3. CHitput compliance — an evaluation whether proper records exist to provide 

assurance that procedures are being consistently followed and controls are being 

iTi;iintained; and 

4. Compliance with any individual licence conditions — an assessment of coinpliance 

of any specific direction imposed by the i\uthority. 

Our audit procedures comprise primarily substantive testing and gathering of sufficient audit 

evidence to provide assurance of compliance and effective control. In this regard, through a 

combination of inten'iews with relevant personnel, document examination and detailed 

testing, we assess the internal controls and performance against the relevant licence 

obligations. 

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

impacted on the assessment of Synerg)''s performance in maintaining effective control to 

©Grant Thornton Australia Ltd. Ail rights reserved. 
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manage compliance with the Compliance N[anual obligation, additional cxttmlnation and 

testing was conducted. 

The compliance rating for each licence condition, using the 5-po)nt raring scale, involved a 

degree of subjective judgment by the auditor. In assigning the appropriate compliance rating 

to each eleinent, we have taken the approach described below. 

23S?:':—TiELf r v w ^ ^ W ^ ' ^ ^ ^ ^ ' ^ ' '?i'T!7 :̂5;u?S";'=?; 
Cornpli 

Compiianf 4 CoiTipiianl CjMt 
or 
rscornnierid it V, <• 
the strength o 
contrcii o 
'jorriii!i.ance. 

Goitipii-a'tt 3 Gompuaitt ,• ni - ,11, 
mcte'lat rec n 1 hct, s 
improve li ^ j î - 1 h 
internal cortroi- fr -̂  <ir 
c;orr.p!!3nce. 

Iviofi-compiiant 2 [Does net 1«o> 1 H 
reauireinent 

Sigiiiiicanlly 1 Sigtiilicani wti-aknesEes 
Noii-conipliani ;ina/or sariDus action 

;equired. 
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6. Executive Summary 

Tlic Economic Regulation Authorit}' granted Synerg)' an Electricity Retail .Licence which 

commenced on 30 March 2006 under the ElectriciU' Industry Act 2004. Synergy' is required 

to undertake a performance audit conducted by a suitably independent expert not less than 

once eveiy 24 months . The Economic Regulation Authorirv had approved Grant Thornton 

to conduct the performance audit of Synergy for the period 30 March 2006 to 31 March 

2008. 

In assessing Synergy's compliance with the reqioirements of the licence, we have made 

findings and obser\'ations: 

6.1 The Control Environment 
Synergy operates in a highly regulated industry and has demonstrated a culture of 

compliance throughout the organisation. Tlaere are internal audits conducted on a regular 

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

A dedicated regulator)' 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, Regulator,' and .\udit, and 

has a mandate to operate independently from any operation:!! 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 motithly meetings and informal daily interaction 

between the regulator)' compliance team and the compliance coordinators to ensure a 

consistent organisational approach towards the measures taken to meet the obligations of 

the performance standards referred to in the licence. 

Tlirough 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 potential breach of the regtilatory' obligations. It is our understanding that a new online 

system will be introduced in 2008/09 to upgrade the current information system, improve 

accessibilit)' and to enable Synergy personnel to report on a timely basis any regulator)' 

incident and request regulatory advice. Furthermore, we understand Synergy is also 

proposing to establish an on-line training facilit)' in 2008/09 to enhance regulator,' 

compliance tr:iining of its staff 

<S' Grant Thornton Australia Ltd. All rights reserved. 
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Our findings indicate that the Synergy personnel responsible for regulatory' compliance are 

competent and diligent in the execution of their roles. They operate in a manner consistent 

with sound risk management practice. 

6.2 Compliance Awareness and Att i tude 
Tlirough our enquiries and interviews conducted with personnel at viirious levels of the 

organisation we observed a culture which advocates regulatory compliance. Personnel 

generally possessed a high awareness of personal responsibilities as well as the organisation's 

obligations under the licence instrument. 

Instances of regulator)' breach were detected and communicated to the Authority in a timely 

manner, with appropriate corrective actions. Any direction to remedy from the Authority in 

tliis 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 certain reports could be generated in a more 

timely manner. Tliis was attributed 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 timely 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 Authority on compliance. Synergy maintains a register 

to record any instances of regulator)' breach or incidents to ensure timely management of 

the issues. If warranted, immediate action towards rectification is implemented to render 

full compliance. 

During the course of our audit, we identified issues relating to key ;ireas of: 

• Verifiable consent; 

• Disconnection; and 

• Life support. 

wliich present oppormnities for process improvements. 

There are several licence conditions and obligations in the instrtiment which relate to 

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

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

<s' Grant Ttiornlon Australia Ltd. Ail rights reserved 
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Mowever, we also note diere is some inconsistency between the definitions of verifiable 

consent in the Customer Service Code and the Customer Transfer Code. 

O u r findings indicated that Synergy personnel are not always equipped to identif)' who may 

provide a veritlable 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. 

Tlte following is a graphic summary of the ratings and the percentage in relation to each 

compliance rating. 

Summary of Compliance Rating 

Rating 4 
1 9 % 

Rating 3 
2% 

Rating 5 
78% 

Rating 2 
1 % 

In suinmar)', 97% of the Compliance Manual obligations subjected to testing, controls were 

determined to be compliant or compliant apart fi-om the recommendations to improve 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 ret-ail licence under the Electricity Industry' Act 

(the "Act"). The Act requires Synergy to conduct a performance audit by an independent 

expert even' 24 mondis . As tliis is Synergy's first performance audit, riiereforc. there are no 

previous findings and recommendations to review. However, Synergy h;id 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 Thornton Australia Ltd. All rights reserved. 
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Table LI identifies the Compliance Manual obligations which require corrective measures. 

K . - -
f 

^ni ! ' ' * .^ 

170 

•173 

A retailer must not 
aggregate a contestable 
customer's historical 
consumption data with 
that d other contestable 
customers for the 
pLirposes 01 irrternai 
business development, if 
requesteti not to do so by 
l:lie customer. 
A rnarkejer and a 
marheting representative 
must corriply with ttie 
National Privacy 
principles. 

A retailer must issue a t)ili 
no rnoio Itiari once a 
moni'i and ai least once 
every iliree 'i 'ontiis 
unless t'-e .'arumslaiices 
sneciiied e^ist 

r\ ' s " 

/ 
J ^ 

/ 

/ 

•"eic 
i,-y V'--

i Synergy docs not have in pljtoa a 
metiiodolfigy. procedure oi process to 

I communicate a contestal^ie customer's 
; request for their historical coiLsnmption 
i dale not lo De aggiegated for the pnipose 
; of internai business development. 

Inform-ation pertaining lo the stauis of 
accounts should De confidential and not 
divLiiped to unauthorised third parties. 

I Thai Synergy designs ai i ' inplen ents a relevant 
' process and procedure to ensure a contesiabb 
', customer's historical consuinption data is not 
' aggregared as per iUe contestable customer's request. 

', That Synergy implements an indicator flag which would 
I aleri the business unit ifial: the contestable customer's 
I data is not fo be aggregated and used for the purposes 
; of ine internal business deveiopment. 

That Synergy strengthens its protocols tor disclosing 
personal information and accounr details to inird 
parties. 

During the audit period, there were TSiat Synergy continues to monitcsr and review ihe 
inadequate coniinuous coritrois lo manage piocess to eiisme compliance witti lequirerneni oi the 
cotnpliance with the 'equirament o' the licence cordition and Code of Conduct. 
licence concit:on and Code of Coridti;!. 
Broaches vverii sysiemalic. Enquiries 
indicated the cause of ihe problem 
orgTiated vviib t'lu netwiurk ope 'a to 's 
it^BS system faiiii-g so aiiioinalicaii-/ 'd i je a 
special request tor thO't merenno Gtnrr to 
visit tlie piai' i iso ;o onta;;; i v :>ctu;J 
rcaninc! arul m et'ier instances. rc>! ii.;il:ii^iir 
thoii OUliOaJon uuclnr ins; mrio. i SLA r 
pfovoa actnal -pcti;! roar;: on -f;c;ors tnal 
have been conrecled in the field hui are 
,'•'' ccpi-octed in :l c CIS iM îiua •• ,'S:"m 

'J Giant Thoralrrri Austialia Ltt!. All luillts i-iien:-<). 
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[• iZijittrj'Tirdrri r> » 

i best endeavours to inform 
j the customer and repay 
i or credit any amount 
1 overcharged as a result of 

an act or omission by 3 
1 retailer or distnbutor. in 
^ the manner and period 

speciiied. 

s-
t?!irrr.?tTr 

.^J i ) . h :' 
1 \ 

i 

3IIJI,-I;_L;XI. ' . 

^̂  .jii fjciiw..!. tiiaiix; vvo!^ ; 1 nai vjyl i f i yy vijii^l 
inadequate continuous controis to mianage j process to ensure co 
compliance with the requirement of the | licence condition and 
licence conoilion and Code of Conduct. : 
Breaches were systematic. Enquiries i 
indicated the cause lor the problem \ 
originated wiih the network operaiors i 
M8S system failing to automatically raise a i 
special request for their metering staff to ! 
visit the pi'emise to obtain an actual ! 
reatjino and in other instances, not fulfilling j 
ffieir obligation under the model SLA to [ 
provide aniyal meter reads on meters that • 
have been ccnnecied in the field but are i 
not ccnitecreci in li ie CIS billing system. I 

ues to rnonitor 
inpiiance with n 
Code oi CondtK 

and revievv 
^quirement of 

ihe 
ihe 

ct. 

X40 ! .1 / 
a ^r must 

A potential disccrineclion may occur ot a 
dual fuel customer's gas suDply within thts 
15 business days for failure to pay a bill 
fsom the arranoement of disconnacrion. 

Uia' '.'••"'q-' '^- i . tb ' " - ' - .* -nd r , , i , " 
c'cait man.t.v. i i • i ;,i'^cf.s5 ttic lO-ci 
disconnec a ou^i "IIAI < u^drmiei vviihin 
*r ' i - i i i v t t c 1 ! o' lc- {I- 1. 1 i- • " 

15 'la'-s c a 

:• Grani Tiioints-n Aiisiraiia Ltd. Ail lights reserved. 
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T a b l e 1.2 Sugges t ions for p rocess and bus iness i m p r o v e m e n t oppor tun i t i e s . 

. . . . . ay any 
reasonable costs incurred 
by the network operator 
for vi'ork performed in 
relation to a withdrawn 
request for historical 
constimption data. 

, . . , _,, ^ . . .• e what 
' -̂  t n •'r %ci cH I uit 0 the invoice do | reasonable cost has been incurred by Western Pov^er, 
ti c [ 1 to a r , If tn-* schedule nt Mt is appropriate lo requesi: Western Power lo sender its 
T<Jr̂  I 1 -̂  i 1 I invoice in lemis of the service charge descriptions and 

, rates Ciitlined in the Sl-A, 
c ' t, V t amined did not • 

i 1 i l l - I. iir analysis | , - ^ ., c r i > „ i ^ 
r In r c S of the 

' h ! - < = s i ^ . 1 1 

. I ' I I I O 1 1 , ^ 

t 1 - , - ' * 

1 I c """^ n ' .1 i i 

t M t. < I 

i l l ^ ^ 

ir ., n , a'K 

' I 1 

19 / 

/ 

I Giant Thafriiisu .'JiUatrijIia Ltd. Al! nfthts reserV6<t. 
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158 

V - t"»l, 

1S9 

p.'oceed, unless . . . 
customer agrees 
ofhervyisa 
Where the customer 
requests not to be 
contacted for the 
t\"0C'- N 11 mil l tn 1 '̂  
Mr. ^•^' I ni I ' 
lb !•• 1 f J3 b iuiCa> O'- to 
ij i--'i a ' i < > ' ^ r - t -

, I k t t , ) r n LS 

1-1 I ^c-l ^t ;f t u ll c 

> t Pii r •! ii< ( I 

1 11 ' . \ -, 

i 

/ 

• - • - . 

A separate DNC list is maintained within 
IBAAN for non-contesiabie customers that 
is not utilised during the -wash" marî eang 
process. There is scop-e Ihai non-
contestabie customers on ihe DNC may 
be contacted by Synergy. 

That Synergy Gombines the DNC lists of small us 
customers and non-contestabie customers. 

/ 

i Gram T!)oriil!jn Austrfciia Ltt i All rights reserved. 
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r.:-"'l?ts;?S3ny 

175 

176 

177 

j f l i _ t rv -
; A retailer must give the 
' customer written notice of 
• a decision to shorten the 
I customer's billing cycle 
i within 10 business days 
I oi making the decision. 

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

A retailer must return a 
customer, who is subieci 
to a shoitened billing 
cycle and has paid three 
consecutive bills by the 
due date, on request, to 
the billing cycle that 
previously applied to the 
cuslomei. 

.h\-.'^ 1 . 
, • , " . " 

m ŝ̂ fm '̂̂ .̂--̂ -̂:̂ -

- . ' . . . ' • 1 ' '• . . 1 , ' „ 

customers vvlio have a poor credit history 
on shortened billing cycles. Therefore, 
policies, procedu.res and systems are 
necessary to enable Synergy to elteciively 
manage compliance vrAh the operating 
licence requirements. 

* " * ' ' f c - ' " ^ j ^ 

placed on shortened bt 
111 

ng cycles. 

178 

180 

A letailor musi inform a 
cusiorner, who is subject 
to a sh;)rtened billing 
cycle at least once every 
three nionihs. of itta 
conditions upon wl-icn a 
cuslomei can be letiiined 
to its ptevicus billino 
cycle. ._ ., 
A ictailer must inclutde 
iTi.nimijm presciibed 
infoimaticn on tho 
customei's Uiii, unless the 

/ Tl-'e bill does not coiilsiri part la} o! tho 
minimum ciescrbed informatioii i.e. the 
dale of estimation or normal reciding is 
ideniified. 

f l 'e OdiC o! the estimation or 
incluiied OP the customer s bill. 

1 ijrant Thijiistoh Austrelia I td. All ngtits reserved. 
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184 

188 

ies 

customer agrees or as 
otherwise provided for in 

j h e C o d e q f ^ n d u c t . 
A retailer must use its 
best endeavors to ensure 
that metenng reading 
data is obtained in 
accordance wilh clause 
4.5 of the COC, as 
frequenlly as is required 
to prepare a bill and, at 
least once every tYJelve 
months. 

A retailer must tell a 
customei'. on request, the 
basis and reasori for ihe 
estimation. 

A letaiier must use 
leafionaijie endeavors iu 
a-ra'ige ioi a ileal bili it a 
Gusiomer reouesia me 
I'etailorto ociO a final bill 
at iai.: custor'iGr'i aiipply 
adorcss. 

/ 

'W\ • ~ ^ ' ' ~ ' • • " ^ . ' ^ 

/ 

/ 

Although Synergy contacts Western f'ower ; Synergy should consider contacting the customer 
to facilitate a meter reading as required ; requesting meter access be provided, 
under clause 4.6 of the Code, m some ' 
instances a meter .reading cannot occur 
becau'se a customer has pievonied access 
to a meter. 

Through our enquiry, we noted an incident ' That Synergy implemented Iha appropriate data 
recorded in 2007 where an incorrect ' validation mechanism to ensuiO thai only certain 
estimation code had been advised on ihe ; esiimation code can tie used lor a class or cusicmcrs, 
customer's bill dite to IVesiem flower i for example H34 is not to bo used ror self read 
providing the incorrect code. 1 customer readings. 

Ttte Small bso Code does no: disallow the Thai the Code requirfmonis bo ccrtii-uiOiCared a; the 
final oil! to be based on a customers I CSfis as pan or the traning proce;;s. 
reading. An incident was norod wheie the 
Coniract Contfo v^ae offered a meter ' That the CSRs record the imomialion in Ifie 
tcariinp as pai l oi the process I'or i.nnl • appropnaie area ir" CIS where ihe cusionier oilers a 
reacing the CSR did not fciXird tfie rrsclor read. 
infomiation in CIS. 

rm A letailer uiust assess 
ivhctite' a esi'reniial 
ctiSiomci is e^periericng 
Ofi/meni d ifiCtites or 
tinaiicial ••rr-dsuic. 'Vitl I't 
ihree business d-ivs noin 

/ . If the escaiaiion for luriner assessmem s Thai aii escalations tor assessment bom the c;=.i < 
not condsicted ihrough t)Oil woii\ order lo 'i ie Credit Managemenr Cirjup he (zsn! 
sv.riern there is d pclentiai jpp^n.u'-'ty t iroiign me SOU system. 
rhai the rf=sessii)'--i'i in iy n t i oe 
ccm[;!ettd Wirrnri the '?. day i'melictme c-,i 
cequired by the Code, in tnis rospsci 

ent'p 
-mad 

rs-diii fl i. jrntii i, Australia Ltd All ricjlits idierved 
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1 237 

238 

239 

f 0 rp«idenlial 
customer informs a 
retailer that they are 
experiencing payment 
p.r'oblems. 

A retailer must consider 
any reasonattle request 
for alternative payment 
arrangements from a 
business customer wtio i 
expenencii^g payment 
difticulties. 

A retailer must give the 
customer a reiTiinder 
notice, use it;= best 
endeavours to contact tho 
customer and give the 
customer a disconnection 
warning, in the manner 
a'ld timeframes specified. 
Dooi to airanyinn for 
oisconreclior. 0; a 
customer's suDpiy. 

A retailer musl not 
arrange for oisronric-.tion 
ol a cusiorner's supply 
aodress toi failure to pay 
a b.ll in the circumstances 

/ 

/ 

' unless the escalation 13 performed throtrgh 
the work order system, SOU. there is no 
eftectivs monitonng control to ensure 

• comipliance vt'ith ihe licence requirement 
and Code of Conduct, 

There is no separate framework to assess 
business custorners, Non-

I rgsidenfiali'business custo,mers have a 
^ different dimension to their financial 

circumstances with a diversity of complex 
indicators requiring separate fina.ncial 

• assessment giiideiines. Thus, ii is not 
• appropriate lo adopt the satrie approach 

for business customers as residential 
customers. 

Audit enquiry noted a breach in relation to ' 
customers ieceiving disconnection ! 

• warning that diiJ not iriclucie reference to ! 
the Energy Ombudsmaris contact details. 
Rectification 0I the breach involved i 
immediate suspension of physical 
disconnection activities and cessation of 
Issuance of (fsccnnection warrnni;! letters. 

That a policy framework be e-,stablished in connection 
Vv'ith assessing business cuslorners who are 
experiencing payment difficulties. 

That Synergj 
issued to CU£ 
particularly 
compliance v»-

• com niies tc 
romers in the 
discor 
th tho 

nection 
Small i. 

re' 
pay 

w 
se t 

lew CO 
ment ai 
aruinq 
ode. 

i esDC 

rears 
teiie 

ode 
proc 
s. 

Slice 

Correspondences issued tc 
relation to disconnection 
fienodically rev ewod tor or 
the Small itse Code, 

cuSfoniers iii 
v/arn.ng are 

Willi 

.: Grant Thornton Australia Ltd. All rights reserved. 
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243 

• > i i i . 

specified. 
.A retailer or a distnbutor 
miust not arrange for 
disconneclion or 
disconnect a customer's 
supply address mthe 
circumstances specified. 

.:fi 

/ Testing tevealed several instances of 
disconneciiOii occurring after 15:00. 
Further enquiries inoicateJ disconnection 
of these propedies had been pen'ormed on 
the basis of the field officer's assessment 
of lite status of use of the property. In this 
regard, disconriection will only occur il the 
field officer determines the property is 
vacant based on his 'experience" and 
limited obsBi'vations dunng the site visit. 

M' iJiL- ^ • • A 'iy 

That Synergy refrains from disconnection activities 
after 15:00 and adopts Ihe timeframe for disconnection 
oi SLippiy address as prescribed m the Cede of 
tfonduct and its own Standard Terms and Condilions. 

That Synergy i.ntroduces additional monitoring controls 
to ensure that disconnection activities do noi occur 
alter the proscribed timeframe. 

2'U A retailer must undertake 
the actions specified in 
circumstances where the 
ciistorner provides the 
retailer with confiimatlon 
that a person residing at 
the cusrornebs supply 
address requires life 
support equipment. 

; • I / 1 ' '''•'6 removal of the "LS" indicator flag on 
j I ! i ^ an account can be actioned unilaterally by 
! ' ' • Synergy personnel without secondary 
i , ' I : aufhorisation tor verification purposes. 

Secondly, the account of 
life support system can 

on a cusromer 
be 'forced" to 

finalise and thus closure through the 
rtsquest of a {unaulharised/unreiated) third 
party ii that parly requests a nevi/ account 
to be established rat the supply address. 
There are no further validation protocols to 
verify ihat ttie life supped equipment is no 
longer required at the supply address. 

That Synergy considers llie requirement to have a 
secoiidary atithoiisation (such as pendirtg iteiris in 
"PWQ' for managerial appi'oval) prior to removing the 
"LS" indicator flag from a lite support customer's 
account. 

That Synergy considers validation protocols to ensure 
that life support equip-meni is no longer required at the 
supply address prior tri establistiing a new account. 

357 A networK cpsraror may 
only impose a charge for 
provirlii'ig iiisialling. 
operating oi maintaining a 
meiering installation in 
accordance vvitn the 
apol.caDls service level 

/ i The descriptions of the service line lit riie i Essential to Synergys ability to determine inat the 
Western Power annexure lo liie u'voice do • netwurk operator nas only inpused tne correct ciiatyc. 

• not appear to align with the schedule of it is ar'propnate lO request tVestern l̂ nwer lo render its 
; rales in the SLA. invoice m terms of the seivice cha'gc descnplioiis and 

rates ouilmod iii the SLA, 
Some of the invoices ive examined die rict 
have evidence of a leviow oi analysis Thai Syue^gv considers an analysis rriecrianis'n over 

1" Grant Thornton Australia Ltd. All rights reserved. 
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413 

agieernent rseiween it ano 
the user. 

1 A user must not impose 
i any charge for tfie ' 
: pt"ovision of the data 
: under this Code unless it 
i is permitted to do so 
; under anottror cnaclrnent. 

' ) t t -! 

i-i'tri!! -i; ' 

pariormed tsuch as the details ot the i the wltltorawn re ^ ._ . . . . . . . . Hirnpiion data 
reviewer). with the view of identifying the reasons or trends, to 

' minimise the occLiiTence of unnecessary costs. 

Tt I l i l t ' \ r I I -
3t ^ I. V 1 til ^ % - ' i 

11 I I i' I m' -
Our enquiry tevealed that Synergy T i „ ^ , , 1 ^ 1 
personnel liave an operational awareness 1 11 1 11 1 a •" 
in respect ol if le requiremeiit of the Code. tu j i ;jtt ' 1 n > 1 I'h 
hovjrever̂  there is no written poiicy • t j t t n d ^ 1 1 1 
mapping the interaction ot this clause (in r u t ) i "r ijc ^ , , j 
the Ivletering Codoj with other enacimenrs i it im i " j in ii o < , , i r 
such as the Code oi Cjondijct and the t i ' i>-n >t 1"̂  " 
Cusromer Transfer Code. 

Except for the matters idendfied, which require further tiftention to ensure effective control procedures, we are satisfied that Synergy has policies, procedures, 
protocols and systems in place, in relation to the Electricit)' Retail Licence for the period 30 March 2006 to 31 March 2008, based on the relevant licence 
condtdons referred to within the scope section of this report. 

ii Graryt Thorrttoii Australia LkL All riahts reserved. 
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In our opinion, except for the matters identified in Appendix 2.1 — Compliance Manual 

Obligations which Require Corrective Measures, we are satisfied that Svnergy has policies, 

procedures, protocols and systems in place in relation to the Electricit\- 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 

::(Ci'i \:W(tita.~ AutArAlla Lid. A!i rights lei^ervad. 
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Appendix 1 — Performance 
Audit Compliance Summary 

jd r t iny 

Cu;:ioin«r & 
Tiansicr 
Code 
Reasonable '• 
Costs 
Cur>tonisr tr-
Trsnsfs-' 
Code - Use 
of f/l.-itancQ 
0:5 la 
(i;,iBionK?r 17 
i ranslor 
Gcce - Use 
.51 "vfelenny 
Data 
CnstC'Ter IS 
fmnsfer 
Ccdf; ^ Ll-.e 
ot Mete IPO 
IVata 

Minor 

Miii i j f 

P'ooablri 

Probabie 

Prt.iiiiittle 

Lo-.v 

a t ror ; , 

/ 

/ 

• 

Uniikt 

L;r̂  ik^ly 

Customer It^ Vllnor 
t.^Misiei 
C i d e ' l i s 3 
'.li Lle'e^ii't] 
f ia la 

b ,:;t0inc' 2b' v;:no' 
-dr .s fo . 
Cude 
n j ! . lomc i -
Tmui fpr 
Request 

Cu-i-toni-:: 3-i ^/tnoi •.jntkc 
Iranslor 
C o a o -
Custorrie' 
Transfer 
RecuR<.l 

i.t." Grant t h o r n t o n .Australia L td . Ai l r i gh ts re-^erysd. 

/ 

• 

/ 
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C i j ; d r : ' i s r 

. . . . ! „f^,. 

Z o & i ' 

; ; ' i ; ; t , ' . , i e r 

' i ' ' i \ r r . i h : 

l- 'er;i i-5;:t 

^ULl i . I'lC;-

i i ^ i , i i i e i -

r:,od<r -

C,: i>t ' j ' • ^ -

T d i i - o i e i 

H c q i . r r i i t 

C ' . i £ i c r ' ! ^ r 

i > a n c t e ' 

Code -
C , i ; ; l o ' i i e r 

i i , : . i ' i ! . tcr 

R " . r ' i c , ; ! 

CUSI ' . hO( 

Trr . -C' . -^ ' 

Code -
Ci3itv(iunica 
lion 
3 / l l U I ' l S i . 

:-iVico'.>r. 

f l l r i c rn . r i i y 

"r..!,"•,;, V A c t 

2 0 0 1 

Lio-.tncnv 
I'duslry Act 

21.104 

h ' t c l ; C'iy 

• i id^ 's ic . A c t 

JCI:4 

^ ' .OL l i i c i l y 

' n c u s t i y .Ani 

;:ci^i-i 

F l B c t n - i h y 

r^ t r - i 

' , z n - - . : -

•Zo i d t 'Ci- ' j 

t ^ i . r c i iCT- ' 

i v - r t c t 

L,;.:, ',[ 3 

C-tri ' . i i ." 'on.; 

0 ,di : : o ! 

: o ' , . a ' . - ; ; -

r .^ i>r iqat icns 

' ^n . - ' l lM 'd 1.: 

••..,,., k ' j l ' . r ! : 

l i o d p o t 

L^n ' i3 i , c t -

O o l l n a n o n s 

P ^.rri', i i i a r i.'> 

. . I rr i rc, ' . . ! ' ; 

•J.rido rj i 

• tun ' . ' i , , : * — 

i,0..ri iri, j:,c'irj 

P c r r i c i i i r i ! t c 

39 

t o 

' t C 

G S 

7 > i 

88 

S3 

S1 

&fi 

101 

11," 

1 ' / 

1 1T 

Prooabia 

Low , SiroiiQ 

ProiDabie L e v Slronc 

iVirto.' . Unlikely Low 

Miii,,i! : Unlikely • Low j Strong 

Llrii'kely Low ' Strong 

Unlikely ' Lew I Moderate 

Mrjdarat'.? 

î .-iirr^r i jni tkelv LOVJ i Stiorru 

UnliKeiv ' Low ' •/lodCi',it6 

Minor Likely ?.^edl;iiT: Mndsra t 

iviino! ^'irlikeiv Low 

Lcw 

• 

/ 

/ 

/ 
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• • • ' . , : J: :. ii-n m LZJ 

U 1 I 

i-rariicuiar ro 
M;-irk<:;terd 

G'Ode of 117 
Co i i f i uc -
Ob'iqations 

Pcirttcritai to 

tviiiikrriora 

Code ol 
Corelii;:t 

(^rir.ir: e>f 
Conor;;:! --
ii i l f jr i i iatnin 
to d.~ Giv!?n 

C O C J o l 

Coru,l i ;0'-
l i i fonriaiion 
lo Bo o iven 

1 ^o rwi'io: 

• 

/ 

/ 

/ 

Cod3 of !2<i 

ir.toiir.,3iicn 
to 3e Given • 
Ciirita'Tifjrs 
C i a c o t 

Ma-kijii.iij 

rî ci.ic or 

t'lariieiior;) 
Co-1000! 

Confloci 

Mrrio.' 

Minor 

Proioabis L0-.7 '. Stroitq 

uniikejv Lo-^ 

PfOOable r o w : S r o n g 

/ 

Code; of I3! j Mino 
(trifidocs -
t-':>'ke!,ny 
Co' id i ic ; 

Ccdt 'Dt 130 5,4in::i 

Co'iducT -
tvla'keiini) 
Coi-diict 

Codfi oi ::;; Minor̂  

IvinO'eiIng 
v^oriouc; 

GO'iO Oi ' 3 8 ivii.v-; 
CoiirJoc: 
Msrhoti i io 
'3sOidoc; 

li? Grant r t i o r n t o n Aust ra l ia L td . All r i gh ts i 
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^aE r̂-
utuijir. 

r 

t 
i -. , 

Conduct 
ivIarkBting 
Conduct 

Co',ie oi 
. Conduct 

Market'nrj 
C o n d u c 

Code o i 
Conduct -
Marketing 
Conduct 

Code ol 
Conducl -
Marketing 
Conduc; 

• Code 0* 
Conduct -
t.-iarkotinq 
Coriduct 

Cods of 
' Condi joi -

fularketirig 
Conatrct 

. Code ot 
Condtict -
Ivlarketiiig 
Condoct 

Code 05 
ri;ondiict -

• Marketing 
Conaoct 

Code ot 
CQitdiic* 
MarkoUog 
Condi jct 

'cSdeof '^ 
Condoct • 
ivIarKe'ing 
Conduct 

Code ot 
Conduc; 
i>/iarkoting 
Conduct 
Codao?^" 
Conduc; -
'viarkeiina 
Conduor 

(it-ode ot 
Conduc; -
Markoiitsq 
Conduc: ' 

Codr:; o i 
Conciucr -

. iMarkoiing 
C.;,)nduct 

Codr: of 
Conduct •••• 
Marketing 
Conduct 

Code ct 
Conduct 

' 140 

" ' l A2 

• - • - • - -

' 145 

146 

: 
" ' ' { 4 7 " ' 

' i 50 

151 

i 0^,: 

1 'iyZ 

Tie 

• ; ,, p ^ 

1 ;:.q 

161 

162 

/ 

/ 

/ 

• 

/ 

/ 

/ 

y 

,/ 

/ 

/ 
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%-l^^'r^. 
iviarksting 
Conduct 

Code ol 
C o n d u c t " 
Miyceilaneo 
us 

Code oi 
Conduct -
fvli&collaiieo 
us 

Code ol ~ 
C o n d u c t -
Miscellaneo 

• us 

Cod.- 01 
C o n d u c t -
lyiisicoilunoo 
lis 

Cede of 
, Conduct -

Connpci ion 

Coda o f " " • ' 
Canauct -
Connection 

Code of 
Conduct -
Billii-q 
Cycles 
Godo o: 
Conduct 
Billiriq 
Cyclef 

Godc oi 
Conduct -
Biilinsj 
Cycles 
Code oi 
Co i i a i c t 
BiiliiiQ 
t^ycioa 
Code of 
Conducl -
Billing 

. C y c l e s 
" C o d e o l 

Conouct -
Billing 
Cycles 

Code of" 
Conduct -
Billing 
Cycles 

Code ot 
C o n d i i c t -
Contenta ot 
a Bill 

• Code of 
Conduct -

W'-^'. 

1S5 

16-' 

Tgg 

! 70 

i71 

'172 

17;.! 

" l 7 i 

1 7:̂  

1 76 

177 

f 7 9 

17S " 

iGO " 

132 

J.#c.=^'•:-4f^^j 

Minor 

ivtinor 

Mm 

Moderai 

rv/firiO! 

Minor 

Minor 

MiilOi 

Mine 

MliiOi 

ivlodeu; 

Unlikelv 

Piorrab.o 

Uniikeiy 

i jul ikeiv 

Low 

H!(,jn 

rviodh.irn >>,' 

/ 

/ 

/ 

y 

/ 

/ 

/ 

/ 

/ 

/ 

/ 

/ 

/ 
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Bnsis ct a 
E-iil 

CDodc oi 
Conduct -

E':i 

Code of 
CorK'uOi -
CaC'L, ai :\ 
Bill 
C<;rie ot 
C,)nOuc;r -

13-. Moociate 

IVtinor 

Prortabfe Medii ini • iViorte 

iWodHIMif-

y 

/ 

Codia ,_,' 
Cori.Mt i -
Baci.t ol a 
Bill 

(JodP ot 
Co.aouci-
Basib of a 
Bill 

'Code or 
Coriduct -
Basis -^yi a 
em 
Code of 
Conduc: -
Basr^c l i. 
l i i i ! 

Code .1 
Conduct -
ri-tcior 
fos,.no 
Code 0! 

A i lT lC i '-0 

tdi? 

ivtinor 

iVlinc 

Minor 

Minor 

bni 'kely 

UniiKei-.- Mudeiate 

St iong 

• 

• 

/ 

• 

' . ,000 Qi 
( ;oidi .- . i -
AiluOiot vO 

Low 

/ 
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Appendix 2.1 — Compliance 
Manual Obligations which 
Require Corrective Measures 

Obligat ion Use of Meter ing Data 

Compl iance Rating 3 

2007 Compl iance 
Manual Reference 
17 

Customer Transfer Code 
3.9 

Observat ions 

Requirement 

A retailer must not aggregate a contestable customer's histoiical 
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 retailer may aggregate a contestable customer's 
historical consumption data wtth other contestable customers' historical 
consumption data, and may use the aggregated data for intern-.il 
business development purposes. 

Interviews with relev'ant personnel confirmed that historical 
consumption data is used for the purposes of internal business 
development. 

Internal business development is undertaken by another business 
unit. 

Based on our enquiries, to date a contestable customer has not 
requested for their historical consumption data not to be 
aggregated for the purposes interntil business development. 

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

•Grant Thornton Australia Ltd. Aii rights reserved. 
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The request of the contestable customer may not be 
communicated to the business unit responsible for internal 
business development. 

issue Synergy does not have in place a methodology, procedure or 
process to coinmunicate a contestable customer's request for their 
historical consumption data not to be aggregated for the purpose 
of internal business developmenL 

Recommendat ion Design and implement a relevant process and procedure to ensure 
a contestable customer's historical constimpuon data is not 
aggregated as per the contestable customer's request. 

Tlaat Synergy implements an indicator tlag which would alert the 
business unit that the contestable customer's data is not to be 
aggregated and used for the purposes of the interntil business 
development. 

Management 
Response 

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

Management 
Act ions 

Implement recoiTimendations. 

imp lementat ion 
Date 

By March 2009. 

srant Thornton Australia Ltd. Ail rights reserved. 
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Obligat ion Pr ivacy 

Compl iance Rating 4 

2007 Compl iance 
Manual Reference 
170 

Observat ions 

Requirement 

A marketer and a marketing representative must comply with the 
National Privacy Principles. 

Synergy has protocols for safeguarding and maintaining customer's 
pnvacy and conhdentialit)'. Our interviews with the Customer 
Service Representatives (CSR) indicated a high level of practical 
understanding of the protocols to verify customer's identit)' prior 
to responding to customer's request. 

Through testing, we noted on some occasions the CSR provided 
"generd" information about the account to an un;iuthorised party 
and inappropriately accepted certain information requests (such as 
a request to send out life support application). 

The type of "general information" Synerg)' prepares to divulge 
includes confinnation whether there is an outstanding amount on a 
customer account to a tliird party not named in the iiccount to 
have authority to enquire. 

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

issue Information pertaining to the status of accounts should be 
confidential and not divulged to unauthorised third parties. 

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

Management 
Response 

Tlte provision of generic product or service (Life Support) 
information to ant' person who request such information remains 
appropriate. 

Synergy will review the provision of "general" infornaation of the 
nature described. 

Management 
Act ions 

Contact Centre and Credit Management procedures to be updated. 
Specific communications to be issued to all staff with direct 
custonner contact, reinforcing the taeed to obtain the customer's 
consent prior to provitling any information to a third part)-. 

Implementat ion 
Date 

End September 2008. 

•fit Grant Thomt'jn Austr-aiitj Ltd. All rights reserved. 
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Obligat ion Bi l l ing Cycles 

Compliance Rating 3 

2007 Compl iance Requirement 
Manual Reference 
173 A retailer must issue a bill no more than once a month and at least 

once every three months unless the circumstances specified exist. 

Code of Conduct 4.1 A retajJer must issue a biU— 
(a) no more than once a month , unless the r e t a i / e r lns ,— 
(i) obtained a c u s t o m e r ' s verUlable c o n s e n t to issue bills more 
frequently; or 
(ii) given the customer-— 
A. a r e m i n d e r n o t i c e in respect of three consecutive bills; and 
B. notice as contemplated under clause 4.2; and 
(Ij) no less than once every three months , unless rite retniJerhas 
obtained a c u s t o m e r ' s verifiable c o n s e n t to issue bills less 
frequently. 

202 A retailer inust use its best endeavours to inforin 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. 

Observations 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 originated with the network operator's MBS 
system failing to autrsmatically rtiise a special request for their 
metering staff to visit the premise to obtain an acaial 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 but 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 Rettiil Bridge StabUisarion Project taskforce in 
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 rclevtint personnel, we 
are satisfied the present controls — both system and manual based -
are adequate to manage compliance with the requirement of the 
licence condition and Code of Conduct. 

issue As presented above. 

Recommendat ion Tlaat Synergy continues to monitor and review the process to 
ensure compliance with requirement of the licence condition and 

•s'' Grant Thornton Austraiis Ltd. Ail ricihtrs reserved. 
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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. 

Management 
Response 

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

Management 
Act ions 

New processes and systems will seek to ensure Synergy continues 
to maintain the current "not billed" position. The formal Western 
Power/Synergy Working Group will continue to look for 
opportuinities to iinprove the level of compliance. 

implementat ion 
Date 

Ongoing. Evaluation of options to strengthen existing processes 
will be ongoing until the iinplementation of the new SAP system 
when it is expected that stich issues will be addressed through 
greater automation and functionalit)'. Currently the expected 
implementation of S.-\P is l*'July 2009. 

• Grsnt Thornton Australia Ltd. Ail rights reserved. 
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Obligat ion Disconnect ions 

Compliance Rating 2 

40 

2007 Compl iance 
Manual Reference 
240 

Code of Conduct 
7.3 

Observations 

In relation to dual fiiel contracts, a retailer must not arrange for 
disconnection of the customer's supply address for failure to pay a 
bill within 15 business days from arranging for disconnection of 
the customer's gas supply. 
If a re ta i le r ^nd a c i i s tomerhxvn entered i n t o — 

(a) a d u a l fue l cont rac t , or 
(b) separate c o n t r a c t s for the supply of electricit)' and the supply 
of gas, under w h i c h — 
(i) a single bill for energy is; or 
(li) separate, simultaneous bills for electricit)' and gas are, 
issued to the cus tomer , the r e t a i / e rmus t not arrange for 
disconnection of the c u s t o m e r ' s s u p p l y a d d r e s s for fitilure to pay 
a biU witliin 15 b u s i n e s s days from arranging for disconnection of 
the c u s t o m e r ' s gas supply. 

Synergy does not have a written policy or a process in place to 
manage disconnections relating to the combination of a dual fuel 
contract. Our enquiries confirrned that, Synerg)''s has dual Riel use 
customers outside the Small Use Code. 

Business divisions within Synergy were not fully conversant with 
tlais requirement. 

Inten.'iews were conducted with relevant personnel across the 
business and tlais 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 iVrVC-Tl and 
Credit Management. 

Credit Management were fanailiar with tlais Ucence condition 
through the new Business Transformation project; however there 
is no process or procedures in place to manage this disconnection 
arrangement. 

issue A potential disconnection may occur of a duttl fuel custotner's gas 
supply within the 15 business days for failure to pay a bill from the 
arrangement of disconnection. 

Recommendat ion 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 svipply. 

Management 
Response 

XXrhilst there are dual fi-iel custonaers Synergy does not have dual 
fiiel contracts. Currently the number of gas customers with 
electricit)' contracts is very low. 

'iii' Grans Thornton straiia Ltd. rights reseri.i 
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Management -^^ instmction has been placed into the Disconnection procedure 
. . . staring: 'no dual-fuel customer is to have their meter disconnected 

within 15 days of each other. 

The process for SAP (new customer database) h;is been designed 
to automatically 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 DiVIS # 3087362. 

Date 

rent Tiro'oton Auotralia Ltd All rights reserved. 
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Appendix 2.2 — Process and 
Business — Suggestions for 
Improvement 

Obligat ion Reasonable Costs 

Compl iance Rating 4 

2007 Compl iance 
Manual Reference 

Customer Transfer Code 

Observations 

Requirement 

A ret;iiler 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 network operator, a retailernr.\y 
electronically notijy a network operator that it withdrttws a request for 
historical consumption data submitted by it to the network operators any 
rime before the network operator'ptoYides the historical consumption 
data. 

(2) The retailer aiust pay any reasonable costs incurred by the 
network operator for work performed in relation to the ivcjuest for 
historical consumption data until the earlier o f 
(a) the time 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) wirii 
Western Power in relation to the provision of various metering 
services, such as meter installations, connection, provision of meter 
data, installation of cominunications 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 t)'pe and quanatm of services 
requested by Synergy during the period. A contract analyst then 

'1.1' Gran; Thornton Australia Ltd. All riatits reserved. 
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peaises the invoice and annexure to advise the relevant Manager 
on payment. 

Through our examination and enquiq-, 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. 

Tlte issues identified herein are business improvement 
opportunities to enhance the controls in man-aging coinpliance 
with the requirement of the licence conditions and the Customer 
Transfer Code. 

Issue The descriptions of the ser\'ice line in the Western Power annexure 
to the invoice do not appear to aUgn 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 appropriateness. For instance, the SLA 
outlines two set of rates for the "Metro Area" and "Countr) ' Area" 
whereas an annexure rendered by Western Power contains three 
different rates, "Rural", "Town" and "Urban". 

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

There does not appear to be a reporting mechanism in place to 
capatre the withdra-wn request for historical consuinption data 
with the view of analysing the reasons or trends, to minimise the 
occurrence of unnecessar)' costs. 

Recommendat ion Essential to Synergy's abilit)' 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 ser\'ice charge 
descriptions and rates 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. 

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

Management 
Response 

Synergy agrees with the suggestion for improvement, how-'ever 
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 av;iilable or required). Additionally, the 
responsibility for managing the supporting processes (eg. requests 
for consumption data) are still being addressed post re-structure 
and are affecting Customer Transactions, Customer Resolutions 
and other area's of the business. 

Gram 'horni'on Australia Ltd Ail r ighf; reserved. 



44 

GrantThornton 
Synergy Pei'iormanco .Audi! Report 

Management Synergy's Customer Transactions undertakes to review this issue in 

Act ions 
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 remedi-al -actions, 
including responsible parries related to this issue can then be made 
to address and rectify the problem going forward. 

Implementation implementation date to solve the issue will be subject to further 
_ . investigations and review of the N W transactions area expected to 

be completed by December 2009. 
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Obligat ion Use of Metering Data 

Compl iance Rating 4 

2007 Compliance Requirement 
Manual Reference 
19 A retailer must keep a copy of the veritlable consent received from 

a contestable customer for r>.vo years. 

Customer Transfer Code 
3.9 

Observations 

(4) A /•(?/rK7e/-inus t keep a copy of a verifiable consent given to it by a 
contestable customer in relation t o — 
(a) a request for historical consumption data made by it in relation to the 
contestable customer, and 
(Ij) a disclosure made by it to another parry under clause 3.9(3) in 
relation to the contestable customer, for 2 years after the date the 
verifiable consent was given. 

Interviews with Synerg)' 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 retison for the verifiable consent and the reference number is 
recorded within the contestable customer's account details. 

.:-Vny dealings relating to historical consumption data or disclosure 
is also recorded in the data base against the contest;tble customer's 
account details. 

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

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

Tliere are reviews undertaken by Area managers and compliance 
coordinators of the information retained against the contestable 
customer accounts in accordance with Synergy's dealings with the 
contestable customer to monitor both business and compliance 
rec[uirements. 

Tlirough our testing and exarnination, we are satisfied 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. Tltere are effective 
systems and manual based controls to ensure the contestable 
custoiner is not billed past the transfer time and the customer 
transfer request date complies with the time period set out in the 
Customer Transfer Code. 

Tlie issues identified herein are business improvement 
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opportunities to enhance the controls in managing compliance 
with the requirement of the licence conditions and the Customer 
Trans fer Code 

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

Recommendat ion 

2. Lack of awareness to identify who is able to provide verifiable 
consent in different legal operating structures. For exiunple, 
holding compan)', subsidiar)' company, family trust with an 
individual trustee, family trust with a corporate trustee, all have a 
different matrix of personnel w h o m can provide authorisation. In 
the instance of a family trust with a natural person acting as 
Trustee, it is the Trustee that has authorisation. Where the Tnastee 
is a corporate entit\', it is the Office Holder (Director, Company 
Secretar)') that has authorisation to delegate or execute a contract. 
In diis respect, we noted in several instances a "decision maker" 
has been identified to h-ave die abilit)' to provide verifiable consent. 
Further enquiries indicated evidence that there are no further 
v-alidation procedures to verify the authorisation capacit)' of the 
person providing the verifiable consent. 

1. Synergy currently uses a uniform pro-forma template for its 
de-alings with gas, the electricit)' rettiil business does not. A uniform 
pro-forma template should be utilised throughout the business to 
capatre the verifiable consent, identifying clearly the purpose of 
obtaining the verifiable consent, custoiner details, premise details, 
metering details as an example. 

2. Personnel who are required to obt-ain the verifiable 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 entit)' structures. 

Management 
Response 

Synergy agrees with the suggestion for improvement. 

Management 
Act ions 

1. Create a uniform pro-forma to capture verifiable consent to 
obtain and use customer's historical consumption data for 
purposes of intern-al business development. Retail Sales to discuss 
with Customer and Brand Equit)'. 

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

implementat ion 
Date 

1. October 2008 
2. November 2008 

Grcrt Ihornton .'Australia Ltd. All rights reserved. 
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Obligat ion Market ing 

Compl iance Rating 4 

47 

2007 Compl iance 
Manual Reference 
156 

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. 

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct 
Part 2 

(2) If a ci75romer indicates that the c u s t o m e r does not wish to 
proceed, then the mar / te te r inust not attempt to c o n t a c t the 
c u s t o m e r for the purpose of m a r k e t i n g for the next 30 days, 
unless the c u s t o m e r •igtees otherwise. 

Observations Synergy has in place a "do not contact" process and procedure. 

Synergy has two data bases which record the "wishes" of the 
custoiner. 

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. 

S)'nergy does not perform the "wash" process against one of the 
two data bases. 

Based on our interviews -and enquiries, Synergy has not contacted a 
customer on the "do not contact" list dunng the audit period. 

The issues identified herein are business improvement 
opporamifies to enhance the controls in managing compliance 
with the requirement of the licence conditions and the Code of 
ConducL 

issue Synergy does not perform the "wash" process ag-ainst 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 davs. 

Recommendat ion Tlie "do not contact" lists are amalgamated to ensure the "wash" 
process is performed on the full "do not contact" in an effort to 
ensure those customers who have requested not to be contacted 
for the purposes of marketing, respectively are not cont-acted. 

Management 
Response 

Until Synergy moves to a consolidated system (Columbus) it is 
necessary to continue to operate with two separate systems: one 
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system for -account managed customers (IB.-LAN); and a second 
system for non-account managed customers. In the meantime the 
data brief document has been updated to state that the do not 
contact "wash" must be made against the relevant databases. 

Management 
Act ions 

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

implementat ion 
Date 

Completed 1 September 2008. 
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Obligat ion Market ing Conduct 

Compl iance Rating 4 

2007 Compl iance 
Manual Reference 
158 

159 

Requirement 

Where the custoiner requests not to be contacted for the purposes 
of marketing a marketer must use reasonable endeavors to ensure 
that a custoiner is not contacted on its behalf in relation to the 
supply of electricitt' 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. 

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

Code of Conduct 2.13 (1) If a c u s t o m e r w h o has been c o n t a c t e d h y a m a r k e t i n g 
rep resen ta t ive (ot: the purposes of/narAreO/i^requests not to be 
c o n t a c t e d again on behalf of the marke te r , the m a r k e t e r must 
use reasonable endeavours to ensure that the c u s t o m e r is not 
c o n t a c t e d on behalf of the m a r k e t e r i n relation to the supply of 
elecuicitt' by the retai ler [oi whom the marke t ing \ \ : \ s carried out 
for the next 2 years. 

(2) A m a r k e t e r must keep a record of each c u s t o m e r w h o has 
requested not to be c o n t a c t e d (as described in subclause (1)) that 
includes the name, address and telephone nuinber of the c u s t o m e r 
at the time the c u s t o m e r made that request. 

(3) A m a r k e t e r must give a copy of the record to the electr ici ty 
o m b u d s m a n or the Author i ty on rec]uest. 

(4) A m a r k e t e r \TiUst provide the c u s r o m e r on request with 
written confirmation that the customerwiW not be c o n t a c t e d h y 
or on behalf of the m a r k e t e r u t relation to the supply of electricitt' 
by the retai ler (or whom the m a r k e t i n g WAS earned out for the 
next 2 ye-ars. 

(5) When engaging in d o o r to d o o r marke t ing , a m a r k e t i n g 
rep resen ta t ive must, to the extent practicable, comply with a 
notice on or near a p r e m i s e s indicating that the c u s t o m e r does 
not wish to receive unsolicited mail or other m a r k e t i n g 
information. 

Observations 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 specified information 
relating to the reason why they do not wish to be contacted. 
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Interview conducted with Customer and Brand Eqtut)' ^'Ianager 
identified the "wash" process was undertaken to ensure those who 
appeared on the D N C list were not contacted for marketing 
purposes. The wash process entails a vetting of the D N C list 
during m-arketing campaign to ensure customers who have 
specifically requested not to be contacted do not receive marketing 
materials. 

Further enquir)- identified a D N C list is also maintained within 
1 B A J \ N for middle to liigh end customers. This list does not 
participate with the wash marketing process. 

Through our enquir)' 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. Tliere are effective systems and manual based controls 
to ensure those customers who do not wish to be contacted is 
recorded and complies with the Code of Conduct clause 2.13 (2). 

Issue A separate D N C list is maintained within I B . \ J \ N for non­
contestable customers that is not utilised dunng the "wash" 
marketing process. Tliere is scope that non-contestable customers 
on the D N C may be contacted by Synerg)'. 

Recommendat ion That Synergy combines the D N C 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. 

Management 
Response 

UntU Svnergy moves to a consolidated system (Columbus) it is 
necessary to operate with two separate systems: one system for 
account managed customers (IBA:\N); 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 relevant databases. 

Management 
Act ions 

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

Implementat ion 
Date 

Completed 1 September 2008. 
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Obligat ion Billing Cyc le 

Compliance Rating 4 

2007 Compl iance 
Manual Reference 
174 

175 

176 

Requirement 

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

A retailer must give the custoiner written notice of a decision to 
shorten the customer's bilKng cycle within 10 business days of 
making the decision. 

A retailer must ensure that a shortened bilHng ct'cle is for a penod 
of at least 10 business davs. 

177 A ret-ailer must return a cusromer, who is subject to a shortened 
billing cycle and has paid three consecutive bills by the due date, 
on request, to the billing cycle that previously applied to the 
customer. 

178 

Code of Conduct 4.2 

A retailer must inform a customer, who is subject to a shortened 
billing cycle, at 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 m-ay 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 custoiner 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(-a)(ii).] 

(1) For the purposes of clause 4.1(a)(ii)(B), a re ta i le rhas given a 
c u s t o m e r notice if the retailerh-As advised the cus tomer , prior to 
placing the c u s t o m e r on a shortened b i l l ing cycle, that— 
(-a) receipt of a third r e m i n d e r no t i ce may result in the c u s t o m e r 
being placed on a shortened bi l l ing cycle, 
(b) if the c u s t o m e r is a r e s iden t i a l custoiner , assistance is 
available for r e s i den t i a l c u s t o m e r s experiencing p a y m e n t 
diJTJculties or f inanc ia l ha rdsh ip , 
(c) the c u s t o m e r ny,i\' obtain further information from the re ta i ler 
on a specitted telephone number; and 
(d) once on a shortened bi lh 'ng cycle, the c u s t o m e r must pay 
three consecutive bills by the due date to reairn to the c u s t o m e r ' s 
previous bilh'ng cycle. 

(2) Notwithstanding clause 4. l(a)(u), a re tai ler must not place a 
r e s iden t i a l c u s t o m e r oil a shortened />i/i/n^ cv"c7e without the 
c u s t o m e r ' s verifiable c o n s e n t i i — 
(a) the residential custoiner informs the retailer that the residential 
customer is experieticing payment difhculties or fin-ancial hardship; 

!«' Grant Thorntrjn Australia Ltd. Al! rirjrrts reservef; 



GrantThornton 
Synergy Perfomiarrce Audi! Report 

52 

and 

(b) the assessment carried out by the retailer under clause 6.1 
indicates to the retailer that the customer is experiencing ptiyment 
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)(ii)(B), a 
, re/a/fer decides to shorten the b i l l ing cycle in respect of a 

cus tomer , die re ta i ler must give the c u s t o m e r written nonce of 
that decision within 10 bus ine s s days of making that decision. 

(4) A shortened bi lUng cycle ntust be at least 10 bus ines s days. 

(5) A re ta i le r must return a cus tomer , who is subject to a 
shortened bilh 'ng cycle -and has paid three consecutive bills by the 
due date, on request, to the b i l h n g cycle that applied to the 
cw^roiuer before the shoitened b i l l ing cycle coivanenced. 

(6) A re ta i le r must inform a cus tomer , who is subject to a 
shortened biUing cycle, at least once ever)' three months that, if 
the c u s t o m e r ^iys three consecutive bills by the due date of each 
bill, the c u s t o m e r wi& be returned, on request, to the b i l hng cycle 
that applied to the c u s t o m e r before the shortened bi l l ing cycle 
commenced. 

Q l ) 3 0 l ^ 3 f JQfIS 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 credit 
management related issues. 

Issue Tliere is a lack of timely reporting mechanism to confirm that no 
customers have been placed on shortened biUing cycles. The 
current information system requires complex programming 
instruction to extract the specific information. Given the current 
organisation demand for Information Technology resources, the 
estimated time for production of such report is appro.ximately 2 to 
4 weeks. 

In this respect, the monitonng control is inadequate to ensure 
timely identification of customers who may have been placed on 
shortened billing cycles. As liighlighted in die following p-aragraph, 
it appears that Synergy does have a policy of placing customers 
who have a poor credit history on shortened bilHng C)xles. 
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 Fin-ancial 
Situation — Factors for Consideration", with the DMS#2122874vl , 
bankrupt customers (second time and more) are pl-aced on 14-day 
billing cycle. Thus support from the reporting function (as 
discussed above) ts essential to effectively monitor the 
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management of customers who have been placed on shortened 
billing cycles. 

Recommendat ion As part of the output compliance process and to strengthen the 
monitoring control, Synerg)' should consider a more timely 
reporting mechanism in relation to customers who may have been 
placed on shortened billing cycles. 

That Synergy considers establishing procedures and systems to 
monitor and manage customers who may b-.tve been placed on 
shortened billing cycles. 

Management 
Response 

Tliere 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 DiVlS 3087374 regarding the work instnicrion 
which states no person is to be billed on a shortened billing cycle. 
Synergy confirms no customer is billed on a regular shortened 
billing cycle. 

Management 
Act ions 

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

implementat ion 
Date 

Action completed. 
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Obligat ion Bil l ing 

Compliance Rating 4 

2007 Compl iance Requirement 
Manual Reference 
180 A retailer must include minimum prescribed information on the 

customer's bill, unless the customer agrees or as otherwise 
provided for in the COC. 

Code of Conduct clause 4.4 Particulars on each bill 
4.4(1) 

Observations Examination of customer's biU identified the bill comprised of 
majorit)' of the minimum information -as required by the Code. 

The design of the bill was reviewed by both Synergy and the 
Authorit)'. 

Tlie printing of the bill is an automated process and the 
information contained on the bill is reviewed for accuracy, 
currency and relevance. 

Tlirough our examination and enquir)', we tire satisfied there are 
appropriate poKcies, procedures and systems in place, to ensure 
that Synergy includes the prescribed information as required by the 
Code. 

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

issue Tlie bill does not contain part (a) of the minimum prescribed 
information i.e. the date of estimation or normal reading is 
identified. 

Recommendation Tl''^ '^'"''^ ^^ f'""̂  estimation or the reading is included on the 
customer's bill. 

Management 
Response 

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

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

Management 
Act ions 

N o action required. 
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Obligat ion Basis of a Bil l 

Compl iance Rating 3 

2007 Compl iance 
Manual Reference 
184 

Requirement 

A retailer 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 ever)' 
t\velve months. 

Code of Conduct 4.6 A retai ler must use its best endeavors to ensure that metering data 
IS obtained in accordance with clause 4.5, as frequendy as ts 
required to prepare a bill and, in any event, at least once ever}' 
twelve months. 

Observat ions An Unbilled Error Report (L'ER) is generated for analysis daily. 
Billing receives notification of instances where Western Pow-x'r 
could not obtain reading or have not received customer's self read 
cards on 6 successive occasions. Synergy will then adopt actions to 
obtain the actual reading either through Western Pow-'er metering 
services or attempting to contact customers or both. Where 
contact attempt has failed to yield a meter reading. Synergy will 
estimate the 6''' reading in CIS. Compliance is achieved through 
documentation of each process to demonstrate best endeavors 
have been made to obtain a meter read within 12 months. 

Through examination and enquiiy, we -.ire satisfied Synergy litis 
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. 

issue Although Synergv contacts Western Pr>wcr to facilitate a meter reading as 
required under clause 4.6 of the Code, in S(jmc instances a meter reading 
cannot occur because a cushjincr has prevented access to a meter. 

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

Management 
Response 

Synergy agrees to consider with the recommendation. 

Management 
Act ions 

A process to be investigated and costed that ensures custoiner 
contact is made with a recjuest for tlietn to provide access. (Note 
the customer is in breach of their contract by not providing 
access.) However, our process is tt'picallv not to disconnect but 
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estimate the customer's bill. 

implementation Det-ailed evaluation of options to introduce a more robust process 
| - . will commence in September 2009, an implementation timeframe 

for the approved solution will be determined following analysis 
and costing, but it is expected to be no later than 31 December 
2008. 
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Obligat ion Basis of a Bil l 

Compl iance Rating 4 

2007 Compl iance 
Manual Reference 
188 

Requirement 

A retailer must tell a customer, on rec|uest, the basts and reason for 
the estimation. 

Code of Conduct clause 
4.7 

(4) A re ta i ler must tell a c u s t o m e r on request the— 
(a) basis for the estimation; and 
(b) reason for the estimation. 

Observat ions Synergy has 5 basis of estimation where an actual reading cannot 
be obt'Ained (for a variety of reasons). 

Tlie "Substiaition Method 61: Previous Year Method" involves an 
estimation based on the average daily consuinption from the same 
or similar reading period last year multiplied by number of days 
required to be substituted. 

The "Substitution Method 62: Previous iVIeter Reading Method" 
involves an estimation based on average daily consumption from 
the previous meter reading period multiplied by the number of 
days required to be substiaited or estimated. 

The "Substiaition Method 63: Customer Class Method" involves 
an estimation based on average d-aily consuinption for the 
customer class with the same type of usage multiphed by the 
number of days required to be substituted or estimated. 
Customer classes are Residenual, Non-residential, Farm and Public 
Lighting. Types of usage are peak and off-peak. 

The "Substitution iSlethod 64: Agreed Method" involves a globally 
applied method or a site-specific method. 

The "Substitution Mediod 65: Estimation by average d-aily 
consumption" involves an estimation based on the average daily 
consumption multiplied by the nuinber of days required to be 
estimated. This method is only used when all the other methods 
are not available. 

Tlirough our enc^uin' and examination, we are satisfied Synergy h-as 
policies, procedures, protocols and svstems in place to manage 
compliance with die 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 biU by Synergy. 

issue 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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bill due to Western Power providitig the incorrect code. 

Recommendat ion That Synergy implemented the ttppropriate data validation 
mechanism to ensure that only certain estimation code can be used 
for a class of customers, for example H34 is not to be used for 'self 
read' customer readings. 

Management 
Response 

We are reliant on Western Power providing Synergv with the 
correct validation codes. The Retail Bridge St-.tbilisation project 
developed a number of reports and mechanisms to monitor die 
qualit)' of data received from the Market Provider and to minimise 
estimarion exception errors. Tlie 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 additional mechanisms to provide for 
exceptional events (as has been described in this issue). 

Management 
Act ions 

N o action will be taken as the ongoing work of designing a more 
robust billing system in SAP ts expected to minimise and automate 
meter reading exception as a result of market error in the future. 
Tlie need for Western Power to provide Synergy widi accurate 
validation codes has been brought to their attention. 

imp lementat ion 
Date 

Current implementation date for SAP system is l)uly 2009. 
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Obligat ion Final Bi l l 

Compl iance Rating 4 

2007 Compl iance Requirement 
Manual Reference 
196 A retailer must use reasonable endeavors to arrange for a final bill 

if a customer requests the retailer to issue a final bill at the 
customer's supply address. 

Code of Conduct cl-.mse (1) If a cusfo /ner requests the refat'/er to issue a final bill at the 
4.14(1) c u s t o m e r ' s s u p p l y address , the re ta i ler m.ust use reasonable 

, endeavours to arrange for that bill in accordance with the 
c u s t o m e r ' s request. 

Observat ions We identified an incident 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 Power not cartving out a meter reading, the new business 
owners moved into the premises and an actual reading was taken 
approximately three weeks later, the customer was provided with 
an estimated final bill. 

The customer made a complaint with the Energy Ombudsman. 
St'nergy manually calculated the bill based on historical 
consumption and provided compensation for the inconvenience. 

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

Recommendat ion That the Code requirements be coinmunicated 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. 

Management 
Response 

CSR's to record customer readings in the customer's conversation 
records in the Customer Information System (CIS). 

Management 
Act ions 

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

Implementat ion 
Date 

End of September 2008 - complete. 
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Obligat ion Assessment of Financial Si tuat ion 

Compl iance Rating 4 

2007 Compl iance Requirement 
Manual Reference 
220 

Code ot Conduct 6.2 

Observat ions 

A rettiilcr must assess whether a residential customer is 
experiencing payment difficulties or financial hardship, within 
three business days from when the residential custoiner informs a 
retailer that they are experiencing payment problems. 

(1) If, for the purposes of clause 6.1, a r e s i den t i a l c u s t o m e r — 
(a) requests a temporary suspension of actions; 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 capaciti' to pay, the 
re ta i le r must not unreasonably deny the r e s i d e n t i a l c u s t o m e r ' s 
request 

Synergy has developed several policies and procedures surrounding 
the assessment of financial hardship. Typically, the assessment is 
performed instantly over the phone by the Cvistomer Service 
Representative who intercepted the call. Phone calls are recorded 
as part of Synergy's qualit)' assurance process to evaluate the 
performance of the customer ser\'ice representatives. 

C)nly "special situations or requests" are escalated to the Credit 
Management Group for further consideration, l l i e escalation can 
be performed either through an emidl or a service order "SCJIl" 
w-"hich gets tracked in the system. 

issue If the escalation is not conducted through SOU S)-stem, there is 
potential opportunity that the assessment may not be completed 
within the 3 day timeframe as required by the Code. In this 
respect, unless the escalation is performed through the work order 
system, SOU, there is no effective monitonng control to ensure 
compliance with the licence requirement and Code of Conduct. 

Recommendat ion That all escalations for assessment from the call centre to the 
Credit Management Group be performed through the SOU 
system. 

Management 
Response 

A customer's Giiancid status is assessed by the Contact Centre 
over the phone. Where a customer falls outside of the guidelines, 
the call is transferred through to Credit Management, if Credit 
Management is unavailable the Customer Service Representative 
will then do a SOIL Emails ;ire sent by the Contact Centre to 
Credit management for general communication. SCJII, and not 
emails, are used for the purposes of referring an account to Credit 
Management for custoiner assessment of payment difficulties or 
financial hardship .Current process is effective. 
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Management issue bulletin to responsible staff to clearly communicate that 
emails are not to be used for referring customer -accounts to Credit 
Management for assessment of payment difficulties or tiiiancial 
hardship. 

Act ions 

Implementation Oc tobe r 2008 - complete. 

Date 
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Obl igat ion Business Customers Experiencing Payment 
Di f f icul t ies 

Compl iance Rating 4 

2007 Compl iance Requirement 
Manual Reference 
237 

Code of Conduct 6.11 

Observat ions 

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

A re ta i ler nMist consider any reasonable request for alternative 
payment arrangements from a b u s i n e s s c u s t o m e r w h o is 
experiencing p a y m e n t difficulties. 

At present Synergy utilised the same framework for residenti'al 
customers to assess business customers who are experiencing 
payment difficulties. 

issue Currently, there is no sep-arate framework to assess business 
customers. Non-residential/business customers h-ave a different 
dimension to their financial circumstances with a diversity of 
complex indicators requiring separate financial assessment 
guidelines. Thus , it is not appropriate to adopt the same approach 
for business customers as residential customers. 

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

Recommendat ion ITiat a policy framework be established in connection with 
assessing business customers who is experiencing payment 
difficulties. 

Management 
Response 

Tlie policy framework for business customers experiencing 
ptiyment difficulties is a combined policy for both residential and 
business customers. Within that framework, timeframes for 
extending the due date for payment have been determined and are 
extended to business customers expetiencing financial difficulties. 
Additionally, within that framework, there is a need to address the 
complexities associated with business customers facing financial 
difficulties when a receiver or administrator is appointed. In such 
cases a more commercial decision process is applied compared to 
that used for residential customers. 

Management 
Act ions 

N o n e is required. 
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Obligat ion Disconnect ion for Failure to Pay Bi l l 

Compl iance Rating 4 

2007 Compl iance Requirement 
Manual Reference 
238 

Code of Conduct 1.' 

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. 

(I) Prior to tuTanging for disconnection of the c u s t o m e r ' s supply-
a d d r e s s for failure to ptty a bill, a re ta i le r mus t— 

(a) give the c u s t o m e r a r e m i n d e r not ice , not less than 13 
b u s i n e s s days from the date of dispatch of the bill, including— 
(i) the re ta i le r ' s telephone number for billing and pat'ment 
enquiries; and 
(ii) advice on how the re ta i le r \r\'x\- assist in the event the 
c u s t o m e r i s experiencing p a y m e n t diflJculties or f inanc ia l 
h a r d s h i p , 
(II) use its best endeavours to c o n t a c t the cus tomer , 
(c) give the c u s t o m e r a d i s c o n n e c t i o n warning, not less than 18 
b u s i n e s s days from the date of dispatch of the bill, advising the 
c u s t o m e r — 
(i) that the re ta i ler nixy disconnect the c u s t o m e r on a day no 
sooner than 5 b u s i n e s s days after the d a t e o f r e c e i p t o r the 
d i s c o n n e c t i o n warning, and 
(ii) of the existence and operation of complaint handling processes 
including the existence and operation of the electr ici t} ' 
o m b u d s m a n . 

239 

[Therefore, a customer cannot be disconnected for at 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 puqioses of sub clause (1), a c u s t o m e r h a s failed to pay 
a re ta i le r ' s bill if the c u s t o m e r h a s no t— 
(a) paid the re ta i ler ' s bill by the due date; 
(b) -agreed with the re ta i le r to an offer of an installment plan or 
other payment arrangement to pay the re ta i ler ' s bill; or 
(c) adhered to the c/wto/iier-'* obligations to make payments in 
accordance with ;in agreed installment plan or other pavment 
arrangement relating to the payment of the re ta i ler ' s bill. 

A retailer must not arrange for disconnection of a customer's 
supply address for failure to pay a bill in the circumstances 
specified. 
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Code of Conduct 7.2 (1) Notwithstanding clause 7.1, a re ta i ler must not arrange for the 
disconnection of a c u s t o m e r ' s s u p p l y a d d r e s s for failure to pay a 
bill— 
(a) within 1 b u s i n e s s d a y Tiiter the expiry of the period referred to 
in the d i s c o n n e c t i o n warn ing , 

[Note: This paragraph aims to prevent disconnection where a 
customer has p-aid the bill before the expir)' of the period referred 
to in the disconnection warning, but the retailer has not received 
the payment in time for administrative reasons.) 

(b) if the re ta i le r has made the r e s iden t i a l c u s t o m e r -.nt offer in 
accordance with clause 6.4(1) and the r e s i d e n t i a l c u s t o m e r h a s — 
(i) accepted the offer before the expir)' of the period specified by 
the re ta i le r in the d i s c o n n e c t i o n warning, and 

(ii) has used reasonable endeavors to settie the debt before the 
expir)' of the time frame specified by the re ta i ler in the 
d i s c o n n e c t i o n warn ing , 
(c) if the amount outstanding is less than an amount approved and 
published by the A u t h o r i t y in accordance with subclause (2) and 
the c u s t o m e r h a s agreed with the re ta i ler to repay the amount 
outstanding; 

(d) if the c u s t o m e r h a s made an application for a conces s ion and 
a decision on the application has not yet been made; 
(e) if the c u s t o m e r h a s failed to pay an amount winch does not 
relate to the supply of electricity; 
or 
(f) if the s u p p l y a d d r e s s does not relate to the bill (unless the 
c u s t o m e r h a s failed to make payments relating to an outstanding 
debt for a s u p p l y a d d r e s s previously occupied by the cus tomer) . 
[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 customer's residential supply address 
which relates to another account. There is, however, one 
exception. If the customer has an outstanding debt relating to a 
pmiious supply address, the retailer may disconnect the customer's 
current supply address if the customer fails to repay the outstanding 
debt.] 

(2) For the purposes of sub clause (l)(c), the Au tho r i t y may 
approve and publish, in relation to failure to pay a bill, an amount 
outstanding below which a re ta i le r must not arrange for the 
disconnection of a c u s t o m e r ' s s u p p l y address . 

Observations 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 notices/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 conditions. 

Audit enquiry revealed a breach in respect of licence condiaon 238 
in April-December 2006 as reported to the Authority'. Full 
compliance with licence obligation was achieved in jtinuar)' 2007. 
The breach was in relation to customers receiving disconnection 
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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 fo customers in relation to disconnection 
warning are periodically reviewed for compliance with the Small 
Use Code. 

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

issue As presented above. 

Recommendat ion Tliat Synergy continues to review correspondences issued to 
customers in the payment ttrrears process, parriculatiy 
disconnection w-'arning letters, for compliance with the Small Use 
Code. 

Management 
Response 

All collection letters were further review'-ed by Synergy and the 
ERA in October 2007. The ERA recjuested minor modifications 
to some customer notices which were either clarified or 
implemented. All prescribed disconnection notices and warnings 
are considered to be Code compliant. Any changes to collection 
letters are required to be reviewed by Legal Regulatory -.ind Audit 
prior to any changes occurring. 

Management 
Act ions 

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. 

imp lementa t ion 
Date 

September 2009. 
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Obligat ion L imi ta t ions on Disconnect ion 

Compl iance Rating 3 

2007 Compl iance 
Manual Reference 
243 

Code of Conduct 7.6 

Observat ions 

Requirement 

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

Except if disconnection— 
(a) was requested by the cus tomer , or 
(b) occurred for e m e r g e n c y reasons, a re ta i le r or a d i s t r ibu to r 
must not arrange for disconnection or disconnect a c u s t o m e r ' s 
s u p p l y a d d r e s s — 

(i) where the c u s t o m e r h a s made a compla in t , directly related to 
the reason for the proposed disconnection, to the retailer, 
d is t r ibutor , electricits ' o m b u d s m a n or anodier external dispute 
resolution body and the c o m p l a i n t remains unresolved; 
(ii) after 3.00 p m Alonday to Thursda)'; 
(iii) after 12.00 noon on a Friday; and 
(iv) on a Saturday, .Sunday, public holiday or on the b u s i n e s s d a y 
before a public holiday, except in the case of a planned 
in te r rup t ion . 

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

Disconnection involves a field officer attending the customer's 
supply address and physically removing the fuse to disconnect the 
properrt'. 

An interview conducted with the Manager of Credit Management 
confirms the standing policy of no disconnection after 15:00 on 
Mond-ay to Thursday with no disconnection on a Friday. As a 
measure of good business practice to ensure compli-.ince with the 
requirements of the Code, disconnections will normally transpire 
"well in advance" of 15:00. 

Testing revealed several instances of disconnection occurring after 
15:00. Further enquiiies 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 Geld officer determines the 
propert) ' is vacant based on his "experience" and limited 
observations during the site visit. 

issue 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 compK-ance 
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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 tliis, the requirements of the 
Code in so far as the timeframe when disconnection may occur are 
concise. 

Recommendat ion 

Tliere does no t appear to be any contemplation in the Code for 
disconnection to take place after the defined time based on any 
consideration of propert)' utilisation. 

That Svnergy refr-.iins from disconnection activities 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 Conditions. 

That Synergy introduces additional monitoring controls to ensure 
that disconnection activities do ncit occur after the prescribed 
timeframe. 

Management 
Response 

The disconnections referred to above were for non-application. 
Non-application relates to a situation of unauthorised electricit)' 
use whereby a custoiner has not established an account (i.e. 
unauthorised use of electricity is occurring). If following a final 
reading (i.e. by a prior occupant), electricit)' continues to be 
consumed a 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. Vi'lien there is no response to this letter and no 
contxact is entered into, disconnection is arranged. Tliis ts deemed 
to be disconnection for unauthorised use of electricit)'. N o 
premises are disconnected after 1 SOOhrs for non-payment. 

Management 
Act ions 

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

implementat ion 
Date 

September 2008 - complete 
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Obligat ion L imi tat ions on Disconnect ion 

Compl iance Rating 4 

2007 Compl iance 
Manual Reference 
244 

Code of Conduct 7.7 

Observat ions 

Requirement 

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

(I) If a cj/srowie/-provides a re ta i lerwi th confirmation from an 
appropriately qualified medical practitioner that a person residing 
at the c u s t o m e r ' s s u p p l y a d d r e s s requires h'fe s u p p o r t 
e q u i p m e n t , the re ta i l e r mus t— 
(a) register the c u s t o m e r ' s s u p p l y a d d r e s s as a life s u p p o r t 
e q i t i p m e n t address; 
(II) give the c u s t o m e r ' s d i s t r ibu to r relevant information about the 
c u s t o m e r ' s s u p p l y a d d r e s s for the purpose of updating the 
d i s t r ibu to r ' s records and registers; and 
(c) not arrange for disconnection of that c u s t o m e r ' s s u p p l y 
a d d r e s s for failure to pay a bill while the person continues to 
reside at that address and reqtiire the use o i Ufe s u p p o r t 
e q u i p m e n t 

We have reviewed .Synergy's life support policy and processes in 
the different areas of operation: contact centre, custoiner ser\'ice 
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. 

One of the priinar)' s)'stem based controls that prevents life 
support customers from disconnection is the "LS" indicator flag in 
Synerg)''s Customer Support Information (CIS) database. To 
prevent wrongful disconnection or disconnection for credit 
management reasons, the "LS" indicator tlag ensures that 
customers who are dependent on life support equipment are not 

• subject to disconnection. Activation of the "LS" 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 that they are 
prioritised to be advised of any planned outage within the specified 
timeframe. 

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

The matters raised in the "Issue" section are business 
improvement opporainities with the view of enhancing and 
strengthening the internal controls over the life support process. 
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Issue Analysis of Synergy's processes for customers who are dependent 
on life support revealed some elements of deficiency which require 
modification to further iinprove the internal controls within the 
system. Whilst efforts have been directed at procedures identifying 
customers who require life support equipment and activation of 
the "LS" indicator tlag where appropriate, there appears to be 
inadequate validation mechanism to ensure the "LS" indicator flag 
is not removed. In this regard, we have identified the following 
issues. 

Firstly, the removal of the "LS" indicator flag on an account can be 
actioned unilaterally by Synergy personnel without secondar)' 
authorisation for verification putposes. As discussed in details 
below, there are no validation procedures or approval from 
management level (or at least supervisory level) to authorise 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 life support 
equipment is 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 at the supply address. 
TTte prttnar)' issue in this regard is the ability for an unauthorised 
third party to cause a life support customer's account into "forced" 
finalisation. It is acknowledged that Synergy cannot refuse 
customers electricit)' and in this context establishing a new account 
(therefore finalising die existing account at the supply address). 

However, given the potentially far reaching consec|uence of 
disconnection to a customer on a life support system, it would be 
appropriate to h-ave validation protocols which verify that life 
support system equipment is no longer required at the supply 
address prior to establishing the new account. 

Recommendation That Synerg)' considers the requirement to have a secondary 
authorisation (such as pending items in " P W Q " for managerial 
approval) prior to removing the "LS" indicator flag from a life 
support customer's account. 

That Synergy considers validation protocols to ensure that life 
support equipment is no longer recjuired at the supply -address 
prior to establishing a new account. In tliis respect, a field officer 
ctin visit the supply address to establish the facts or alternatively 
request the new account holder complering a staaitory declaration 
confirming that life support equipment is no longer presence at the 
supply address. 

Management 
Response 

Due the limitation in the current customer mainframe there are 
issues with making these change ty'pes. T o guard agiiinst potential 
risk, requirements for a second authonsation to remove a life 
support flag to meet the recommendations have been provided to 
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the business transformation team for inclusion in the new system 
that is being developed. 

Management 
Act ions 

Investigate the current process for removal of life support from 
customer address, by limiting access to this fitnction and issuing an 
instruction that life support flags are not to be removed without 
manageruil 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. 

Implementat ion 
Date 

Issue instruction and review current processes end September 
2008. Action complete. 
Consider business transformation solution March 2009. 
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Obligat ion Meter insta l la t ions 

Compl iance Rating 

2007 Compl iance 
Manual Reference 
357 

Requirement 

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

Metering Code 3.5 

Observat ions 

(6) A network operator may only impose a chcwge for providing, 
installing, operating or maintaining a metering installation in accordance 
with the applicable service level agreement between it and the user, 

.Synergy has entered into a Ser\'ice Level Agreement (SLA) widi 
Western Power in relation to the provision of various metering 
services, such as meter installations, connection, disconnection, 
meter investigation/testing etc. The SLA outlines the terms of the 
service, performance standards and the charges for the supplv of 
services. 

Western Power invoices Synergy on a regular basis for the different 
t)'pes of services performed. Annexed to the Western Power 
invoice is a schedule detailing the t)'pe and quanaim of ser\'ices 
requested by Synergy. A contract analyst then penises die invoice 
and annexure to advise the relevant Manager on payment. 

Through our examinarion and enquiiy, we are saris fieri there are 
appropriate policies, procediires and systems in place, to ensure the 
network operator only impose a charge for providing, installing in 
accordance with the applicable senice level agreement 

issue The descriptions of the service line in the Western Power annexure 
to the invoice do not -.ippetir 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 Are-.i" and "Countrx' Area" whereas an 
annexure rendered by Western Power that we examined contains 
three different rates, "Rural", "Town" and "Urban". 

Recommendat ion Essential to Synergy's abilit)' 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 sen,'ice charge 
descriptions and rates outlined in the SLA. 

TTiat reconciliation of Western Power's invoice to the SL,-\ be 
evidenced with the reviewer's initial and department or payroll 
number. 
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Management 
Response 

The suggestion for change is accepted and Synergy wiU make the 
request to WP to provide greater clarit\- with service charge 
invoices to enable reconciliation. 

Management 
Act ions 

Raise with the Synergy contractor consultant working on the 
current SLA to make the request to WP that all ser\'ice 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 wiU authorise \XT^ invoices only in 
accordance with transparency of SLA information being available 
on the invoice. 

implementat ion 
Date 

The implementation date will be dependant on the tinalisation of 
the current SL^\ agreement with VvT. This is expected to be 
completed by the end of November 2008. 
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Obligat ion Charges for Provision of Data 

Compl iance Rating 4 

2007 Compl iance Requirement 
Manual Reference 
413 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. 

Metering Code 5.5 (3) 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. 

Observat ions Our enquir)' 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. 

issue As highlighted above. 

Recommendat ion That Synerg)' develops a policy in respect of the requirement of 
Clause 5.5(3) of the Metenng Code, mapping the interaction of this 
clause with other enactments such as the Code of Conduct and the 
Customer Transfer Code where applicable to identify the 
circumstances that Synergy may charge for the provision of the 
data. 

Management 
Response 

The suggestion for improvement is accepted 

Management 
Act ions 

Resource has been allocated to the Customer Transactions team to 
review current processes and procedures in relation to code 
requirements. Tlie outcomes from this work will include high level 
process mapping and links to relative codes and requirements. 
Tliis will provide all staff with the opporamit) ' to review-
requirements and will reinforce operational requirements on an 
ongoing basis. 

imp lementa t ion 
Date 

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

•S' Grant Thornton Australia Ltd. All rights reserved. 
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Appendix 2.3 — Detailed 
Findings — No Action 
Required 

Obligat ion Use of Meter ing Data 

Compl iance Rating 5 

2007 Compl iance 
Manual Reference 
16 

Customer Transfer Code 

3.9 

Observat ions 

Requirement 

A retailer may only use data relating to a contestable customer to 
provide a contestable custoiner with a quotation for the supply of 
electricit)' by the ret;iiler to the contest-able customer or to initiate a 
transfer in relation to the contestable customer. 

(1) A retailer may use data relating to a contestable custoiner only for 
either or both of the following purposes— 
(a) providing the contestable customerwith a quotation for the supply 
of electricity by the retailer to the contestable customer, and 
(b) initiating a transfer in relation to the contestable customer. 

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. 

Tlirough our testing and examination, we are satisfied that Synergy 
has policies, procedures and system in place, to effectively monitor 
and manage compliance with the reqturement of the licence 

•5'' Grant Tliornton Australia Ltd. Ail rights reserved. 
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condition and the Customer Transfer Code. There are effective 
systems and manual based controls to ensure the contestable 
customers historical consuinption data complies purposes 
described with the Customer Transfer Code. 

issue None is identified. 

'i-;"' Grant Thfjmtan Atisiraiia Ltd. Ai! rights reserved. 
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Obligat ion Use of Meter ing Data 

Compl iance Rating 5 

78 

2007 Compl iance 
Manual Reference 
18 

Customer Transfer 
3.9 

Code 

Requirement 

A retailer must not disclose a contestable customer's data to any 
other person without die verifiable 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 except if— 
(a) the disclosure is m a d e — 
(i) to a employee, 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 
(ii) for a purpose permitted by this clause 3.8(3); or 
(b) the disclosure is required or allowed under an enactment, or a 
court or tribunal constituted under an enactment which has 
jurisdiction over the retailer, or 
(c) the data has entered the public doiniun other than by breach of 
tliis clause 3.8(3). 

Observat ions Intcr\'iews 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 authorit)' to act and the 
authorised consent for the data to be disclosed. 

VC-liere the requests is made by an employee of Synergy, the recjuest 
must have the verifiable consent and that vcritiable 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 that Synergy 
has policies, procedures -and systems in place to effectively monitor 
and manage compliance with the requirement of the licence 
condition and the Custoiner Transfer Code. Tliere 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. 

•i;- Grent Thornton Australia Ltd. Ail rights reserved. 
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issue None is identified. 

Grttnt Thornton Australia Ltd. All rights reserved. 
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Obligation Customer Transfer Request 

Compliance Rating 5 

80 

2007 Compl iance 
Manual Reference 
29 

Electricity Industr)' 
Customer Transfer Code 
clause 4.7 

Observations 

Requirement 

A retjiHer must nominate a transfer date in a customer transfer 
request in accordance with specified tiinefranies, except if the 
customer ttansfer request is to reverse tin erroneous transfer. 

Unless the CTR is to reverse an erroneous transfer, an incoming retailer 
must nominate a tranfer date ( " n o m i n a t e d transfer da te" ) , which 
must b e — 
(a) if die exit point is in a metropolitan area—at least 3 business days 
after the date the CTK is submitted; and 
(b) if the exit point is not in a metropolitan area—at least 5 business days 
after the date the CTR is submitted; and 
(c) in 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 timeframes. 

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

Tlie IT has established a process to capmre and communicate the 
customer transfer request to the appropriate areas of responsibilit)'. 
Review of the requirement is performed at both the business level, 
IT. 

Through enquir)' and examinarion, we are satisfied that Synergy 
has policies, procedures, systems ;ind protocols to effectively 
record a nominated transfer date in accordance with the specified 
time frames. 

issue None is identified. 

P Grant Thoinion .iJiustralia Ltd. Aii rict!t<i reserved. 
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Obligat ion Customer Transfer Request 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
34 A network operator and retailer must agree to a revised nominated 

transfer date in certain circumstances. 

Observat ion 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 regulator)' 
change and where recjuired the document is updated accordingly. 

The IT system has adec]uate systems and processes in place to 
govern the protocol relating to communication of custoiner 
uansfer request. Tlie automated processes execute commands 
upon all relevant data having been provided. The automated 
process is reviewed by appropriately skilled personnel to ensure 
validitj' of data and the execution of the scr ipt /command. The 
data IS 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 date. 

Our testing did not reveal any instances of exception or non­
compliance with the requirement of the Customer Transfer Code. 

Through our enquir)' 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 condition and the Customer Transfer Code. There are 
effective systems and manual based controls to ensure tiie 
nominated transfer date and the custoiner transfer request date 
complies with the time period set out in the Custoiner Transfer 
Code. 

issue N o n e is identified. 

'St' Grant Thornton Australia Ltd. A!! rights reserved. 
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Obligat ion Transfer Request 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
39 A nenvork operator and the retailer must take certain action if die 

contestable customer's meter is not read on the nominated a'ansfer 
date. 

Electricity Industty (3) If the contestable customer's meter is not read on the nominated 
Custoiner Transfer Code transfer date then— 
clause 4.11 (a) the network operator and the incoming retailer must work together to 

set a new nominated 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 network operator must within 1 business day after the nominated 
transfer date electronically notify the cuirent retailer— 
(i) that the meter was not read on the nominated transfir date; and 
(ii) of the new nominated transfer date agreed between the network 
operator and incoming retailerunder clause 4.1 l(3)(a); and 
(c) this clause 4.11 applies afresh in respect of the new nominated 
transfer date agreed between the network operator and incoming retailer 
under clause 4.11(3)(a). 

Observat ions IT pro\'ides the infrastructure to commiuiicate the rec]uirements 
for meter reads and customer transfer requests to Western Power. 

The IT sofuv-are and hardware is currentiy leased from Western 
Power. 

Tlie automated batch reports run twice daily which is 
communicated to the neKvork operator. Electronic information 
transfer is performed through the nominated formats within the 
agreed communication policy. 

Transfer processes engage both the network operator and Synergy 
to ensure dialogue is maintained where a nominated transfer date 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 said to match the current 
requirements. 

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

Tlirough our enquir\' and examination, we are satisfied that 

. Grsnt Tnomton .-tustraiia Ltd. I 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 ensure the 
nominated transfer date protocols are adhered to. 

issue None is identified. 

' i - Grant Thornton .Australia Ltd. Ail rifjiits reserved-
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Obligat ion Bi l l ing 

Compl iance Rating 5 

84 

2007 Compliance Requirement 
Manual Reference 
45 A previous retailer must not bill a contestable customer for charges 

incurred after the transfer time, except in the case of an erroneous 
trans fer. 

Electricity Industry Except in the case of an erroneous transfer, a previous retailer must not 
Customer Transfer Code bill a contestable customer for cfjargcs incurred after the transfer time. 
clause 4.17 

Observat ions Based on our discussions with Synergy personnel it was identified 
that I T maintain the CIS system. 

CIS communicates through the Retail Bridge to the network 
operator. 

Retail Bridge Stabilisation (RBS) activities are performed as 
mandatory requirements. 

RBS activities are performed frecjuently dependent upon the 
prionty of the RBS exercise. 

Skilled staff is 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 identify a transfer request 
had been initiated 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 trigger close off billing det:tils. 

In addition to the IT automated process, a review is conducted by 
the account managers to monitor the compliance with the ttansfer 
reques t 

Based on our analysis IT system has adequate processes in place to 
govern the protocol relating to communication of customer 
transfer request. TTic IT automated processes execute commands 
upon all relevant data having been provided. The automated 
process is reviewed by appropriately skilled personnel to ensure 
vaUdit)' of data and the execution of the scr ipt /command. The data 
is communicated within the communication protocols. 

Tlirough our enquir)' examination, we -are satisfied that 

» Grant Thornton Australia Ltd. Al! 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 to ensure diat a contestable custoiner ts not billed 
for charges post transfer time. There are effective systems and 
manual based controls to ensure the contestable custoiner is not 
billed past the transfer time and the customer transfer request date 
complies with the time period set out in the Customer Transfer 
Code. 

Issue None is identified. 

•»•• Grant Thornton Australia Ltd. .Ail rights reserv.'id. 
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Obligat ion Customer Transfer Request 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
48 A network operator and a retailer must comply with approved 

communication rules. 

Customer Transfer Code (4) If the Antlmrity has approved communication rules under clause 
5.1 5.1(1), irtailers and network operators must comply with the 

communication mles in the communic.ition of information, data or 
both information and data required under tliis Code. 

Observations We have obtained evidence of approval for the communication 
protocols between S)'nergy and Western Power from the 
Authorit)-. Tlie approved communications nales are outlined in 
Synerg)''s Network Process and Procedure manual. 

Synergy communicates with the network provider and the 
Authority through the formats identified within the 
communication rules. 

Synergy utilises 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 its CIS to the network 
provider currently without issue. 

Inter\'iews conducted with Synergy personnel revealed a high level 
of awareness of the requirements of the communication mles. 
Staff are appropriately trained to utilise the correct communication 
methodology. Protocols are defined at different levels of the 
organisation on how to interface with the network operator under 
various circumstances and performing requests. 

Tlie process is adequately supported through the I T department, 
which has implemented the necessary software and hardware 
infrastructure to manage compliance with the requirement of the 
licence condition and the Custoiner Transfer Code. 

issue N o n e is identified. 

i:- Grant Thornton Austraiia Ltd. Aii rights reserved. 
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Obligation Communicat ion Systems & Process 

Compl iance Rating 4 

2007 Compl iance 
Manual Reference 
69 

Requirement 

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

Customer Transfer Code E-ach netivork operator and retailer mus t— 
Annexure 6 Clause A6.2 (b) establish a mech-antsm to generate an automated response message 

for each electronic communication (other than an automated response 
message) received at the electronic communication address. 

Observations 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 generated upon receipt of the electronic 
m;dl 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 functionalit)' is 
owned by Western Power and the scnpt request had not been 
made subsequendy, the issue was not addressed dunng the relevant 
audit period. 

Issue 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 rec|uirement of the Customer 
Transfer Code. 

Recommendat ion iN/A 

•G'ant Thornton Australia Ltd Ail rights reserved. 
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Obligat ion Products 

Compl iance Rating 5 

2007 Compliance Requirement 
Manual Reference 
78 Tlie electricit\' coqioration must offer to purchase renewable 

source electricity, under an approved conttact, from an eligible 
customer who wishes to sell such electricit)' to the coi-poration. 

Observat ions Interviews with relevant Synergy identitied a renewable energy buy 

back scheme was in place. 

Synergy offers to purchase renewable energy from parnes wishing 
to sell to Synergy renewable energy and the equipment which 
provides energy to the network grid 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 participate with the 
renewable energy buy back scheme. 

Extunination of contracts for the purchase of renewable energy 
was performed. Contracts contained conditions of energy purchase 
and equipment approvals from the network operator. 

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

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

issue N o n e is identified. 

Gi ant Thornton Australia Ltd. Aii rights reserved-
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Obligat ion Elect r ic i ty industry Ac t 

Compl iance Rating 5 

L icence Condit ion Requirement 
93 If a designation under section 71(1) of the Electricit)' Industri ' 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 Industry' A c t 

Observat ions Interviews with relevant personnel confirmed that this designation 
by the Authorit) ' under section 71(1) has not been made. 

S)'nergy has in place an implementation action plan to enable 
Synergy to perforin the functions as defined within the Act. 

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

Synergy has demonstrated a proacrivc approach in managing this 
licence condition. 

Through our testing and examination, we -are satisfied that Synergy 
has policies, procedures and systems in place to effectively monitor 
:ind manage compliance with the requirement of the licence 
condition and the Act. Synergy has in place an implementation 
plan to prepare for the function as identified with the A c t 

issue None is identified. 

:•;' Grant Thornton Australia Ltd. Ail rights reserved. 
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Compl iance Rating 5 

9 0 

2007 Compl iance 
Manual Reference 
94 

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. 

Observat ions 

Issue 

Synergy is a member of an approved scheme wliich 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 

Inter\'iews 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 is said to reflect the 
membership of an -approved scheme. 

Through examination and enquiry, we are satisfied Synerg)' 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. 

None is identified. 

^•Greni Ihornton .-tustralia Ltd. Aii rights rescued. 
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Obligat ion Market ing 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
98 Tlie licensee must report a breach of the applicable code 

conditions by an electricity marketing agent to the Authorit)' within 
the prescribed timeframe. 

Retail Licence condition The licensee must report the marketing breach within 3 business 
6.2 dttys of the breach. 

Observations Interview with relevant personnel identified 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 
requirements. 

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

Synergy has in place a conttacaial cl-ause identifying the compliance 
requirements in the instance that an external marketing agent may 
be engaged to market on behalf of Synergy. 

Tlirough examination and encjuir)', we are satisfied Synergy has 
policies, procedures, protocols and systems in place to manage 
compliance with the rec|uirenieiit of the licence and Code of 
C o n d u c t There are effective monitoring controls are present to 
ensure breaches are reported by an electriciU' marketing agent to 
the Authorit) ' within the prescribed timeframe. 

Issue N o n e is identified. 

i -Grsnt Thornton .Australia Ltd. Aii rights reserved. 
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Obligat ion Products 

Compliance Rating 5 

9 2 

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 conaac t process involves a 
number of business units. 

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

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

j-Vmendments of the standard form contract will not take place 
without Synergy sign off and, prior to this occurring, Authorit)' 
approval must be obtained. 

Through our enqiur)' and examination, we tire satisfied that 
Synergy has policies, procedures and systems in place to effectively 
monitor and manage compliance with the rec]uirement of the 
licence condition and Retail Licence Condition. There are effective 
systems and manual based controls to ensure Authorit)' approved 
amendment are those elements which are stipulated within the 
standard form contract. 

issue None is identified. 

'Si'Grant Tnornton Australia Ltd. Aii riqnts reserved 
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Obligat ion Market ing 

Compl iance Rating 5 

9 3 

2007 Compl iance 
Manual Reference 
113 

114 

115 

Code of Conduct 
Pttrt 2 

Requirement 

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

A marketer must ensure that each marketing representative acting 
on its behalf undertakes -appropriate training and testing so that 
each marketing representative understands Part 2 of the C O C 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 

Observat ions Synergy does no t engage external marketers. Synergy trains its 
internal marketers to ensure the marketing representatives are 
conversant with the obligations of part 2 of the COC. 

Inteiviews established that Synergy personnel possessed a high 
level of knowledge and understanding of p-art 2 of the COC. 

Tr:uning material identified content, date of deliven', currency of 
atiining. Assessment documents of participants were also retained 
of each participant 

Synergy's process in relation to marketing campaigns involves a 
review of C O C obligations the requirement for all campaign 
participants to re-famiUarise themselves with the obligations. 

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". 

Tlirough our examination and enquir)', we -are satisfied there are 
appropriate policies, procedures and systems in place to ensure the 
marketing representatives comply with part 2 of the C O C . 

Issue N o n e is identified. 

' Gi-Ent Thornton Australia Ltd. All rights reserved. 
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Obligat ion Market ing 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
116 A m-arketer must keep training manuals and records of training 

undertaken by its mtirketing representatives. 
Retail Licence condition 2.2 Training marketing representatives 
6.1 

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

Personnel responsible for the delivery of training pertaining to 
Code obligation were tible to produce respective training material 
upon request 

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

Interview with marketing representatives confirmed that they 
participated in ttaining. The training records were able to be 
matched the triiining ptirticipant. 

TTirough our exiunination and enquir)', 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. 

Issue None is identified. 

Grcint Thornto'i Australia Lrd. All lights reserved 
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Obligat ion Market ing 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
117 A nitirketer must give the stated contact details to the Authority 

and ensure that those contact details are kept up to date. 

Observations •̂ y''" '̂̂ Sy ^^ f̂*̂  marketer has informed the Authority of its contict 
details and the contact details provided to the Authority are 
current. 

Synergy's compliance team ensures tliis licence condition is 
adhered to and cominunications of contact details is accurate and 
timely. 

TTirough examination and enquir)', 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. 

issue N o n e is identified. 

••y GiEOt Thornton Australia Ltd. All riahts reser','ed. 
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Obligation Contracts & in format ion to be Given to 
Customers 

Compliance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
88 A retail or integrated regional licensee must not apply elecaicity to 

a small use custoiner otherwise than under a standard form 
contract or a non-standard form contract. 

120 

121 

Code of Conduct 2.5 

A marketer must ensure that standard and non-standard contracts 
are entered into in the manner and satisfying the conditions 
specified. 

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

(1) A m a r k e t e r niust, in the course of arranging a s t a n d a r d form 
con t r ac t that is entered into as a result of d o o r to d o o r 
m a r k e t i n g or a n o n s t a n d a r d contract , ensure that the con t r ac t 
is signed by the cus tomer . 
(2) A s t a n d a r d form c o n t r a c t that is not entered into as a result 

of d o o r to d o o r m a r k e t i n g need not be signed by the c u s t o m e r 
but the date of the c u s t o m e r eritering into the s t a n d a r d form 
con t r ac tn tus t be recorded bv the m a r k e t i n g representa t ive . 
(3) The terms and conditions of a s t a n d a r d form c o n t r a c t that is 
not entered into ;ts a result of d o o r to d o o r m a r k e t i n g must be 
made av-ailable to the c u s t o m e r on request at no charge. 

Observations Our enquiry indicated that Synergy' established a standard form 
contract over the phone with customers who request a new 
connection. Voice recordings are rettiined 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 dien offered to be sent out to the custoiner. 

Interviews conducted with the CSRs revealed a high level of 
awareness of procedures to respond to customers in vanous facets 
of Synergy's operations. V^oice recordings are monitored and 
reviewed on a regular basis by the Team Leader or tVIanager to 
appraise the CSRs' performance. Wliere deficiency is identified, 
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 connection. 

•s.;- Gr^nt Thomton Australia Ltd. Ai! rirjhts reserved. 
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W"e noted one instance where a CSR did not advise the customer 
that he / she had entered into a standard form contract with 
Synerg)'. However, in consideration of the requirement of the 
Code of Conduct, we did not 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 recjuirenient 
of the licence and Code of Conduc t Tliere are effective s)'steins 
and manual based conttols to ensure the customer is duly informed 
of their obligations under the contract with Synergy. 

issue N o n e is identified. 

•& Grant Thornton Austraiia Ltd. Ail rights reserved. 
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2007 Compl iance 
Manual Reference 
199 

Requirement 

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

Retail Licence condition Refer to Code of Conduct (COC) 
6.1 
Code of Conduct Refer to Code of Conduct 
P-art 2 

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

Inspection of the database demonstrated the existence of verifiable 
consent and the reason for which it was obtained, in this 
circumstance, the information specified has been pro\ided. 

TTie marketing representatives perforin a peer review on customer 
accounts to ensure all relevant information has been provided and 
capmred. 

TTie 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 witliin a specified timeframe to query the receipt of 
information specified. 

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

Tlirough our examination and enquir)-, we are satisfied there are 
appropriate policies, procedures and systems in place to ensure the 
marketing representatives comply with p-.irt 2 of the COC. 

issue 
Management 
comment 

None is identified. 

Synergy logged an incident during the audit period where a fixed 
application did not provide verifiable consent for a third party to 
act on behalf of the customer. Although this was -.in isolated 
incident. Synergy undertook a review of the process for 
applications received via the web, fix or email to ensure tliird part)' 
consent has been given. The change to the process was 
coinmunicated to responsible staff Consequendy, the auditor's 

'C'Gr;ri'i Thornton .Austraiis Lto. .*.ll "ights reserved-
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review of the current process did not identify any issues. 

'5' Grant Thornton Australia Ltd. All rights reserved. 
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Compl iance Rating 5 
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2007 Compl iance 
Manual Reference 
124 

Retail 
6.1 

Licence condition 

Requirement 

Where the customer has entered into a new contracaial 
relationship with a ret-ailer, a retailer or marketing representative 
must give the information specified to the customer. 
Refer to Code of Conduct 

Code of Conduct 
Part 2 

Division 3—Injonnat'ion to be provided to customers 

Observat ions Interviews with relevant Synergy personnel confirnicd 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 conttact and the applicabiUty based on usage and tariffs. 

Synergy marketing 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 wliich includes the contact, the Customer 
Ser\'ice Charter, Code of Conduct and other information as 
specified within the Code. 

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

TTirough our enquin ' and examination, we are satisfied that 
S)'nergy 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 
s)-stems and manu-al based controls to ensure the information 
required to be provided by the Code of Conduct is done so. 

issue N o n e is identified. 

'?•' Grant Thornlr:!r, Austrtilia Ud. Aii rights res-erved. 
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Obligat ion Market ing Conduct 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
131 A marketing representative must give a custoiner on request the 

contact details of the marketer. 

Observat ions S)'nergy has procedural instruction in the "Knowledge Base" 
identifying 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 periodic-.illy reviewed by the Team Leader and 
Manager to monitor the performance of the CSRs. 

TTirough our enquir)' and interviews conducted with the CSRs, we 
are satisfied that Synergy has pohcies, procedures and system in 
place, to effectively monitor and manage compliance with the 
requirement of the licence condition and Code of Conduct. 

issue N o n e is identified. 

••<•• Grant Thornton Australia Ltd. All rights reserved. 
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Obligat ion Market ing 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
133 A marketing representative must not represent that a non-standard 

contract is a standard form contract to a custoiner. 

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct Refer to Code of Conduct 
Part 2 

Observat ions Synergy has divided its customer account interaction into three 
business areas. Segregation of accounts is b-ased on customer 
usage this dictates the contract form. 

TTie contract forms are clearly identifiable. Synergy marketing 
representatives are conversant in the naaire 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 compU-ance wtth the requirement of the 
licence condition. Tliere are effective systems and manual based 
conttols to ensure the correct contract is represented to the 
customer. 

Issue N o n e is identified. 

' Grant Thornton Australia Ltd. Ali rights reserved. 
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Obligat ion Market ing 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
134 A marketer must ensure that any comparisons and claims made by 

a retailer are timely, accurate and verifiable. 

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct Refer to Code of Conduct 
Part 2 

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

Tlie extern-al agency selection is based on industtv experience, 
research performed and product knowledge. 

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

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

In the circumstance where a quote is provided to a customer, the 
quote is based on an analysis of historical consumption data and 
the applicable tariff 

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

Issue None is identified. 

5ry.nt l )v j tn[on Austraiia Ltd. All ri'jhts reserved. 
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2007 Compl iance 
Manual Reference 
135 

Requirement 

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

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct 2.3 C o n t a c t detai ls of marke t e r s 
(1) A m a r k e t e r must give its contact details to the Autlmrity and 
ensure that those contact det-ails are kept up to date. 
(2) The contact details are— 
(a) the name, business address and telephone ntunber of the 
marke t e r , and 
(b) the name, business address and telephone number of each 
re/.-i/fer (if any) on whose behalf the /2ja/-/rere/-carries out 
m a r k e t i n s . 

Observat ions O u r 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 utilise 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 pl-ace to effectively monitor 
and manage compliance with the requirement of the licence 
condition and the Code of Conduct. There are effective systems 
and manu-al based controls to ensure the custoiner is able to 
contact the marketer by a telephone dunng normal business hours 
for the purposes specified within the Code of Conduc t 

Issue N o n e is identified. 

'V Grant Thornton Australia Ltd. Ail rights reserved. 
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2007 Compl iance 
Manual Reference 
136 

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 marketing representative 
must ask the customer whether they wish to proceed further. 

Retail Licence condition Refer Code of Conduct 
6.1 

Code of Conduct Refer to Code of Conduct 
Part 2 

Observations 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 marketing staff are aware of the Code obligations and this 
requirement. 

Through our examination and enquiiy, we are satisfied there are 
appropriate 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. 

issue None is identified. 

'V Grant Thor'Oion Austrtdia Ltd. Aii rights reserved. 
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Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 

1 0 6 

13/ A marketing representative must, on request, provide the customer 
with the information specified. 

Ret-ail Licence condition Refer Code of Conduct 

6.1 

Code of Conduct 
Part 2 

(2) Notwithstanding sub clause (1), a m a r k e t i n g represen ta t ive 
must provide a c u s t o m e r on request w i th— 
(-a) his or her marketing identification nuinber; and 
(b) the complaints telephone nuinber of the marketer and, if 
different, of the retailer on whose behalf the call is being made. 

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

Synergy marketing representatives do not have a marketing 
identification number. Tlie representatives use their payroll 
number as the form of numerical identification. 

Synergy marketing staff are conversant in the requirement to 
disclose certain particulars when recjuested by a customer as 
required by the Code. 

Synergy marketing staff communicates certain information on first 
point of contac t 

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

Tlirough our examination and enquir)', we -are satisfied there are 
, appropriate policies, procedures and systems in place to ensure the 

marketing representatives provide to the customer information 
specified upon request. 

Issue None is identified. 

'0 Ordin Thornton Austraiia Ltd. .Afi rinhts reserved. 



GrantThornton 
Synergy Psrformartce Auriii Ropon 

Obligat ion Market ing 

Compl iance Rating 5 

107 

2007 Compl iance Requirement 
Manual Reference 
138 

Retail Licence condition 
6.1 

If a customer indicates during a telephone call that diey wish to 
end the conversation, 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 nest 30 days unless 
the customer agrees otheivvise. 

Refer to Code of Conduct 

Code of Conduct 
Part 2 

Observat ions 

Refer to Code of Conduct 

Based on our observation and enquiries. Synergy marketing staff 
are conversant with this code obligation. 

Synergy has in place a "do not contact" process to capture and 
record the cvistomer's details who do not want to be contacted. 

The "do not contact list" is monitored by the marketing business 
unit, the legal, regulator)' and audit business uni t 

The customer resolution business unit is involved with the 
monitoring of the "do not c o n t a c f process and the compliance 
aspects. 

Tlirough our examination and enquir)', 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. 

Issue None is identified. 

• t^rsnt Thoir.tO". Australia i.td. Aii rights reservetJ. 
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Obligat ion Market ing 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
139 A marketing representative must not make a telephone call outside 

the permitted call times, unless requested by a customer. 

Retail Licence condition Refer Code of Conduct 
6.1 

Code of Conduct 
P-.u:t 2 

Refer to legislation 

Observat ions Based on our interviews and enquiries, permitted call times are 

clearly outlined within the outbound marketing processes. 

Synergy does no t have marketing representatives rostered be)'ond 
the permitted call times. 

It has been identified that Synergy does not eng-age 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 enquir)', 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. 

issue None is identified. 

•fei Gr-ant Ttiornton Austraiia Ltd. Al! rights veservsd-
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109 

140 A marketing representative must ensure that a telephone call does 
not continue for more than 15 minutes past the end of the 
permitted call rimes without the customer's verifiable consent. 

Retail Licence condition Refer Code of Conduct 
6.1 
Code of Conduct Refer to Code of Conduct 

Part 2 

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

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

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

TTie call log is monitored by the business unit manager and the 
business unit compliance coordinator. 

Tlirough our examination and entjuiry, we ;ire satisfied there are 
appropriate policies, procedures and svstems 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. 

Issue None is identified. 

•t'- Grant Thornton ,Atistri.tii.a Ltd. Aii rights reserved-
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2007 Compl iance 
Manual Reference 
142 

Requirement 

A marketing representative must provide the information specified 
verbally to the customer when marketing at a customer's premises, 
as soon as practicable, and, h-aving identified the purpose of the 
visit, must ask if the custoiner wishes to proceed fitrther. 

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct 
Part 2 

Refer to legislation 

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

VC'Tiere 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 custoiner at the customer's premises. 

Through our examination and enquiiv, we are satisfied there are 
appropriate policies, procedures and systems in place to ensure the 
marketing representative provides the information specitied 
verbally to the custoiner when marketing at a customer's premise 
as soon as practicable, after h-aving identified the purpose of the 
visit and determining if the customer wishes to proceed further. 

Issue None is identified. 

•jiant Ihornton Austraiia LitJ Aii richts reserv-id. 
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Manual Reference 
144 

Retail Licence condition 
6.1 

Requirement 

A marketing representative must wear a clearly visible and legible 
identify card showing the information specified when marketing at 
a customer's premises. 

Refer to Code of Conduct 

Code of Conduct 
Part 2 

Refer to Code of Conduct 

Observat ions It has been established that Synergy marketing staff do not eng-age 
in door to door marketing. 

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

S)'nergy marketing staff are provided with business cards wliich 
align with their identity cards and Synergy profile. Tlie business 
card is also pro-vided to the customer. 

Synergy marketing staff state they do wear their identit)' cards 
when marketing at a customer's premises. 

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

Tlirough enquir)', we are satisfied there are appropriate policies, 
procedures and systems in place to ensure the marketing staff wear 
a clearly visible and legible identit)' card showing information 
specified when marketing at a customer's premises. 

issue None is identified. 

•ii/ Grtsnt Thornton Australia Ltd. Ail rights reserved. 
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2007 Compl iance 
Manual Reference 
145 

Requirement 

Where a custoiner 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. 

Retail Licence 
6.1 

condition Refer to Code of Conduct 

Code of Conduct 
Part 2 

Refer to Code of Conduct 

Observations Based on our interview and enquiries. Synergy marketing staff were 
conversant with this requirement. 

It has been established Synergy does not engage in docir to docir 
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 in place a "do not contact" procedure to ensure the 
customer is not contacted within the specified time frame. 

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

issue None is identified. 

Grant Thotnion .--.ustralis Ltd Ail rights reserved. 
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2007 Compliance Requirement 
Manual Reference 
146 A marketing representative must not visit the custoiner outside the 

permitted call times, unless requested by a customer. 

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct Refer to Code of Conduct 
Part 2 

Observations Permitted call times have been clearly identified. 

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

It has been established Synerg)' does not perform door to door 
marketing. 

Where there is a requirement to visit a customer's premises, 
marketing representatives make an appointment with the customer. 
There were no scheduled -appointments outside the permitted 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 is identified. 

• Grent Thornton Australia Ltd. A!! rights reserved. 
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2007 Compl iance Requirement 
Manual Reference 
147 A marketing representative must not remain at a premises for the 

purposes of m-arketing for more than 15 minutes past the end of 
the permitted call times, without the customer's verifiable consent. 

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct 
Part 2 

Refer to Legislation 

Observations Based on our interviews and enquiries, permitted call times are 
clearly oudined witliin the outbound marketing processes. 

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

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

Tlie customer's premise is attended to at the consent of the 
customer. 

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

Through our ex;imination and enquir)', we are satisfied there are 
appropriate policies, procedures and systems in place to ensure the 
marketing representatives do not remain at a customers premises 
outside the permitted c-all times. 

issue None is identified. 

• i ' Grant Thornton .(tustrjiia Ltd. Ail i ights rGSor'<.'eo 



115 

GrantThornton 
Syn-rqy Periorrnonce Audit Fteporr 

Obligat ion Market ing 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
150 A marketing representative must offer the information specified in 

writing when meeting a customer, as soon as practicable. 

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct 
P:irt 2 

Refer to Code of Conduct 

Observat ions Based on our enquiries and interviews, it w-'as 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 
naaire of the visit. The marketing representative discusses with the 
customer the elements of the contract, the tariff, terms of the 
contract and associated items such as contact 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 Ch;uter and tanffs. 

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

Tliis process is reviewed by the business unit manager. 

Tlirough our examination and enquiry, we are satisfied there are 
appropriate policies, procedures and systems in place to ensure the 
marketing representative offers the information specified in wriring 
when meeting a custoiner, as soon as practicable. 

issue None is identified. 

C'Grani Thornton Austraiia Ltd. Ail rights reserved. 
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Manual Reference 
151 A marketing representative must wear a clearly visible and legible 

identity card showing the information specified when meeting a 
customer. 

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct 
Part 2 

(3) A m a r k e t i n g represen ta t ive who visits a c u s t o m e r must, 
wiiile at the p r e m i s e s , wear a cletirly visible and legible identit)' 
c-.trd that shows— 
(a) his or her first name; 
(h) his or her photograph; 
(c) his or her m a r k e t i n g ident i f ica t ion n u m b e r , and 
(d) the name of the m a r k e t e r aitd, if different, of the re ta i ler on 
whose behalf the visit is being made. 

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

Examination of the identit)' cards conforms to the Code 
requirements. 

Marketing staff state they wear their identit)' cards when meeting a 
custoiner. 

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

Issue None is identified. 

'!;.' Grant Thornton Australia Ltd Ail rights reserved. 
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2007 Compl iance Requirement 
Manual Reference 
152 A m;trketing representative must ensure that a meeting with a 

customer does not occur outside the permitted call times, unless 
requested by a customer. 

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct 
Part 2 

Refer to Legislations 

Observations Permitted call times have been clearly identified. 

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

Where this is a requirement to meet with a custoiner, an 
appointment is made with the customer, or the appointment is 
made by the customer. 

There were no scheduled appointments outside the permitted call 
times. 

Tlirough our examination and enquir)', we -are satisfied there are 
appropriate policies, procedures and systems in pl-ace to ensvire the 
marketing representatives do not visit customers outside the 
permitted call times, unless requested by the customer. 

issue None is identified. 

•£•'Grant ihornton Australia Lid. AH rights reserved. 
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Manual Reference 
153 A marketing representative must ensure that the meeting does not 

continue for more than 15 minutes past the end of the permitted 
call times, without the customer's verifiable consent. 

Retail Licence condition Refer to Code of Conduct 
6.1 

Code of Conduct 
P:irt 2 

Refer to legislation 

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

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

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

Examination of the m-arketing 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 
nian-ager and the business unit compliance coordinator. 

Tlirough 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 widiout the customers verifiable consent. 

issue N o n e is identified. 

•'£• Grant Thornton Ausiraliti Ltd. .Ai! rights rsssr'J'ni, 
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162 A marketing representative must comply with a notice on or near 

premises indicating that the custoiner does not wish to receive 
unsolicited m-ail or other marketing information. 

Retail Licence condition Refer to Code of Conduct 
6.1 
Code of Conduct (5) When engaging in d o o r to d o o r m a r k e t i n g , a m a r k e t i n g 
Part 2 r ep resen ta t ive must, to the extent practicable, comply with a 

notice on or near a /7renj/ses indicating that the c u s t o m e r does 
not wish to receive unsolicited mail or other m a r k e t i n g 
information. 
[Note: Such notices may include, " N o junk intiil" or " N o 
canvassing" signs.] 

Observat ions Synergy states they do not perform door to door marketing. 

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

Interviews conducted with relevant personnel established the 
m-arkering 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 custoiner. 

Through our enquiries, we are satisfied that Synerg)' has processes 
in place, to effectively monitor and manage compliance with the 
recjuirement of the licence condition and the Code of Conduc t 

issue None is identified. 

'̂  Grant Tliornton .Ausdalia Ltd All rights reserved. 
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Obligat ion Market ing - Miscel laneous 

Compl iance Rating 5 

2007 Compl iance 
Manual Reference 
165 

167 

Requirement 

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

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

168 

Observat ions 

A marketer must give the customer reasons why the customer 
cannot review the personal information if prevented bv law from 
gi\ing the customer the opportunif)' to review the information. 

Synergy has a procedural frtimework and a set of clear guidelines 
concerning the handling of customer's private information. W'ithin 
this framework, are protocols for not to disclose personal 
information collected fo an unauthorised person and allowing the 
customer the opporamit) ' to review the information and correct 
any errors. Our encjuir)' 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 
privacy information, 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. 

Issue None is identified. 

' Gra'it Thornton Austraiia Ltd All rights re,ior"eil 
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Obligat ion Connection 

Compliance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
171 If a retailer agrees to sell electricity to a customer or arrange for the 

connection of the customer's supply address, the ret-ailer must 
forward the customer's request for the connection to the relevant 
distributor. 

Code of Conduct 3.1 (1) If a re ta i le r agrees to sell electricity to a c u s t o m e r or arrange 
for the connection of the c u s t o m e r ' s s u p p l y address , the re ta i le r 
must forward the c u s t o m e r ' s recjuest for connection to the 
relevant d i s t r i bu to r for the purpose of arranging for the 
connection of the c u s t o m e r s s u p p l y a d d r e s s (if the c u s t o m e r ' s 
s u p p l y a d d r e s s is not ;dready connected). 

Observations Once an account at the supply address has been arranged, the CSR 
triggers a SOU work order item to forward the customer's request 
for connection to W-'estern Power. Process runs (Batch) are 
automated through job management. The automated job 
management runs everi' h-alf hour. 

Tlie IT has in place a testing regime which checks die qualit)-, 
accuracy and timeliness of process. 

TTirough our enquir)' and examination, we are satisfied Synergy has 
policies, procedures, protocols and systems in place to m-an-age 
compliance with the requirement of the licence and Code of 
Conduct. There are effective systems and manual based controls 
to ensure the customer's recjuest for connection is forwarded to 
the relevant retailer. 

issue None is identified. 

•!-:• Grant Thornton Australia Ltd. Aii rights reserved 
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Obligat ion Connect ion 

Compl iance Rating 5 
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2007 Compl iance 
Manual Reference 
172 

Code of Conduct clause 
3.1 

Observations 

Requirement 

A retailer must forward the customer's request for the connection 
to the relevant distributor in the timeframe specified unless the 
customer agrees otherwise. 

(2) connection to the relevant d i s t r ibu to r— 
(a) that same day, it the request is received before 3pin on a 
b u s i n e s s day, or 
(b) the next b u s i n e s s day, if the request is received after 3pni or 
on a Saturday, Sunday or public holiday in Western Austtalia. 

Discussion with relevant personnel identified IT provide the 
infrastructure to enable the communication to occur with the 
relevant distributor within the time fr-ame specified. 

IT h-as documented the communication protocols from front to 
back end to capaire the communication process flows between 
Synergy and the disttibutor. 

Process runs are automated through job management. The 
automated job management nins ever)' half hour. 

IT h:is in place a testing regime which checks the qualit)', accuracy 
-and timeliness of process. 

Tlie automated batch reports run twice daily wliich is 
communicated to the network ojierator. Electronic information 
transfer is performed through the nominated formats within the 
iigrced communication policy. 

Through our enquir)- and examination, we are satisfied that 
St'nergy has policies, procedures and systems in place to effectively 
monitor and manage compliance with the recjuirement 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. 

Our testing did not reveal any instances of exceptions or non­
compliance with the requirement of clause 3.1 of the Code of 
Conduc t 

issue None IS identified. 

•P Grant Ttrorriton Aus-raiia •~xa. Ai! rights reserved. 
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Obligat ion Bi l l ing & Payment 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
179 A retailer must issue a bill to a customer at the customer's supply 

address, unless the customer has nominated another address. 

Code of Conduct 4.3 A re ta i le r must issue a bill to a c u s t o m e r at the c u s t o m e r ' s 
s u p p l y address , unless the c u s t o m e r h a s nominated another 
address. 

210 A retailer must, at no ch-.irge, offer a residenaal 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. 

Code of Conduct 5.5 If a r e s i den t i a l c u s t o m e r i s unable to pay byway of the methods 
described in clause 5.2, due to illness or absence, a retai ler must 
offer the r e s iden t i a l c u s t o m e r on request redirection of the 
r e s iden t i a l c u s t o m e r ' 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.l 

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

Interview's conducted with the CSR and billing officer confirms the 
aw-areness for the requirement in respect to Clause 4.3 and Clause 
5.5 of the Code of Conduc t 

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

W-'e are satisfied Synergy has policies, procedures, protocols and 
systems in place to manage compliance with the fequirement of the 
licence and Code of Conduct There are effective systems and 
manual based conttols to ensure die bill is issued to a customer at 
the supply address unless the customer h-as nominated an 
alternative address. 

Issue None is identified. 

'©Grant Thornton Australia Ltd. All ri.yhts reserved. 
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Obligat ion Basis of a Bi l i 

Compl iance Rating 5 

2007 Compl iance 
Manual Reference 
182 

Code of Conduct 4.5 

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 re ta i le r must base a c u s t o m e r ' s bill 
o n — 
(a) the d i s t r ibu tor ' s or m e t e r i n g a g e n t ' s reading of the m e t e r at 
the c u s t o m e r ' s s u p p l y address , or 
(I5) the c u s t o m e r ' s reading of the m e t e r at the c u s t o m e r ' s s u p p l y 
address , provided the c u s t o m e r agreed with the re ta i le r that the 
ci/sto/nerw-ill read the m e t e r ior the purpose of determining the 
amount due. 

Observat ions 

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

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

Interviews conducted with billing staff indicated a high level of 
famiUaria' with the svstems in place. We are satisfied Synergy- has 
adequately resourced and experienced staff to manage compliance 
with the recjuirement of the licence condition and Code of 
Conduct. 

Tlirough encjuir)' and examination, we are satisfied Synergy has 
policies, procedures, systems and protocols to effectively 
generating a bill based on either Western Power metering agent's 
reading of the meter or the customer's reading of the meter. 

issue None is identified. 

•J' Grant Tnornto-i Australia Ltd Ail rights reserved 
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Obligat ion Basis of a Bil i 

Compl iance Rating 3 

2007 Compl iance 
Manual Reference 
183 

Code of Conduct 4.6 
(2004 Code of Conduct) 

Observations 

Requirement 

A retailer must give the custoiner information that explains to that 
customer how to read a meter correcdy (if applicable) in cletu-, 
simple and concise languttge. 

(2) Prior to a ci /s tonjerreading a m e t e r u n d e r sub clause (l)(b), 
the refa/fer must give the ci/s^orner information that expl-ains in 
clear, simple and concise language how to read a /ue re r correctly. 

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

From time to time, customers contact Svnergy regarding die 
estimation of their bill (due to lack of access or for other reasons 
an acaial reading was not performed) and are requested to provide 
a meter reading over the phone. Often 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 is not sent out 
unless the customer requests one. 

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

Recommendat ion That prior 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 
custoiner. The information brochure on how to read the meter 
should be sent out to the customer in advance. 

Management 
Response 

The Code does not s;ty 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, w-e 
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 Synerg)''s website. Our approach ensures that a 
custoiner can receive the necessary information channels which 
best meets their requirements. 

Management 
Act ions 

None is required. 

' Grant Tnornton Austraiia Ltd Aii rights reserved. 
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Obligat ion Basis of a Bil i 

Compl iance Rating 4 

2007 Compl iance 
Manual Reference 
185 

Code of Conduct 4.7 

Requirement 

A retailer 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 retai leris unable to reasonably base a bill on a reading of 
the m e t e r at a c u s t o m e r ' s s u p p l y address , the re ta i ler must give 
the c u s t o m e r an estimated bill. 

186 

Code of Conduct 4.7 

Observations 

A rettiiler must base an estimated biU on the criteria specified. 

(2) A re ta i ler niust base an estimated bill under sub clause (1) 
o n — 
(-a) the amount of electricit)' used by the c u s t o m e r i n the same 
period of the prior year; 
(la) the -average usage of electticity by a comparable class of 
cus tomers , if the c i / s fomerdoes not have a prior hilling histor)'; 
(c) die c u s t o m e r ' s reading of the meter , ot 
(d) a test of the meter . 

TTirough enquir)'. Synergy's standard practice is to base a bill on 
the amount of electncitt' used by the customer in the same period 
of the ptior year or if there is no billing histon', then the average 
usage of electricit)' by a comparable class of customers. The 
approach appears to be consistent with the Code. 

A breach in respect of the licence condition h:td been noted in 
2007. Tlie breach emanates from the provision of incorrect basis 
for estimation supplied by Western Power. Approximately 300 
customers w-ere affected. Rectification 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 enquiry, 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 based contt'ols to ensure di-.it where Synergy is 
unable to base a bill on a reading of the customer's meter at the 
supply address. Synergy provides the customer with an estimated 
bill based on the criteria for estimation as outlined in the Code of 
Conduct. 

Issue As presented above. 

'GrantThornton Australia Ltd. Al! rights i-escr;,-;d 
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Compl iance Rating 5 

128 

2007 Compl iance Requirement 
Manual Reference 
187 A retailer must specify the stated information in circumstances 

Code of Conduct clause 

4.7(3) 

where the customer's bill is estimated. 

(3) If a re ta i lerhases a bill upon an estimation, the retai ler must-
(a) specify in a visible and legible manner on the c u s t o m e r ' s bill 
that it has done so; 

(b) advise the c u s t o m e r that t h e — 
(i) retai lerwil l tell the c u s t o m e r o n request— 
A. the basis of the estimation; and 
B. the reason for the estimation; and 
(ii) c u s t o m e r n\.\y request a mefe r reading. 

Observat ions We examination a sample of customer bills identified bills w-liich 
had been estimated as opposed to those w-hich had not. 

A customer's bill comprises of an enquiry phone number upon 
which a customer m-ay call. 

Where a customer contacts Synergy with a quert' relating to the 
estimation the customer is advised of the basis of estimation, the 
reason for estimation and the abilit)' to have the meter read. 

Call coaching monitors the information provided to the customer 
to ensure quality of information imparted and relevance in relation 
to customer quen'. 

Through our testing and examination, we are satisfied that St'nergy 
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. TTiere are effective systems 
and manual based controls to ensure the custoiner is advised the 
bill is estimated and the respective requirements as defined within 
the Code of Conduct. 

Issue N o n e is identified. 

•©Grant Thoniton Austraiia Ltd. AS! rights reserved 
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Obligat ion Basis of a Bil i 

Compl iance Rating 5 

2007 Compl iance 
Manual Reference 
189 

Code of Conduct 4.8 

Requirement 

W'here the retailer gives a customer an estimated bill and the meter 
ts subsequently read the ret-ailer must include an -adjustment on the 
next bill to take account of the actual meter reading. 

If a re ta i le r gives a c u s t o m e r an estimated bill and the m e t e r is 
subsequently read, the re ta i ler must include an adjustment on the 
next biU to take account of the acaial /nefer reading. 

Observat ions Our testings did not reveal any exception or instances of non-
comjiliance with the requirement of the Code of Conduct. 

Where customers have been provided with an estimated bill and an 
acaial 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. 

Tlirough examination and enquiry', we are satisfied Synerg)' has 
policies, procedures, protocols and systems in place to manage 
complitince with the requirement of the licence and Code of 
Conduct. 

Issue N o n e is identified. 

'£•• Gram Thornton Australia Ltd. AH rights reEcr->;ed. 
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Obligat ion Meter Test ing 

Compl iance Rating 5 

2007 Compl iance 
Manual Reference 
191 

Code of Conduct 4.10 

Requirement 

A retailer must request the distributor or metering agent to test the 
meter if a custoiner requests the meter to be tested and pays -.my 
reasonable charge of the retailer for testing the meter. 

If a c u s t o m e r — 
(a) requests the m e t e r to be tested; and 
(Is) [lays the /•eM//e/-'s reasonable charge for testing the m e t e r (ii 
any), the re ta i ler must request the d is t r ibutor or m e t e r i n g a g e n t 
to test the meter . 

[Note: A retailer may require a custoiner to pay in advance the 
retailer's (and, where appropriate, the distributor's or metering 
agent's) reasonable charge for testing the meter. If the meter is 
found to be defective, the charge will be refiinded to the 
customer.] 

Observat ions Meter testing is a process that determines the meter's accuracy and 
is used to ensure the meter is still within the tolerance of 2% as 
required under the Electriciu' Act. Meter testing can be carried out 
at the customer's premises or the meter is removed for testing at 
W''ester Power's Standards Laboratory, the old meter is replaced 
with a new one. 

Testing is carried out by comptiring 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 
Jioints is dependent on the meter type and whether it is a single-
phase or three-phase meter. 

If the result indicates the meter operates outside the 2 % tolerance 
limit, then the prescribed fee is refunded to customers and a rebate 
calculated based on the result of the test. 

Synergy has procedural instruction for the CSRs when customers 
demand meter test. Inter\iew-s conducted with the CSRs indicated 
a high level of awareness and understanding with the protocols 
W'-hen customers request a meter test. 

Once the meter test request is received in writing, the Customer 
Service Centre issues the meter test request to W-'esfern Power and 
sends a letter confirming that the test has been requested and a fee 
will be applied to the account if the meter is found to be within the 
tolerance limit. WTien the meter test results are reairned the 

•sii Grant Thornton Australia Ltd. Al! rights reserved. 
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Customer Service Centre issues a letter confirming the results. 

TTirough our enquir)' and examination, we are satisfied Synergy has 
policies, procedures, protocols and systems in place fo man-.ige 
compliance with the requirement of the licence and Code of 
Conduct. There are effective st'stems and manual based controls 
to ensure adequate handling of customer's demand for merer test 
and any resultant effect that applies. 

Issue None is identified. 

«i Grant Thornton Australia Ltd. Aii rights reserved 
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Obligat ion Al ternat ive Tari f fs 

Compl iance Rating 5 

2007 Compl iance 
Manual Reference 
192 

Code of Conduct 4.11 

193 

Requirement 

A retailer must change the customer to an alternate tariff within 
the period specified if the customer ajiplies to receive an alternate 
tariff and demonstrates to the retailer that they satisfy the 
conditions of eligibilit)'. 

(1) If a re ta i le roHers alternative tariffs and a c u s t o m e r — 
(a) applies to receive an alternative tariff; and 
(b) demonstrates to the re ta i ler that the c u s t o m e r satisHes all of 
the conditions relating to eligibilit)' for the alternative tariff, the 
re ta i le r must change the c u s t o m e r to the alternative tariff witliin 
10 b u s i n e s s days o i the c u s t o m e r sattsiying those conditions. 

A retailer must give the customer w-ritten notice prior to changing 
the customer to an alternative taiiff if the customer's electricit)' use 
has changed and the customer is no longer eligible to continue to 
receive an existing, more beneficial tariff 

Code of Conduct 4.12 If— 
(a) a c u s t o m e r ' s electricit)' use at the c u s t o m e r ' s s u p p l y a d d r e s s 
changes or has changed; and 
(b) the c u s t o m e r i s no longer eligible to continue to receive an 
existing, more beneficial tariff, the re ta i ler must, prior to changing 
die c u s t o m e r t o the tariff applicable to the c u s t o m e r ' s use of 
electricity at that s u p p l y address , give the c u s t o m e r written 
notice of the proposed change. 

[Note: A retailer therefore does not have to notify a customer in 
writing if the change in tariff benefits the customer.] 

Observat ions There are both system and manual based controls to ensure 
customers are changed to the requested tariff in the approjiriate 
timeframe and manner when they have demonstrated they are 
saris fled the conditions for eligibiUrx'. Interviews conducted with 
Synergy billing officer indicated that customers are normally 
changed over to the alternative tariff immediately when request 
over the phone. A work order item SOU is triggered to initiate the 
request and appends to a list of outstanding service order. The 
outstanding se.r\'ice order recjuest list is printed each Monday and 
analysed for action. 

W'here the Customer Ser\'ice Officer has doubts as to the eligibility 
of the customers to be under a type of tariff, a field officer will 
schedule a visit to the site to ascertain the facts. 

Except for a minor issue identified below, we are satisfied S)-nergy 
has policies, procedures, protocols and systems in place to manage 

'.?.'• Grant Thornton Austraiia Ltd. Ail ri;]hts reservec 
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compliance widi the requirement of the licence and Code of 
Conduc t 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 '^•'"^ issue identified relates to the description of the items pending 
on the work order list, in that it does not clearly identify the items 
relating to request for a change to alternative tariff W-'e understand 
as part of the implementation of the new system, items in the SOU 
work order list will be sub-classified as appropriate. 

Recommendat ion ' ^ M 

•'Grant Thointon Australia • td All rights rssci-"id. 
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Obligat ion Al ternat ive Tari f fs & Final Bil l 

Compl iance Rating 5 

Code of Conduct 4.13 

2007 Compl iance Requirement 
Manual Reference 
195 A ret-ailer must repay any amounts overcharged to a customer as a 

residt of a change in the customer's electricit)' use. 

(2) If a re ta i lerhas overcharged a c u s t o m e r as a result of a change 
in the c u s t o m e r ' s electricit)' use at the c u s t o m e r ' s s u p p l y 
address , the re ta i le r n-iust repay the c u s t o m e r the amount 
overch-arged. 

[Note: 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 custoiner and 
rejiay or credit any amount overcharged as a result of an act or 
omission by a retailer or distributor, in the manner -and period 
s-pecitied. 

(3) If a re ta i le r receives instructions under subclause (2), the 
re ta i le r must pay the amount in accordance w-itli the c u s t o m e r ' s 
instructions within 12 b u s i n e s s days o i receiviitg the instructions. 

203 

Code of Conduct 4.18 

204 

Code of Conduct cl-ause 
4.18 

A retiuler must use reasonable ende-avours to credit the amount 
overcharged within 20 business days of the customer making the 
request, in circumstances where instructions as to pavment are not 
received. 

(4) If a re ta i ler does not receive insuiictions under subclause (2) 
within 20 b u s i n e s s days of making the request, the re ta i le r must 
use reasonable endeavours to credit the amount overch-.u-ged to the 
c u s t o m e r ' s account. 

Observat ions Wliere a customer has been identified as being overcharged, we are 
satisfied Synergy executes the necessan- action to recompense the 
overcharge -amount and in the tiinefranie jirescribed in accordiince 
to the requirement of the Code of Conduct. 

Our testing did not reveal any instances of exception or non­
compliance with the recjuirement of the Code. 

Through examinarion 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 
Conduc t There are protocols in place to correspond and 
communicate with the customers in this regard and system based 
controls to ensure the rep-ayment over overcharged amount 
complies with the recjuirement of the Code. 

issue None is identified. 

•iii'Grant Thornton Australia Ltd. Ail rights 
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Obligat ion Final Bil i 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
197 A retailer must repay the custoiner -any amount in credit at the time 

the customer requests a final bill. 

Code of Conduct 4.14 (2) If the c u s t o m e r ' s account is in credit at the time the c u s t o m e r 
requests a final biU under sub clause (1), the retai ler must repay the 
amount to the cus tomer . 

Observat ions Synergy has procedural instmctions on how to repay the customer 
any amount in credit at the time the custoiner requests a final bill 
under the following instances: cheque refi.ind, credit card refiind, 
B-Payment refund, Centte-pay refund, salar)' sacrifice refund and 
payroll deduction. 

Tlirough 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 the repayment of any credit -amount in the customer's 
account at the time the customer requests a final bill. 

issue None is identified. 

•E' Grant Thornton Austraiia Ltd All rights res'iived 
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Obligat ion Bi l l ing 

Compl iance Rating 5 
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2007 Compl iance Requirement 
Manual Reference 
198 

Code of Conduct clause 
4.15 

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 futtire bills that are properly due. 
4.15 Review of bill 
Subject to a c u s t o m e r — 

(a) paying— 
(i) that jiortion of the bill under review that the c u s t o m e r .niA a 
re ta i l e r agree is not in dispute; or 
(ii) an amount equal to the average amount of the customer'shiWs 
over the previous 12 months (excluding the bill in dispute), 
whichever is less; and 
(b) paying any fuaire bills that are properly due, a retai ler must 
review the c u s t o m e r ' s bill on request by the cus tomer . 

Observat ions Synergy has in place -.in account dispute process. 

Where a bill is in question. Synergy allows the customer to pay the 
proport ion which is not in dispute. 

S)'nergy provides a review process on the custoiner bill, which 
examines issues such as custoiner usage and seasonal trends. 
Synergy undertakes special meter reading checks free of charge to 
validate the meter and its fi.inctionaLit)'. 

The outcomes of the investigation are reviewed by Customer 
Resolution Coordinators, who in a im communicates the findings 
directly to the customer. 

As an outcome is determined the customer is provided alternative 
arrangements to finalising the outstanding amount. 

Tlie customer's have the abilit)' to escalate the issue to a higher 
authorit)' if the findings are still in dispute. 

Through our testing and exiimination, w-e are satisfied that Synergy 
has policies, procedures and systems in place to effectively monitor 
and manage coinpliance with the requirement of the licence 
condition and the Code of Conduct. Tliere are effective systems 
and manual based controls to ensure the review of customer's bills 
complies with the Code of Conduct requirements. 

Issue N o n e is identified. 

•?' Grant Thornton Australia Ltd. Ail rights reserved. 



GrantThornton 
Synergy Performence Audi! Report 

Obligat ion Bi l l ing Division 

Compl iance Rating 5 

137 

2007 Compl iance 
Manual Reference 
200 

Requirement 

A ret-ailer 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. 

Code of Conduct cl-ause (2) Tlie re ta i le r must inform a c u s t o m e r o i the outcome of the 
4.16 review as soon as practicable, but, in any event, within 20 b u s i n e s s 

d a y s from the d a t e o f r ece ip t of the request for review under 
clause 4.15. 

Observat ions We have obtained evidence of reviews undertaken of customers 
complaint within the timeline specified. The complaints resolution 
process is outlined wiriiin the complaint policy. 

Interviews with relevant personnel confirmed their know-ledge of 
the requirement to respond to a customer's complaint within the 
specified time frame. 

Synergy has in place an automated process which identifies the 
time and date of complaint received, actions undertaken and 
finalisation indicators. 

The resolution process is reviewed by Customer Resolution 
Coordinators and their immediate area manager. 

Tlirough our testing and examination, w-e 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 outcome of a review-
occurs as soon as practicable or within 20 business days from the 
date of receipt for review-. 

Issue None is identified. 
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Obligat ion Final Bil l 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
201 A retailer must recover an amount undercharged as a result of an 

act or omission by a retailer or distributor in the manner specified. 

Code of Conduct 4.17 (2) If a re ta i ler proposes to recover an amount undercharged as a 
result of an act or omission by the re ta i ler or d i s t r ibu tor 
(including where a m e t e r h a s been found to be defective), the 
re ta i le r mus t— 

(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 
re ta i ler notified the c u s t o m e r that undercharging had occurred; 
(b) list the amount to be recovered as a separate item in a special 
bill or in the next bill, together with an explanation of that amount; 
(c) not charge the c u s t o m e r interest on that amount or require the 
c u s t o m e r to pay a late payment fee; and 
(d) offer the c u s t o m e r time to pay that amount by means of an 
installment payment plan in accordance with clause 6.4(2) and 
covering a period at least equ-al to the period over which the 
recoverable undercharging occurred. 

Observat ions W'here a customer has been identified to have been undercharged, 
we are satisfied Synergy executes the necessary action to recover 
the undercharge amount in accordance to the recjuirement of the 
Code of Conduct. 

Our testing did not reveal any instances of exception or non­
compliance w-itli the requirement of the Code. 

Tlirough examination and enquiry, we are satisfied Synergy has 
policies, procedures, protocols and systems in place to man-age 
compliance with the requirement of the licence and Code of 
Conduc t Tliere -are protocols in place to correspond and 
communicate with the customers in this regard and system based 
controls to ensure the recoverable iiinount complies with the 
requirement of the Code. 

Issue None is identified. 
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2007 Compl iance 
Manual Reference 
205 

Code of Conduct clause 
5.1 

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 D u e da tes for p a y m e n t * 
[Note; Tliis clause 5.1(1) may be varied in a non-standard contract] 
(1) I he due date on a bill must be at least 12 bus ine s s days from 
the date of that bill. 
(2) Unless a re ta i le r specifies a later date, die dare of dispatch is 
the date of the bill. 

Observat ions Examination of customers' bills confirmed that the bill due date is 
20 calendar days from the bill issue date. 

The bill due date is initi-ally, an automated process which has been 
set to exceed the minimum 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 Conduc t There are effective 
system based controls to ensure the due date is at least the 
minimum identified under the code. 

issue N o n e is identified. 
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Obligat ion Bi l l ing 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
206 A retailer must offer the specified minimum payment methods. 

Code of Conduct clause (1) A re^a/ferinust offer a c t / s /o /ne ra t least the following 
5.2 payment me thods— 

(a) in person at one or more payment outlets located within the 
Local Government District of the c u s t o m e r ' s s u p p l y address , 
(b) by mail; 
(c) by Centrepa)-; 
(d) electronically by means of BPay or credit card; and 
(e) by telejihoiie by means of credit card. 

Observat ions 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 debt 
versus a "credit" position of a historical debt. 

Payment methods are not identified w-here the customer's account 
displays a "credit" amount as no payment is required by the 
custoiner. 

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 Code of Conduct. There are effective system b-.ised 
controls to ensure the minimum payment methods are offered to 
the customer as per the Code of Conduct. 

issue N o n e is identified. 
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Obligat ion Bi l l ing 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
208 A retailer must, prior to commencing a direct debit, obtain the 

customer's verifiable consent and ttgrec to the specified conditions 
for the direct debi t 

Code of Conduct clause If a refti/fer offers the option of payment by direct debit to a 
5.3 cus tomer , the re ta i ler must, prior to the direct debit commencing, 

obtain the c u s t o m e r ' s verifiable consent , and agree with the 
c u s t o m e r — 
(tt) wherever possible, the amount to be debited; 
(Ij) the date and frequency of the direct debit; 
(c) that the c u s t o m e r inay at any time cancel the direct debit 
authorit)' by notifying the relevant financial institution and the 
retailer, and 
(d) that, if the c u s t o m e r at any time cancels the direct debit 
authority bv notifying the re ta i le r and the relevant financi-al 
institution, the re ta i ler acknowledges that the direct debit no 
longer applies. 

Observat ions Based on our e.xamination of the direct debit process. Synergy has 
in place appropriate direct debit facilities and customer request 
forms to enable direct debits to be facilitated. 

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 w-ith general banking. Synergy and 
Code requirements. 

Direct debit occur once written verifiable consent (audiorisarion) 
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 electronically recorded on 
-.ippropriate data bases. Synergy has in place direct debit review-s 
process. 

Direct debit information covers the elements required by the Code 
and communicates the information tci relevant financial instiaitions 
and its customers. 

TTirough our testing and examination, we are satisfied that Synergy 
has policies, procedures and systems in place to effectively monitor 
and manage compHiince with the requirement of the licence 
condition and the Code of Conduct. Tliere are effective systems 
and manual based controls to ensure the direct debit process 
complies with the conditions outlined within the Code of Conduct. 
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Obligat ion Payment 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
209 A retailer must accept payment in advance from a customer on 

request, in the circumstances specified. 

Code of Conduct 5.4 [Note: This clause 5.4 may be varied in a non-standard contract.] 
(1) A re ta i le r n-iust accept payment in advance from a c u s t o m e r 
on request. 
(2) Acceptance of an advance payment by a retailerwiR not 
reqtiire the re ta i le r to credit any interest to the amounts paid in 
advance. 
(3) Subject to clause 6.9, a re ta i le r may, ior the purposes of sub 
clause (1), determine a minimum amount for which the re ta i le r 
will accept advance payments. 

Observat ions Synergy's "Budget Card" is designed to assist customers with 
payment difficulties to make small part payment towards their 
electricin' bill. It is a budget management tool to enable customers 
to breakdown the ftill amount into smaller part payments to be 
paid in advance, rather than h-aving to pay the full amount at once. 

The Budget Card is available to customers if they specifically 
request one or offered to customers based an assessment of thctr 
eligibility. 

Through our enquir)' and examination, we are satisfied Synergy has 
policies, procediures, protocols and systems in place to manage 
compliance with the recjuirement of the licence and Code of 
Conduct. There are effective systems and manual based conuols 
to ensure that Synergy must accept advance payment from 
customers on request 

issue None is identified. 
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Obligat ion Payment 

Compl iance Rating 

2007 Compl iance 
Manual Reference 
212 

Code of Conduct 5.6 

213 

Code of Conduct 5.6 

Observat ions 

Requirement 

A retailer must not charge an additional 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. 

(2) If a r e ta i l e rhas charged a r e s i d e n t i a l c u s t o m e r a late payment 
fee, the re ta i l e r must not charge an additional late payment fee in 
relation to the same bill within 5 b u s i n e s s days from the d a t e o f 
r e c e i p t o i the previous late payment fee notice. 

A retailer must not charge a residential customer more than avo 
late pa)'ment fees in relation to the same bill. 

(3) A re ta i l e r must not charge a r e s i d e n t i a l c u s t o m e r more than 
2 late payment fees in relation to the same bill. 

During die relevant period, we noted through Synergy's regulator)' 
incident register, an investigation w-as carried out to determine 
whether some customers received late payment fees on payment 
instalments in 2006/07 th-at 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 
man-.igement peruses the report and manually removes late fee 
items as appropriate. 

The automated solution to this process is to 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 # 3087141vl) states tiiat each account can be charged 2 late 
p-.tyment fee -and 1 collection letter fee pet billing period. 

Recommendat ion That until the automated solution is introduced, Synergy should 
maintain appropriate monitoring control procedures to ensure no 
more than 2 late payment fees are imposed on one bill. 

Management 
Response 

A late payment fee is different to a collection letter fee. Tlie report 
referred to above is generated to identify where a customer is 
incorrecdy charged a third late paj'ment 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. W-liere an 
account <$1000 is overdue (it does not incur the interest charge) 
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the fee of $4.10 is charged up to a maximum of two fees. The avo 
different charges are recognised in law. Refer by-law 8(3) of the 
Energy C^perators (Electricity Retail Corporation)(Charges) 
Bv-laws 2006 and schedule 4 fees. 

Management N o n e is required. 

Act ions 

Implementat ion Date ^ / ^ 
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Obligat ion Payment 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
217 A rettiiler must comply with the Conduct Principles set out in the 

guideline on debt collection issued by die Australian Competition 
and Consumer Commission. 

Code of Conduct 5.8 (1) A re ta i le r must comply with the Conduct Principles set out in 
the guideline on debt collection issued by the Austtalian 
Competition and Consumer Commission concerning section 60 of 
the Trade Practices Act 1974 of the Commonwealth. 

2\i A retailer must not commence proceedings for recovery of a debt 
in the circumstances specified. 

Code of Conduct 5.8 (2) A re ta i le r ntust not commence proceedings for recover)' of a 
deb t— 
(a) from a r e s iden t i a l c u s t o m e r w h o has informed the re ta i ler in 
accordance with clause 6.1(1) that the res iden t ia l c u s t o m e r i s 
experiencing p a y m e n t difficulties or f inancia l ha rdsh ip , unless 
and until the re ta i le rhas complied with all the requirements of 
clause 6.1 and (if applicable) clause 6.3; and 

(b) w-liile a r e s i d e n t i a l c u s t o m e r continues to make payments 
under an alternative payment arrangement under P:irt 6; 

Observat ions Synergy has debt collection guidelines which clearly identifies 
appropriate practices for debt collection activities. Testing did not 
reveal any exception or instances of non-compliance. 

Inter\'iews conducted with die Te;im Leader in this regard indicate 
the Credit Management Group operate in a manner consistent with 
the relevant Code of Conduct and Trade Practices .-Vet. 

Wliere debt collection is outsourced externally, the conttacted debt 
collecting agency is required to comply with the relevant Code of 
Conduct and Trade Practices A c t 

Through out testing and examination, we are s-atisfied that Synergy 
has policies, procedures and system in place, to effecti\-ely monitor 
and manage compliance with the requirement of the licence 
conditions and Code of Conduct. There are effective controls to 
monitor the credit sertices officers to update the CIS database 
accurately and completely with information pertaining to 
customer's credit management issues. 

Training sessions are jjrovided on a fortnightly basis to the Credit 
Management Officers in relation to a wide range of credit 
management matters including debt collection practices. 

©Grant Thornton Australia Ltd. All ri^ihts rc.servod. 
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Obligat ion Assessment of Financial Si tuat ion 

Compl iance Rating 5 

2007 Compl iance 
Manual Reference 
224 

226 

Code of Conduct 6.2 

Observat ions 

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 arrangements, and 
advise the residential customers that additional assistance may be 
available, in circumstances where a residential customer is assessed 
as exjieriencing payment difficulties or financial hardship. 

(1) If, for the purposes of clause 6.1, a r e s iden t i a l c u s t o m e r — 
(a) requests a temporar)' suspension of actions; and 
(ll) demonstrates to a retailer that the residential customer has 
made an appointment with a relevant consumer representative 
organisation to assess the residential cvistomer's capacit)' to pay, the 
re ta i l e r inust not unreasonably deny the res iden t i a l c u s t o m e r ' s 
request. 

(2) A t e m p o r a r y s u s p e n s i o n o f a c t i o n s must be for at least 10 
days. 

(3) If a re levan t c o n s u m e r r ep resen ta t ive o rgan i sa t ion is unable 
to assess a r e s i den t i a l c u s t o m e r ' s c-.tpacity to pay within the 
period referred to in sub clause (2) and requests additional time, a 
refa/fe/-must give reasonable consideration to the re levant 
c o n s u m e r represen ta t ive o rgan i sa t i on ' s request 

(4) In this clause— 
" t e n i p o r a t y s u s p e n s i o n of a c t i o n s " means a siaiation where a 
/-e/-;j//e/-temporarily suspends all disconnection and debt recover)' 
procedures without entering into an alternative payment 
arrangement under clause 6.4(1). 

Interviews conducted with the Team Leader of Credit 
tVIanagement confirm that alternative arrangements for payments 
are offered and additional assistance m-.iy be available through a 
welfare agency where a residential customer is assessed as 
exjieriencing payment difficulties or financial hardship. 

Information pertaining to the availabilit)' of assistance for payment 
difficult)- is also printed on Synergy's standard bill. 

Testings did not reveal any exception to the obligation relating to 
temporary suspension of actions for at least 10 davs during the 
assessment of the residenti-al customer's ctipaciU' to pay or account 
dispute. 

Tlirough our testing and examination, we are satisfied that Synergy 
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has policies, procedures and svstem in place, to effectivelv 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 recover)' procedures and 
disconnection activities do not occur during the temporan' 
suspension period. 

Issue None is identified. 
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Obligat ion Specif ic assistance available 

Compl iance Rating 5 

2007 Compl iance 
Manual Reference 
231 

Requirement 

A retailer must advise the customer of the specified assistance 
information. 

Code of Conduct 6.8 A rera/fer must advise a cus to ine r o i the— 
(a) c u s t o m e r ' s right to have the bill redirected at no charge to 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 , 
[Note: For examjile, "Centrepay" and "pavment in advance".] 
(c) c o n c e s s i o n s available to the cus tomer , 
(d) different t)'pes o f / ne f e r s available to the cus tomer , 
(e) energy efficiency information available to the cus tomer , 
including the option to arrange for an energ} ' efficiency audit , 
and 
[Note: If a ret-ailer does not conduct audits itself it may refer the 
customer to a third para ' (for example an accredited assessor or the 
Western Australian Sustainable Energy Development Office.] 
(f) independent financial and other relevant counseling services 
available to the cus tomer . 

232 

Code of Conduct 6.9 

A retailer must determine the minimum payment in advance 
amount for customers in consultation with relevant consumer 
representative organisations. 

A re ta i le r must determine the minimum payment in advance 
amount, as referred to in clause 5.4(3), for c u s t o m e r s in 
consultation with re levant c o n s u m e r represen ta t ive 
o r san i sa t ions . 

Observat ions Interviews with the Team Leader in Credit Management and our 
examination of documents indicate adequate procedures and 
information to advise customers on the specified assistance as 
required in the Code of Conduc t A substantial amount of the 
specified assistance information is contained on Synergy's standard 
bill. Additionally, assistance information is available on Synergy's 
website and in the Customer Charter. 

Tliere are social welfare agencies with which Synergy consults on a 
variet)' of matters including the minimum payment in advance 
amount. 

Tlirough our enqturies and examination, we are satisfied tiiat 
Synergy has policies, procedures and system in place, to effectively 
monitor and manage compliance with the requirement of the 

'ii' Grant Thornton Australia Ltd. Ail rights reserved. 



GrantThornton 
Synergy Performance Audit Report 

151 

licence conditions and Code of Conduct. 

I 3 3 I J Q N o n e is identified. 
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Obligat ion Hardship Policy 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
233 A retailer must develop a hardship policy to assist customers in 

meeting their financial obligations and responsibilities to the 
retailer. 

234 

236 

Code of Conduct 6.10 

A retailer must ensure that die hardsliip policy complies with the 
specified ciiteria. 

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 re ta i le r niust develop a hardship policy to assist c u s t o m e r s 
in meeting their financial obligations and responsibilities to the 
retailer. 

(2) The hardship policy mus t— 
(•a) be developed in consultation with re levan t c o n s u m e r 
r ep re sen t a t i ve o rgan i sa t ions , 
(b) provide for the training of staff on a re ta i ler ' s obligations to 
cus tomers , 
(c) ensure that c u s t o m e r s are tteated sensitively and respectfiilly; 
and 
(d) include guidelines—• 
(i) that— 
A. ensure ongoing consultation with r e l evan t c o n s u m e r 
r ep resen ta t ive o r g a n i s a t i o n s (including the provision of a direct 
telephone number of the re ta i ler ' s credit management staff, if 

' applicable, to financial counselors and re levant c o n s u m e r 
r ep resen ta t ive organisa t ions) ; and 
B. provide for annual review of the hardsliip policy in consultation 
with r e l evan t c o n s u m e r represen ta t ive organisa t ions , 
(ii) that assist the re ta i ler in identifying r e s iden t i a l c u s t o m e r s 
who are experiencing f inanc ia l ha rdsh ip , 
(iii) for suspension of disconnection -and debt recovery- procedures; 
(iv) on the reduction and /o r waiver of fees, charges and debt; and 
(v) on the recover)' of debt. 

(3) A re ta i le r must give a cus tomer , financial counselor or 
r e l evan t c o n s u m e r r ep resen ta t ive o rgan i sa t ion on request 
details of the hardship policy at no charge. 

(4) A re ta i le r inust keep a record of— 
(-.i) the re levant c o n s u m e r represen ta t ive o rgan i sa t ions 
consulted on the contents of the hardship policy; 
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(b) the date the hardship policy was established; 
(c) the dates the hardship policy was reviewed; and 
(d) the dates the h-.trdship policy was amended. 

Q|)3QI^3tiQII3 We have reviewed Synergy's hiirdship policy and the conttols 
surrounding the implementation of the hardship policy. 

Synergy has developed its hardshiji policy in consultation with 
relevant consumer representative organisations such as WACOSS. 

All credit inanagement staff and contact centre staff are trained in 
both the Code retjuirenients and Synergy's obligations. 

Synergy has in place :in annual review process for the hardship 
policy. 

Synergy has in place approved list of financial counsellors and 
relevant consumer rejiresentative organisation w-here customers 
who are experiencing financial hardship can be referred onto. 

Synergy's hardship policy addresses the elements required by the 
code. 

Our 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. 

W-'e are satisfied 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 enquines and examination w-e are satisfied 
that Synergy h-as policies, systems, and protocols to meet the 
requirement of the Code of Conduct pertaining to hiirdship policy. 

Issue None is identified. 
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Obligat ion Reconnection 

Compl iance Rating 5 

2007 Compl iance 
Manual Reference 
246 

Code of Conduct 8.1 

247 

Code of Conduct 8.1 

Requirement 

A retailer must arrange for reconnection of the customer's sujiply 
address if the customer has remedied its 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 re ta i le rhas arranged for disconnection of a c u s t o m e r ' s 
s u p p l y a d d r e s s due t o — 
(a) fitilure to pay a bill, and the c u s t o m e r has paid or agreed to 
accept an offer of an installment plan, or other payment 
arrangement; 
(b) the cusfonie r denying access to the meter , and the c u s t o m e r 
has subsequendy provided access to the meter , or 
(c) illegal use of electricit)', and the c u s t o m e r h a s remedied that 
breach, and has paid, or made an arrangement to pay, for the 
electricit)' so obtained, the re ta i ler must arrange for reconnection 
of the c u s t o m e r ' s s u p p l y addres s , subject t o — 
(i) the ci/5to/ne/-making a request for reconnection; and 
(ii) the c u s t o m e r — 
A. paying the /-efa/yer's reasonable charge for reconnecaon, if any; 
or 
B. accepting an offer of an installment plan for the re ta i ler ' s 
reasonable charges for reconnection, if any. 

A retailer must forward the request for reconnection to the 
relevant distribvttor within the timeframe specified. 

(2) For the purposes of sub clause (1), a re ta i ler must forward the 
request for reconnection to the relevant d i s t r ibu tor— 
(a) that same b u s i n e s s day, if the request is received before 3pm 
on a bus ine s s day; or 
(b) no later than the next b u s i n e s s day, if the request is 
received— 

(i) after 3pm on a b u s i n e s s day, or 
(ii) on a Saairday, Sunday or public holiday in W''esrern Australia. 

W'e are satisfied that Synerg)- has effectively demonstrated that it 
meets compliance requirements of the licence condition and Code 
of Conduct, in relation to reconnection of customers. 

issue N o n e is identified. 

© Grant Thornton Australia Ltd. I rights reserved. 
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2007 Compl iance 
Manual Reference 
261 

Code of Conduct clause 
10.1(1) 

Observat ions 

Requirement 

A retailer must give notice to a customer of its tariffs ;ind any 
variations in its tariffs in the Government Gazette, in a local 
newspaper and by notice to each customer. 

(1) A re^a/Zer must give notice to a c u s t o m e r o i its tariffs and any 
variation in its tariffs, without limitation,— 
(a) in the Government Gat^tte; 
(b) in a l o c a l newspape r , or 
(c) by notice to each cus tomer . 

Interviews with Synerg)' staff revealed the communication of a 
tariff change undergoes a stringent process and validation. 

Tariff changes are dictated by the State Government and the 
conimunication process involves Synergy to advise its customers of 
such variations. 

Synergy engages in an implementation and communication 
strategy, involving the eng-.igement of business units including 
legal, regulator)' 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. 

Tlirough our testing and examination, we are satisfied that Synergy 
has policies, procedures and systems in pl-ace 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 conimunication of tariff 
change complies with the conditions set out in the Code of 
C o n d u c t 

Issue N o n e is identified. 

© Grant Thornton Austraiia Ltd. Ali right's re 
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Manual Reference 
262 A retailer must give norice of any variations in its tariffs to each of 

its customers affected by a variation, in the timeframes sjiecified. 

Code of Conduct clause (2) Noavithslanding sub clause (1), a re ta i ler must give notice to 
10.1(2) each of its c u s t o m e r s affected by a variation in its tanffs as soon 

•as practictiblc after the variation is published and, in any event, no 
later than the next bill in a c u s t o m e r ' s b i l l i n s cycle. 

Observat ions Interview-s conducted with relevant Synergy Staff identified 
notification strategies to enable variation information to be 
communicated to its customers as soon as practicable. 

Synergy has on its billing document a facilit)' for customer 
information, which is utilised to publish tariff variation 
information. 

Synergy's project implementation team ensures the qu-.tlity of 
process, information and compliance with code requirements, 
including the management and communication of tariff 
information 

Tlirough our testing and examination, w-e are satisfied that Synergy 
has policies, procedures and systems in place to effectively monitor 
and manage compliance with the requirement of the Ucence 
condition and the Code of Conduct. There are effective systems 
and manual based controls to ensure the variation of tariff 
information is communicated within the timeframe specified as set 
out in the Code of Conduct. 

Issue None is idenrified. 

•'i- Grant Thornton Australia Ltd. All rights reserved. 
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Manual Reference 
263 A retailer must give a customer on request, at no charge, 

reasonable information on the retailer's tariffs, including alternative 
tariffs. 

Code of Conduct clause (3) A/•e/a/yermust give a CHSfo/jjeron request, at no charge, 
10.1 (3) reasonable information on the re ta i le r ' s tariffs, including any 

alternative tariffs that may be available to that cus tomer . 

264 A retailer must give a customer the information requested on 
tariffs in the manner and within the timeframes specified. 

Code of Conduct clause (4) A re ta i l e r must give a c u s t o m e r the information referred to 
10.1(4) under sub clause (3) within 8 b u s i n e s s days of the d a t e o f 

r e c e i p t If requested by a cus tomer , the re ta i le r must give the 
, information in writing. 

265 A rettuler must, on request, give a non-contestable customer its 
billing data. 

Code of Conduct clause (1) A re ta i l e r must give a n o n - c o n t e s t a b l e c u s t o m e r on request 
10.2(1) the n o n - c o n t e s t a b l e c u s t o m e r ' s billing data. 

266 A retailer must give the requested billing data at no charge in the 
circumstances specified. 

Code of Conduct clause (2) If a/JO/j-coores/a6/e ci/sto/jier requests billing data under sub 
10.2(2) clause (1)— 

(-a) for a period less than the previous avo years and no more than 
avice a year; or 
(ll) in relation to a dispute with the retailer, the re ta i ler must give 
the billing data at no charge. 

267 A retailer must give the requested billing data within 10 business 
days of the receipt of the request or payment of the retailer's 
reasonable charge for providing the billing data. 

Code of Conduct clause (3) A/•efa/Zermust give a/ joo-co/J tesfaWe c i / s fomer the bilhng 
10.2(3) data requested under sub clause (1) within 10 b u s i n e s s days of 

the d a t e o f r e c e i p t o i — 
(a) the request; or 
(b) payment for the retai ler '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. Paragrajih (b) has been included to 

'S' Grent Thornton Australia Ltd. Ali rights reserved. 
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Observat ions 

recognise this siaiation.] 

Synergy has clearly defined guidelines ;ind procedures governing 
the provisions of information and communication with customers. 
The provision of information pertaining to tariffs is normally 
discussed with customers over the phone by the CSRs. Where 
custoiner requests written brochure, the internal policy of 5 
business days to complete the request TTiere arc no charges for 
the provision of tanff information. 

Synergy offers an online access for customers billing data through 
"My Account" at: 

https://wwrw.S)'nergy.netau/Service_centre/Registered_Accounts 
.html 

The key feaaires include: 

• self registration; 

• simple tabbed screen lavout with a dropdown list of accounts 
and 'calendar' date selectors; 

• see bill and payment histor)' all the way back to 1995; 

• view the bills themselves (last 3 years); 

• view details of each payment (where and when paid); 

• a graphical presentation of billing history (up to 3 years on one 
graph) and the abilit)' to download the data; 

• view this year's accounts compared with the previous year's 
(graph); 

• -view an electricit)' used graph and data download; 

• moni tor greenhouse gas emissions; 

• all the data can be downloaded and the graphs can be saved 
and printed; and 

• make bill payments. 

Tlie online access via "My Account" enables customers to obtain 
copies of their billing data, statements and histor)' of financial 
transaction at no cost. 

Where customers do not have internet access, encjuiries indicated 
that the terms for provision of billing data are iti ;iccordance with 
the Code of Conduct. 

Through exai-nination and enquin', w-e 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 system based controls to ensure the 
manner of provision of tariff information and billing data comply 
with the requirement of the Code of Conduct. 

issue None is identified. 

•e Grant Thornton Australia Ltd. All rights reserved. 

https://wwrw.S)'nergy.netau/Service_centre/Registered_Accounts
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Obligat ion Informat ion and Communicat ion 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
268 A retailer must keep a non-contestable customer's billing data for 

seven years. 

Code of Conduct clause (4) A re ta i l e r must keep a n o n - c o n t e s t a b l e c u s t o m e r ' s billing 
10.2 data for 7 years. 

Observat ions During interview with relevant personnel it w-as identified that 
billing data is not archived. 

TTiere is no delete function which would enable billing data to be 
removed from records. 

The IT infrastructure will not enable a manipulation 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 w-here the sofavare system will enable 
ttansaction adjustments to be made against the onginal data, but 
not of the original data itself This has been put into place to 
ensure a transaction trail is established and the original bilKiig data 
is retained within the system. 

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. Tliere are effective 
systems based conttols to ensure the billing d-.ita is not removed 
prior to the prior to the code requirements. 

Issue None is identified. 

•i> Grant Thornton Australia Ltd. All rights reserved-
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2007 Compl iance 
Manual Reference 
269 

Code of Conduct clause 
10.3 

Requirement 

A retailer must give a customer on request, at no charge, 
concession information specified. 

die 

A re ta i le r must give a c u s t o m e r on request at no charge— 
(a) information on the t)'pes of c o n c e s s i o n s available to the 
cus tomer , and 
(b) the name and contact details of the organisation responsible for 
administering those c o n c e s s i o n s (if the re ta i le r is not 
responsible). 

Observations In ten iews with relevant personnel confirmed that Synergy has a 
verified concession contact list which is available to customers 
upon reques t 

T h e contact list contains the organisation name, the contact details 
and the concessions wliich 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 is mailed to the customer from its mail 
house without charge. 

TTirough 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. TTiere are effective S)'steins 
and manual based controls to ensure the customer is provided 
concession information as identified by the Code of Conduct, free 
of charge. 

Issue N o n e is identified. 

s- Grant Thornton Australia Ltd. Ali rights reserved. 
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Obligat ion Informat ion and Communicat ion 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
270 A retailer must give a customer on request, at no charge, the 

general energy efficiency information specified. 

Code of Conduct clause 
10.4 

A re ta i le r must give a c u s t o m e r art request, at no charge, general 
information o n — 
(a) cost effective and efficient ways to utilise electricia- (including 
referring a c u s t o m e r t o a relevant information source); 
(b) how- a c u s t o m e r may arrange for an e n e r g y efficiency a u d i t 
at the c u s t o m e r ' s s u p p l y address^, and 
(c) the typical running costs of major domestic appli-ances. 

271 

Code 
10.5 

of Conduct clause 

A retailer must give information to the customer, or refer the 
customer to the relevant disttibutor for a response, if asked by a 
customer for information relating to the distribution of electricit)'. 

If a ci/sto/7ierasks a re ta i le r ior information relating to the 
tlistribution of electricity, the re ta i le r 
mus t— 

(a) give the information to the cus tomer , or 
(b) refer the c u s t o m e r to the relevant d i s t r ibu to r for a response. 

Observat ions Consistent with Clause 10.4 of the Code of Conduct, Synergy has 
developed strategies to advise customer, at no charge, matters in 
relarion to cost effective ways to utilise electricit)' to assist 
customers in reducing their electricity consumprion. Procedures 
have been developed to aain CSRs to discuss appliance usage with 
specific examples of high consumption. 

WTiere customers request more specific information relating to 
energy utilisation or distribution of electricit)', S)'nergy has adopted 
the protocol of referring customers to relevant information source 
at Western Power, Susttiinable Energy Development Office 
(SEDO), and Energ)' Safety WA as appropriate. 

Through examination and interview-s conducted with the CSRs 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 system (SOU 
job escalation) and manual based controls (such as voice recording 
monitoring and review) to ensure appropriate and adequate 
information pertaining to electricity utilisation are provided to 
customers. 

Issue N o n e is identified. 

's-Grant Ihornton Australia Ltd. Ai! rights reserved. 
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Obligat ion Informat ion and Communicat ion 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
280 A ret-ailer and distributor must tell a customer on request how the 

customer can obtain a copv of the COC. 

Code of Conduct clause (1) A re ta i le r and a d i s t r ibu to r must tell a c u s t o m e r on request 
10.10 how the c u s t o m e r can obtain a copy of the Code. 

281 A retailer and distributor must make electronic cojiies c->f the C O C 
available, at no charge, on their websites. 

Code rjf Conduct clause (2) A refci/7er and a rf/sffi6i/W/-must mtike electronic copies of the 
10.10 C o d e available, at no charge, on the re ta i ler ' s or d i s t r ibu tor ' s 

web site. 

Observations Examination of Synergy's website confirmed that the Code of 
Conduct w-as available. 

The Code of Conduct w-as able to be printed from the Synergy web 
site at no charge. 

Interview- with relevant IT personnel indicated that they monitor 
the website for correctness of information and access to 
information. 

Interview with the manager from Brand and Equit)' also stated that 
the web site is monitored to ensure Code Compliance. 

If the Code of Conduct w-as not accessible on line then there is 
help desk w-hich can be called upon to investigate and rectify the 
issue as soon as practicable. 

Tlirough our examination and enquin-, we are satisfied there are 
appropriate policies, procedures and systems in place to ensure the 
Code of Conduct is available free on the Synergy website in 
accordance with the Code of Conduc t 

issue N o n e is identified. 

•Grant Thornton Australia Ltd. Ail rights reserved. 
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Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
282 A retailer and distributor must make a copy of the C O C available 

for inspection, at no charge, at their offices. 

Code of Conduct 

10.10(3) 

Observat ions 

clause (3) A re ta i le r and a d i s t r i b u t o r must make a copy of the C o d e 
available for inspection at the offices of the re ta i le r and 
d i s t r ibu to r at no charge. 

[Note: [Tard copies of the Code will be available from the 
Authorit)'. Tlie E R C F will make a recommendation to the Minister 
that the Authority will jirovide for multiple languttge versions of 
the Code.] 

Interview with relevant jjersonnel identified copies of the Code of 
Conduct were kept at the front counter at the S)'nergy enquiry 
counter. 

Random inspection of the front counter located avo cojiies 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. 

Tlirough 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. 

Issue None is identified. 

•ti' Grcnt Thornton Australia Ltd. Aii rights reserved. 
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2007 Compl iance 
Manual Reference 
283 

Requirement 

A retailer and distributor must inform a custoiner of any material 
amendment to the C O C that affects the customer's rights and 
obligations. 

Code of Conduct clause (4) Subject to sub clause (5), a re ta i le r and a d i s t r ibu tor must 
10.10 infonn a c u s t o m e r o i any material amendment to the C o d e that 

affects the c u s t o m e r ' s rights and obligations in relation to the 
re ta i l e r or the dis t r ibutor . 

Observat ions Synergy has in place a coinniunicarion strategy 
customers of any materiid amendments to the C(JC. 

to inform 

Wliere customers' rights and obligations are affected. Synergy 
identifies the material changes and eiig-ages information campaigns 
to communicate the changes to its customers. 

If the changes affect individual customers ' Synergy advises the 
customers ' direcdy 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 availalile on Synergy's website, it is also available 
free of charge by m:ul. 

Through examination and enquir)', 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 w-here material amendments occur within the Code of 
Conduct, communication of the material changes are made to 
Synergy's customers. 

Issue N o n e is idenrified. 

•,5i Grant Thornton Austraiia Ltd. Ail rights reserved. 
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Obligat ion in format ion and Communicat ion 

Compl iance Rating 5 

2007 Compl iance 
Manual Reference 
287 

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 relev-ant distributor for a response. 

Code of Conduct ckiuse (2) If a c u s r o / n e r asks a rera/fer for information relating to the 
10.12(2) availability of different t)'pes o i me te r s , the re ta i le r mus t— 

(a) give the information to the cus tomer , or 
(ll) refer the c u s t o m e r to the relevant d i s t r i bu to r ior a response. 

Observat ions TTie information for the different t)'pes of meters is available at 
Synerg)''s website. Where requested by a customer who does not 
have access to the internet. Synergy has procedures to send die 
information out to the customer. 

Through examination and enquir)', we are satisfied Synergy has 
policies, procedures, protocols and systems in place to man-.ige 
compliance with the recjuirement of the licence and Code of 
Conduct. Tliere are effective monitoring controls present to 
ensure customers -are advised of the availabilit)' of the different 
t)'pes of meters. 

issue None is identified. 

•'-:• Grant Thornton Australia Ltd. Ail rights reserved. 



GrantThornton 
Synergy Pet formance Audi! Report 

166 

Obligat ion Customer Service Charter 

Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
290 A retailer and disttibutor must give a custoiner on request, at no 

charge, a copy of the Customer Service Charter. 

Code of Conduct clause (1) A re ta i ler and a d i s t r ibu to r must give a c u s t o m e r 011 request, 
11.2 at no charge, a copy of the re ta i le r ' s or d i s t r ibu to r ' s C u s t o m e r 

Serv i ce Char ter . 

292 A retailer and distributor must provide a copy of the Custoiner 
Service Charter to a customer who recjuests a copy, within two 
business days of the request 

Code of Conduct 
11.2 

lause (3) For the purposes of sub cl-ause (1), a re ta i le r or a d i s t r i bu to r 
must give a copy of the C u s t o m e r Service Cha r t e r to a c u s t o m e r 
within 2 b u s i n e s s days of the c u s t o m e r ' s request. 

Observations The Customer Service Charter is available at Synergy's website and 
can also be obtained through the customer service officer at 
Synergy's office front counter. WTiere requested by a customer 
who does not have access to the internet, Synerg)' has adequate 
protocols to send the information out to the customer. 

Through examination and enquiry, w-e are satisfied Synergy has 
policies, procedures, protocols and systems in place to manage 
compliance with the requirement of the licence and Code of 
Conduc t 

Issue N o n e is identified. 

''S> Grant Thornton .Australia Ltd. All rights reserved. 
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2007 Compl iance Requirement 
Manual Reference 
291 A retailer and distributor must make available to contestable 

customers, at no charge, a copy of the Customer Sen-ice Charter. 

Code of Conduct clause (2) As soon as practicable after 1 |anuar)' 2005, a re ta i le rand a 
11.2 d i s t r ibu to r must make available to a con te s t ab le cus tomer , at no 

charge, a copy of the re ta i le r ' s or d i s t r ibu to r ' s C u s t o m e r S e n d e e 
Charter . 

Observat ions Based on our enquiries and inter\'iews it was identified that 
S)'nergy makes available the Customer Senice Ch-.irter to 
Contestitble Customers at no charge. 

Tlie Customer Service Charter can be down loaded from the 
Synergy website; alternatively the Contestable Customer can 
contact the Customer Sen-ice Representatives or their respective 
Business Managers, who will arrange for a copy to be posted to the 
customer without charge. 

TTie Business Managers provide a 72 hour follow up phone call to 
enquire whether the Contestable Customer had received die 
information recjuested. 

Interviewees stated the Contestable Customer is provided with a 
Customer Sen ice Charger with their initial contract information. 

TTie Customer Service Charter is 
contestable customers at no charge. 

'ailable and supjilied 

Tlirough our examination and enquir)', we are satisfied there are 
ttppropriate policies, procedures and systems in jilace, to ensure a 
contestable custoiner is able to obtain a copy of the Customer 
Senice Charter at no charge. 

Issue N o n e is identified. 

'•g> Grant Thornton Australia Ltd. Ai! rights reserved. 
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Compl iance Rating 5 

2007 Compl iance Requirement 
Manual Reference 
293 A retailer, distributor and marketer must develop, maintain and 

implement an internal process for handling complaints and 
resolving disjiutes. 

Code of Conduct clause 12.1 O b l i g a t i o n to es tab l i sh c o m p l a i n t s h a n d l i n g p rocess 
12.1(3) (1) A retailer, d i s t r ibu tor and marketermvxst develop, maintain 

and implement an internal process for handling c o m p l a i n t s and 
resolving disputes. 

Observat ions Synergy has in 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 Complaints policy is reviewed on an annual basis and provides 
the framework by w-hich the complaint resolution process is to take 
place and is 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. Tlie complaints polici' is dated and recorded in 
chronological order within the Document Management System. 

Tlirough our testing and examination, we are satisfied riiat 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. 

issue N o n e is identified. 

•>;> Grant Thornton Austraiia Ltd. Ai! rights reserved. 
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2007 Compl iance Requirement 
Manual Reference 
294 

Code of Conduct clause 
12.1(2) 

A retailer, distributor and marketer must develop, mttintain and 
implement a complaints handling process that meets the specitied 
requirements. 

(2) Tlie complaints handling process under sub clause (1) must— 
(a) comply with Aus t ra l i an StandardA269: \99S; 
(b) address at least— 
(i) how c o m p l a i n t s must be lodged by cus tomers , 
[Note; For example, in w-riting.] 
(ii) how c o m p l a i n t s will be handled by the retailer, d i s t r ibu to r or 
marke t e r , including— 
x\. a right of the c u s t o m e r to h-ave its coyM/j/ai/if considered by a 
senior employee within each organisation of the retailer, 
d i s t r ibu to r or marke te r , if the c u s t o m e r i s not satisfied with the 
manner in which the c o m p l a i n t is being handled; 
B. the information that will be provided to a cus tomer , 
(iii) response times for compla in t s , 
(iv) method of response; and 
(c) be available at no cost to cus tomers . 

Observations Inten'iews widi relevant personnel confirmed the complaints 
handling process was designed against the ISO and AS framework. 

Review of the complaints policy identified the information 
cont-ained wathin the policy addressed the criteria specified within 
the code. 

Tlie complaint policy identifies the escalation entirienient and the 
response times specified within the Code of Conduct and are 
available without cost, on the Synergy web site. Alternatively, a 
customer can contact Synergv' and have a complaint policy and 
complaint form sent to them at no cos t 

Synergy has an automated function witliin Customer Information 
System (CIS) to identify the request of the cvistomer and have the 
mail house send out the complaint polic-y and complaint paper 
work free of charge. 

Issue N o n e is identified. 

'V' Grcnt Thornton Australia Ltd. All riqhts reserved. 
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2007 Compl iance 
Manual Reference 
297 

Code of Conduct clause 
12.2(1) 

Requirement 

A retailer, distributor and marketer must develop a guideline that 
assists their staff in delineating customer queries and complaitits, 
and provides for the classification of customer complaints. 

c o m p l a i n t s 
(1) A retailer, d i s t r i bu to r and m a r k e t e r must develop a guideline 
tha t— 
(a) assists their respective staff in delineating ci/5to/?jer queries 
from c u s t o m e r compla in t s , and 
(b) provides for the classificarion o i c u s t o m e r compla in t s . 
[Note: Wlien developing a classification system for customer 
complaints, a retailer or a distributor may choose to employ the 
classification system used for record keeping on customer 
complaints (see P-art 13).] 

Observat ions Synergy has in place a complaints policy w-hich provides a guideline 
to its staff -as to delineating complaint and queries. TTie guidelines 
w-ere developed with support from the Ombudsman. 

Inten'iews with relevant personnel indicated that they w-ere aware 
of the delineation of complaint and quer)'. Tlie inteniewees were 
able to refer to the internal "knowledge base" as a reference and 
die complaints policy itself 

Inten'iew-ees stated they participated in training w-hich assisted their 
understanding of the complaints policy and delineation. Training 
records supported their statement. 

Through our testing and examination, we are satisfied that Synerg)' 
has policies, procedures and systems in place to effectivel)' monitor 
and manage compliance with the requirement of the licence 
condition and the Code of Conduct. There are effective systems 
and manual based conttols to ensure the guidelines that assist their 
staff towards understanding the delineation of complaint and quer)' 
as required by the Code of Conduc t 

Issue N o n e is identified. 

S' Grant Thornton Australia Ltd. All rights reserved. 
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Requirement 

A retiiiler, 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 In fo rma t ion provis ion 
12.3 A retailer, d i s t r ibu to r and m a r k e t e r must give a c u s t o m e r on 

request, at no charge, information that w-ill assist the c u s t o m e r i n 
utilising the respective complaints handling processes. 

Observations Inten'iews with relevant personnel identified sound understanding 
with the complaints handling process. 

Synergy provides information relating to the complttints handling 
process on its website free of charge. 

Custoiner Resolution Coordinators provide assistance and 
guidance to a customer information to assist the customer utilise 
the respective complaints handling process free of chiu'ge. 

Synergy has in pltice an Independent Customer Advocate w-ho also 
provides guidance to customers in utilising the respective 
complaints handling process. 

Assistance is provided over the phone, alternatively information 
relating to the complaint resolution process is sent to the customer 
through the post. 

TTirough our testing and examination, we are satisfied th;it Synergy 
has policies, procedures and system in place to effectively monitor 
and manage compliance with the reqturement of the licence 
condition and the Code of Conduct. Tliere are effective st'stems 
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 Conduc t 

issue N o n e is identified. 

•' Grant Thornton Australia Ltd. Ai! rights r-eeervfid. 
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Requirement 

A retailer, distributor and marketer who receives a complaint that 
does not relate to its fiinctions, must refer the complaint to the 
appropriate entit)- -and inform the custoiner of the referral. 

Code of Conduct clause O b l i g a t i o n to refer c o m p l a i n t 
12.4 When a retailer, d i s t r ibu to r or m a r k e t e r receives a c o m p l a i n t 

that docs not relate to its functions, it must refer the c o m p l a i n t to 
the appropriate entity :ind inform the c u s t o m e r o i the referral. 

Observat ions During our enquiries we confinned that the process relating to 
comjilaint redirection existed. 

Inten'iewees were conversant with the process and had redirected 
complaints to relevant entities as required. 

Wliere a w-ritten complaint is received which did not relate to 
Synergy, a letter is sent to the complainant to advise of the 
redirection. In the instances where the complaint is received over 
the phone, the comjilainant is advised immediately widi regards to 
the redirection. 

W-lierc the entit)' is not clearly 
redirection is to the Ombudsman. 

identifiable the complaint 

The Complaint Resolution Coordinators and the Customer 
Advocate monitor the nature of the complaint and the redirection 
process to ensure the custoiner has been redirected approjitiately. 

TTirough our testing and examination, we are satisfied that S}-nergy 
has policies, procedures and systems in place to effectively monitor 
and manage compliance w-ith the requirement of the licence 
condition and the Code of Conduct. There are effective S)'steins 
and manual based controls to ensure the customers are provided 
without charge, assistance in utilising the complaints handling 
[Drocess -as required by the Code of Conduc t 

issue N o n e is identified. 

•w Grant Thointon Australia Ltd. Al! rights reserved. 
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Code of Conduct 

12.5(1) 

clause 

Requirement 

A retailer, distributor and marketer must keep a record of each 
complaint and provide information reg-arding the complaint to the 
Authorin- or electricit)' ombudsman upon request. 

12.5 Reco rd k e e p i n g 
(I) A retailer, d i s t r ibu to r and m a r k e t e r must — 
(a) keep a record of each c o m p l a i n t made by a cus tomer , 
(II) on request by the Authority', give to the Aut i ior i ty the 
information referred to under paragraph (a); and 
(c) on request by the electr ici ty o m b u d s m a n in relation to a 
particular compla in t , give to the e lectr ic i ty o m b u d s m a n 
information that this Part requires the retailer, d i s t r ibu to r or 
m a r k e t e r to keep, and any other information that the retailer, 
d i s t r i bu to r or m a r k e t e r h a s , relating to the c o m p l a i n t 

Observations Synergy maintains a record of the complaints received and the 
complaint attributes. 

S)'iiergy prepares a monthly report which advises the senior 
management of the total number of complaints, source of 
complaint and naaire of complaint. 

Tlie total numbers of complaints are reported to the Authority 
upon request. The report is provided to the Authorit)' by the 
Legal, Regulator)' and Audit business unit. 

Detttils relating to comjilaints dealings are provided to the 
Authorit)' 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 
(DM.S) and are then archived after the appropriate course of action 
has taken place and subsecjuent time has passed since finalisation. 

Tlirough our testing and ex-amination, 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 nuinber of comjilaints are 
recorded and reported to the Authorit) ' upon recjuest as required 
by the Code of Conduct. 

issue None is identified. 

'£•' Grant Thornton Australia Ltd. All righis ••eservcd. 
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Requirement 

A retailer, distributor and marketer must keep records of 
compl-aints and dispute resolution for at least three years after the 
date on wliich the complaint was resolved. 

Code of Conduct clause (2) A retailer, d i s t r i bu to r and m a r k e t e r must keep the records 
12.5(2) referred to in sub clause (l)(a) for at least 3 years after the date on 

which the c o m p l a i n t w a s resolved. 

Observations Synergy has in place an overarching procedure that governs 
document and data retention. TTie 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 ame period for which 
compliunts 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 formarion 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 Synerg)'. 

Through exarnination and enquiry, w-e are satisfied Synergy has 
poKcies, procedures, protocols and systems in place to manage 
compliance w-ith the requirement of the licence and Code of 
Conduct. Tliere are effective monitoring conttols present to 
ensure complaints records are kept for a minimum period of three 
years are prescribed by the Code of Conduct. 

issue N o n e is identified. 

•si'' Grsnt Thornton Austraiia Ltd. Ai! rir^ihts 
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Code of Conduct clause 
13.1 

Requirement 

A retiiiler, distributor or marketer must keep a record or other 
information as required to be kept by the C O C for at least three 
years from the last date on which the information was recorded, 
unless expressly provided othenvise. 

13.1 Records to b e kep t 
Unless expressly pro\nded othenvise, a retailer, d i s t r ibu to r or 
m a r k e t e r must keep a record or other information that a retailer, 
d i s t r ibu tor or m a r k e t e r is required to keep by the C o d e ior at 
least 3 years from the last date on which the information was 
recorded. 

Observations Interviews with relevant personnel identified IT provides and 
supports the neavork infrasttiicture which maintains and records 
all data ttansactions tliroughout Synerg)'. 

The data witliin the information system is not archived. The data 
is backed up off site by an external agency. Data can be retrieved 
from the information system dating back to the formation Synergy. 

Synergy has an organisation wide document and data management 
policy wliich is designed against the State Records Act. 

TTie document and data management policy is aligned with the 
Code requirements. For items identified within the policy that do 
not have a specified timeframe, the policy states the records must 
be kept for a minimum penod of 7 years. 

Hard copy documents are archived in accordance with Synergy's 
arcliiving process. Documents were able to be recalled dating back 
to the establishment of Synergy. The documents w-ere recalled 
from archive within -.t 24 hour period. 

The sofavare infrastructure is reviewed by the system managers 
and system health checks are a m to ensure system integriU'. 

W'here 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. 

TTirough our enquir)' and examination, we are satisfied that 
Synergy has jiolicies, procedures and systems in place to effectively 
monitor and manage compliance with the requirement of the 
licence condition and the Code of Conduct. Tliere are effective 
systems based controls to ensure records are retained for the 

.vi' Grant Triorntor, Australia Ltd. Ai! rights i-ese'-ver 
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specified period or at least 3 years from the last date information 
was recorded. 

issue None is idenrified. 

'lii Giant Thornton Australia Ltd. All rights reserved. 
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Code 
13.2 

of Conduct cla 

Requirement 

A retailer must keep a record of the total number of customers 
under the affordability and access indicators specified. 

(I) A re ta i le r must keep a record of the total number of its 
c u s t o m e r s w h o — 
(a) have been assessed as experiencing f i nanc i a l ha rdsh ip , 
(II) are subject to an installment payment plan under Part 6; 
(c) have been granted additionid time to pay their bill under Part 6; 
(d) have been pl-aced on a shortened biUing cycle, 
(e) have been disconnected in accordance with clauses 7.1 to 7.3 
for failure to p-ay a bill; 
(f) have been reconnected at the same s u p p l y a d d r e s s within 30 
days of h-aving been disconnected for failure to pay a bill; and 
(g) have provided a r e fundab le a d v a n c e . 

Observations It was established that IT maintains the infrastmcaire and systems 
to enable data to be e.xtracted from Customer Information System 
(CIS). 

IT has designed CIS to enable the front end user to identify- a 
customer's categort' by placing the relevant code witliin a 
respective field. 

IT is able to run a SQL to report the nuinber of customers which 
fall within the respective categories defined by the Code. 

CIS retains the record of the total number of customers under the 
affordabilit)' 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 Conduc t Tliere are effective 
systems and manual based controls to ensure records are kept in 
relation to the total number of customers under the affordabilit)' 
-and access indicators defined within the code. 

O u r testing did not reveal any instances of exceptions or non­
compliance with the requirement of cl-ause 13.2 of the Code of 
Conduc t 

Issue N o n e is identified. 

1 Grant Thorritoii Austrtilia Ltd. Aii ri-qtita t-es':;-rved. 
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Requirement 

A retailer must keep a record of the total nuinber of residential and 
business accounts held by its customers. 

Code 

13.5 

of Conduct clause (1) A re ta i le r must keep a record of the total number of—-
(a) residential accounts; and 
(ll) business accounts, held by its cus tomers . 
[Note: A retailer must keep a record of the number of accounts, not 
customers.] 
(2) In tins clause— "bxisiness a c c o u n t " means an account for 
which a c u s t o m e r is eligible to receive a tariff other than a tariff 
for the supply of electricity for residential purposes. 

Observations It was established that IT maintain the CIS and REDS system, 
where part of the funcrionality is die 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 enquir)' and examination, we are satisfied that 
Synergy has policies, procedures and systems in place to effectively 
motaitor and manage compliance with the requirement of the 
licence condition and the Code of Conduc t TTiere are effective 
systems based controls to ensure Synergy keeps a record of the 
total nuinber of accounts held by its customers as required by the 
Code of Conduct clause 13.5. 

Issue N o n e is identified. 

4- Grant ThorntOfi Australia Ltd. Al! rigtits reserved. 
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Code of Conduct 
14.2(1) 

Requirement 

A retailer must pay the stated compensation to an eUgible customer 
where the custoiner is not reconnected in the manner specified and 
an exception to payment does not apply. 

14.2 Fac i l i ta t ing c u s t o m e r r e c o n n e c t i o n s 
(1) Subject to clause 14.7, where a re ta i le r i s required to arrange a 
reconnection of a e l igible c u s t o m e r ' s s u p p l y a d d r e s s under Part 
8— 

(a) but the re ta i l e rhas not complied with the time frames 
prescribed in clause 8.1(2); or 
(b) the re ta i le r has complied with the time frames prescribed in 
cl-ause 8.1(2) but the d i s t r ibu to r has not complied with the time 
frames prescribed in clause 8.2(2), the re ta i le r must pay to the 
el igible c u s t o m e r $50 for each day that it is late, up to a 
maximum of $250. 

Observations Based on our interv'iews and examinaticin of records relating to 
Sen-ice Standard Payments, Synergy paid the eligible customer 
where the custoiner was not reconnected in the manner specified. 

Synergy has a review process in place to monitor the reconnection 
of a customer. Tlie reconnecrion is momtored through the CIS 
system and the Complaint Resolution Coordinators monitor those 
which have been identified as h-aving been of issue. 

Synergy has been proactive in their approach relating to Scn'ice 
Standard Payments. Tlie Complaint Resolution Coordinators 
identify customers who have not been reconnected in the manner 
specified and credit the custoiner wtth the Service Standard 
Payment and advise the customer accordingly. 

Sen'ice Standard P-ayment amounts are monitored and reviewed by 
the Area manager. 

Sen'ice Standards P'.tyments 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. 

TTie Service Standard Payments are in accordance with the value 
identified within the Code of Conduc t 

TTirough examination and enquiry, we are satisfied Synergy has 
policies, procedures, protocols and systems in place to man-age 
compliance with the requirement of the licence and Code of 
Conduct. Tlie prescribed Ser-\'ice Standard Payment where a 
customer has not been reconnected in the manner specified ts paid 
in accordance with the Code of Conduc t 

'ir,' Gram Thornton Austraiia Ltd. All rights reserved. 
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Code of Conduct clause 
14.3 

Observations 

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 p-ayment does not apply. 

14.3 Wrongfu l d i s c o n n e c t i o n s 
Subject to clause 14.7, if a re ta i le r fails to follow any of the 
required procedures prescribed under Part 6 (if applicable) and 
Part 7 of the C o d e prior to disconnecting an eUgible c u s t o m e r 
for failure Co pay a bill, the retai ler must p-ay to die e l igible 
c u s t o m e r $50 for each day that the e l igible c u s t o m e r was 
wrongfully disconnected, up to a m-aximum of $ 250. 

Based on our inten'iews and examination of records relating to 
Sen'ice Standard Payments, Synergy paid the eligible customer the 
relevant Sen-ice Standard Payment where Synergy failed to follow 
the specified procedures prior to disconnection for failure to pay. 

Synergy has a policy in place wliich recognises wrongful 
disconnection which takes into consideration a customer w-ho has 
been wrongfiilly disconnected outside the parameter of failure to 
pay. 

Where a complaint has been received by a Customer Sen'ice 
Representative in relation to a w-rongful disconnection, the 
complaint is escalated to the Complaints Resolution Coordinator 
who exai-nines the naaire 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 Senice Standard Payment. The Area 
manager performs a review of the Sen'ice Standard Payments 
made. 

Sen'ice 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. 

TTirough examination and enquiry, w-e 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 Sen'ice Standard P-ayment where a 
customer has no t been wrongftilly disconnected is p-aid in 
accordance with the Code of Conduct. 

•i;.' Grant Thornton Au-itraiia !.-td. Ail ricttits reserved. 
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316 A rettuler must acknowledge and respond to a w-ritten quen' or 

complaint by an eligible customer within the timeframes 
prescribed. 

Code of Conduct clause (1) Upon receipt of a written quer) 'or co/7j/»/a/nf by an e/jg-yfe/e 
14.4(1) cus tomer , a re ta i l e r mus t— 

(a) acknowledge the quer)' or c o m p l a i n t within 10 b u s i n e s s days, 
and 
(l>) respond to the quer)' or c o m p l a i n t hy addressing the matters 
in the quen- or c o m p l a i n t within 20 b u s i n e s s days. 

Observat ions Interview with relevant Synergy personnel identified they -are 
conversant with the timeframes specitied within the Code of 
Conduct and the need to respond to complaints witliin a specified 
timeframe. 

Complaint procedure recognises the timeframes specified by the 
Code of Conduct. Tlie compl-aints sub sequence also recognises 
the time 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 specitied. 

Tlie area manager monitors and reviews the daily comphiint report. 

The "daily complaint report" is provided to the Complaint 
Resolution Coordinators twice a day. Complaint Resolution 
Coordinators check the report to ensure the customer have 
received an acknow-ledgement and response have been provided 
witliin the time frame specified. 

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

Issue N o n e is identified. 

'.ti' Grant Thornton Australia Ltd. Aii rights reserved. 
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317 A retailer must pay the stated compensation to an eligible customer 

where the retailer has failed to acknowledge or respond to a quen-
or complaint within the timeframes prescribed and an exception to 
payment does not apply. 

Code ot Conduct clause (2)Subiect to clause 14.7, if a re ta i ler fails to acknowledge or 
14.4(2) respond to a quer)' or c o m p l a i n t within the time frames 

prescribed under sub clause (1), the re ta i le r must pay fo the 
el igible customer%2Q. 

Observat ions Interviews conducted with the relevant personnel established they 
are aw-are of the timeframes specified witliin the Code of Conduc t 
Relevant personnel are aware of the Service Standard Payment 
wliich obliges Synergy to pay a Sen'ice Standard Payment where 
Synergy has fiiiled to acknowledge the complaint in the timeframe 
specified. 

Synergy has in place process and procedures that acknowledge the 
Sen'ice Stttndard Payment of $20. 

A daily complaint report is monitored by the Complaint Senice 
Coordinators and the Area manager to ensure responses are 
provided within die timeframes specified and mitigate a failure to 
acknowledge a complaint. 

W'here a Sen'ice Standard Payment is made by one Complaint 
Resolution Coordinator an approval by a second Complaint 
Resolution Coordinator is required. All Sen'ice Standard Payments 
are reviewed by the Area manager. 

Tlirough examination and enquir)', we are satisfied Synergy has 
policies, procedures, protocols and systems in place to man-age 
compliance with the requirement of the licence and Code of 
Conduct. 

issue None is identified. 

Srant Thorn-ion Australia Ltd. All riahts reserved. 
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Code of Conduct clause 
14.8(1) 

Requirement 

A retailer who is required to make a compensation payment for 
failing to satisfy a senice standard, must do so in the manner 
specified. 

14.8 M e t h o d of p a y m e n t 
(I) A re t a i l e rwho is rec|uired to make a payment under clauses 
14.2, 14.3 or 14.4 must do s o — 
(-a) by deducting the amount of the payment from the amount due 
under the el igible c u s t o m e r ' s next bill; 
(II) by paying the amount directly to the ehg ib l e cus tomer , or 
(c) as othenvise agreed beUveen the re ta i le r and the e l igible 
cus tomer . 

Observations As a result of inteniews with relevant personnel, it was identitied 
that w-here a Service Standard Payment was required to be made. 
Synergy credited the customer's account with the entitled a m o u n t 

A review was performed on a sample of customer's who were 
entitled to the Service Standard Payment. A credit entr)' and the 
value on the customer's account were in accordance with the 
customer's entit lement 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 Senice Standard 
Payment a staged review is performed of the entitlement and the 
conditions resulting in the pa)'ment itself 

TTie ^\rea manager reviews the sen'ice standard payments made to 
ensure they -are in -.iccordance with Code of Cc-induct obligations. 

Through examination and enquir)', we are satisfied Synerg)' has 
policies, procedures, protocols and systems in place to manage 
compliance with the requirement of the licence and Code of 
Conduct. 

Issue None is identified. 

'S>Grant Thornton Australia Ltd. Al! rights reser-ved. 
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367 A Code participant who becomes aware of an outage or 

malfunction of a metering installation must advise die neavork 
operator as soon as practicable. 

Observations It was established the IT support the neavork infrastmcaire to 
enable notification to be m-.ide to the neavork 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 
neavork operator as soon as practicable. 

Synergy process requires a sen'ice order to be raised; the Code 
does not require the notification to take place through the business 
to business portal. 

Synergy identifies the preferred communication of the outage or 
malfunction is dirough the portal to the neavork operator. 

TTirough our enqmr)' 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 Retad Licence Condition. There are 
effective systems and manual based controls to ensure the meter 
malfiinctions and outages are communicated to the neavork 
operator as soon as practicable in accordance with the Ret-ail 
Licence Condition 5.1. 

Issue None is identified. 

'S Grent Thornton Australia Ltd Ail ripnte i 
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Retail 
5.1 

Licence condition 

Requirement 

A user that collects or receives energ)' data from a metering 
installation must provide the neavork operator with the energv 
data (in accordance with the conimunication ailes) within the 
timeframes prescribed. 

If a user collects or receives energy data from a metering installation 
then the user must provide the network operator with the eneigy data 
(in accordance with the communicat'ion riile.̂  w-ithin 2 business days 
after collecting or receiving the energy data (or such other rime as is 
specified in the applicable .tervice level agreement) 

Observat ions It was established that IT supports the neavork infrastmcaire to 
en-able collector or receiver of metering energy data is provided to 
the neavork operator in accordance with the communiciition rules 
and the timefnimes specified. 

All metering data is identified as 
operator. 

the propera ' of the neavork 

IT maintains the system infrastmcaire to enable the data to be 
capaired witliin CIS and then communicated to the neavork 
operator through the communication pontil within die timeframe 
specified. 

The transfer of data is an automated process w-'hich is executed on 
a half hourly basis through batch runs. TTie integriti' of the IT 
infrastmcture is m-aintained and the accuracy and timeliness of data 
transfer is monitored by system and manual processes. Tlie half 
hourly batch runs ensure the informarion is communicated to the 
neavork provider w-ithin the timeframe specified being the avo 
business days. 

Through our enquir)', 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 
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 Ret:ul Licence Condition 5.1. 

issue None is identified. 

©Grant Thornton Australia Ltd. Ail rights reser-'ed 
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2007 Compl iance 
Manual Reference 
425 

Requirement 

A user must provide standing data and validated (and where 
necessary substimted or estimated) energy data to the user's 
customer, to which that information relates, w-here the user is 
required by an enactment or an agreement to do so for billing 
purposes or for the purpose of providing metering sen'ices to the 
customer. 

Electricit)' Industt-y (1) A usermust, in accordance with this Code: 
Metering Code clause (a) provide the validated, and where necessan' substituted or estimated, 
5.17(1) energ)' data, provided to it or obtained by it under this Cock, to the 

user's customerto 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, and 
{Note: a useris required to disclose certain energy data to its customers 
in order to bill those customers. Those requirements may be 
expressed in other enactments such -as clause 4.4 of the Code oj 
Conduct.} 

Q|j3ei^3f jQHS It was established that IT supports the neavork infrastructure to 
enable standing data and v-.ilidated energy data to the user's 
custoiner, to which the information relates. 

The conimunication platform is maintained by Synergy IT to 
enable standing data to be extracted for the purposes of providing 
metering senices . 

IT 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 recover)' to ensure business 

continuia'. 

Business continuia' and disaster recover)' policy is currently being 
revised through the BT process. 

Tlie combined above activities enable the user to provide both 
standing and validated data for the purposes of providing metering 
and billing data. 

TTirough our enquiry and ex-.imination, we are satisfied that 

Synergy has policies, procedures and systems in place to effectively 

monitor and man;ige compliance with the requirement of the 

licence condition and the Electticit)' Industry' Metenng Code. 

Tliere are effective systems to ensure the standing and validated 

'& Grant Thornton Australia Ltd. Ali riqhts reseivcd. 
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data is able to be provided for the puqioses as specified by the 
Electricit)- industr)' Metering Code clause 5. 

issue None is identified. 

'.el Grant Thornton Australia Ltd. Ai! rights rc-^er '.^id. 
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Appendix 3 — Audit Evidence 

9 

IS 

1?^ 

18 

19 

29 

3-4' 

39 

45 

48 

6S" 

Net-'A-Oi-ks Process and Procedures D £. r 25 i J 

Networks Process and Procedures i j ' i i - < 

^'tn'WOli^s Process and Procesjures Li G*!j .. 

Networi^s F'rocess and Procedi^ies D "̂  » U ' -

Nciworks Process and Procedure.s Dtv1S#3l?s;''.ii) 

Netwoi'i^s Process and Procedures Dlv;S#3i28749 

NelworlxS Proces-t and Prcxtatidrfes DViS#31Ii's743 

Networks Process iittici Procedtires DMS#3 12371:19 

Net'.'^orkt; Process and Procedures Di'-.ilS*.! 123.^49 

Networks Process and Procediires DiViSJt3128/49 

Networ'ts Process and Piocedures drris#3i28749 Psf i 3, 

78 REBS Application Foim Div1S #3126409 
P.EeS lerniE and Conditions DMS #GC4.3^ 10 
REBS Traiiting Presentati'tin DlViS #314(3892. 
RFBS Process Flows DMS #31229(14. 

88 Syiergy .Si.aridartt Eieciricil-/ AoreeiTienl Temts 6 

Sy'iergy Customer Ci'iai'iei-

Kno ivledge Base - CiiSiCitier Exoene-^co ;p:n:;eci, iss 
Ctisktmer Mtwer i ten's^entt ra! Hew Coiiii'toii.^ci 

°3 DMS# 302S252 

S4 ' " DMS#302800Y, 3034021, 3051369 

ss Pacl Sheets #6 

Regulatory K Ccsmpiiaiice Requirements & R?nQr*'.i'.;. :l';MS ir 301' i ' t i i • an 
Procedure for Regulaiory Incident tt'Jon contp.i.i:'-;,': ::ii\ ' iS'r3ij;D2 rV; 

Incident Log DlWi3# 302570! 

Reguiaiory & Coinf.iliance Caie^dat D!Vli:-#30'i!.33o 

Electricity Maiketmg Agent Goce ^krr^oiy-\."y? •-:•' .• ri7rT'vl'iO02j'JLY07 

©Grant Thornton Australia Ltd. All lights leseivEd. 
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" i ' i i - i , l_t , J. j i l U l x 

l o t 

113 

l U 

115 

116 

117 

120 

DMS# 3048764 
DSB Begulatory.'Le-gal to approve changes pn-or to stdr-TiissiO.-, 
approval Refer Operations Mai'iual 4,1,4 DMS #300402 I 

f:Ra 

Knowledge Ease -' 
of Conduct. Sntai! 

{Procedures- Code's o; C-ondut;! 
Jse Custtimersi 

Small i.jsi'' Cac.e - LiDvi3 

BMG Sales Process Coaching Checklist DMS #2535292 
Contact Centre Coacliing Checklist DViS^ 3003603 aiso see Cs'i 'Sc: CK 
Team Leader call monitoring gtiidelines DMS# 3120S57 

BiVlG Sales Process Coaching Cl-ieskiisi DMS S 2535292 

Welcome io Synergy DMS #3083849. 

Specialised eisxti'icity suc)ply and fattli recognition DMS #3C:V-' i.'s4 

Basic CIS DMS #3084501 

iniaii Use Code ct Cc CCKB-ProcedureS'Godtiis oi •Gondtict ; 
Contracts Training Pack 

iO t nduct Knowledge EJase - (Procedures- Code'; 
of Conduct, Small Use Customers) 

Synergy training manuals on DtvIS in regards io ail CSR training a'lC ir;a-L.c;!'OM 
Tra in ing recorr ls are kept by EOS. 

Welcome to Synerg-r DMS #3083849 

Specialised slectficity supply and tault recognitior; Di'..'tS if303-3434 

Basic CIS: DMS •#3i)a4.301 
Customer 3i_Brand__Equ!ty Trai:ting Requirentents Assessment DM3JI30'': 

Specific letter to ERA advising ne-,-.' contact C'S^'TIS 

Knoviflerige i3ase'- 'Customer Expt^'e' lce P ^ ea .i us ^i / . 
Customer Movements Genei'al - Mew Coi ection, 
2.5 (3) CCKB Procedures Cu;>to r e t r c / " i nts " " " IN ' >i p 
CCKB - Procedures - Staff - call q ti . /kn. f ( ' i n > ' i <̂ < 
Procedui'es - codes of conduct - s t , "I ti_e „ . J e o" cc t c l ^O'le j c . 
small use cuslomers Customer ac,r---emer'-i c<'e- '•=• ice d 

1302 I t 

121 

122 

124 

131 

133 

134 

1 3 5 ' 

136 

DMS#2669520v3 Standaid Electricity Ter.ns and Conditions in.,!iu!Pt; 
Standari j Electricity Agreement (Door to Door Maihe 'ng; tna- - iGvidt 
C!atjse2.,5(l) and 2.5(4) 

Knowledge Base -Cus tomer Experience (Procedures {JcslOTe- tvii; 
Customer Movements General - New Connection 
CCKB - Procedui-es - Customer rrtovtiiTients - SOIN iiiasjes' process : 
Procedures Staff • call qtiaiity tool kit ooseivtii-on ci^eck lis! 
CCKB - Procedures - codes of conduct smgii use cooc o' conuuc: 
conducl small use ciiStomers. Customer agreement quick re ia tc ice 
CCKB " Procedures - Customer mo'v-emeiiis - SOH"^ ma'iier c i ' ; c i s ; 
D^'!S#2535271 
"Slockcontrol processDMS 3074035 
CCKB - Procedures - Customer Movsirienis - SOIN 'tiasier process 

CGKB-General Knowledge-P Providing cristomer with a rc;cre'-;cc IH 

Code Corp pliant Oittbtjuitd Stties Script DMS# 2533271 v2 

DMS# 3043764 

DtviS #3050001 and 3050002 

BMG Sales F^rocess Coacliing {3heck Stteet Code Compliant !J:ViS H 

Code Compliant Outbound Sales Script DMS if 2i33L2/1 

i!'U; 

for 

iinsntS' 

; LP .:I 
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137 

138 

1S9 

140 

142' 

1-<54 

i 4 5 

1<?.6"' 

1^.7' 

150" 

151 ' 

152 

153 

156 ' 

168 

153 

161 

167 

16S 

170 

171 

1 7 3 ' 
174^ 
175 
1 7 6 ' 
177 

"'^5?a^r,nu-'t''t:uT[n:' 

BMG Sales Process Coaci-iing Check Siieet Code Compliant D-M; 

Code Compliant 'Ciitboiind Sales Scnpt f^f'-tS #253527 i 

Code GofTipliant Outbound Sates Script DMS # 2535271, 

Do not Contact Register DMS #2532237 

Code Compliant Outbound Sales Script DMS # 2;'!3;:,27 i 

BMG Sales Process Coacmng Check Sheet Code Compliant Df'.'k 

Code Compliant Outbound Sales Script Di-.,iS S 2535271 

BMG Saies Process Coactting CStecK Sheet Code Ccmptutnt DM' 

Cod'e Compliant Outbound Sales Sctipt D!v;1S # 2535271 

BMG Sales Process Coaci'iinq Check Sliest Code Conipiiant D^/ 

Code Compliant CutlDound Saies Script i3i>/!S # 2533271 

BMG Saies Process Coaciting Check Sheet Code Con';p!ian! D%\ 

Code Compliant Outbound Sales Scrip; DfvIS n 2535271 

BiVtG Saies Process Coaching Check She'jt Code Compliant Dtvi 

Code Cofinpiiant Outbound Saies Script tjivIS -it 2535271 

BMG Sales Process Cotichinq Check Sheet Code Compliant DM 

Code Compliant Ouifaound Saies Scnpt OiViS # 2535271 

Presentation ior promotional e'vent i.i'aining. DMS it 3048291 

Presentation for promotional event training. DMS # 3048291 

Presentation tor promotionaJ event i:raining. DMS # 304829! 

Presentation tot ptomotiona! event training DMS # 3534829! 

DMS •» 2532257 

SME Systeni and Hard copy retenticn for Power Vv'aicb 

Do not contact pi'ocess DfvilS 3029030 

CCKB-Ggnerai Knov/ledge-D-Do not contaci - Marketing niatena 

• CIS Report DClSCC 12 

" Do not contact process DMS 3029030 

, Privacy Trainitig DiViS #3(307295 ' 
Copy ot Res Into Process !3M,S#3Ci!34599 

- CCKB - Generai Knov/ledge- Freedom ol iniormaiion 

Copy of Res Info Process DiV!S-!?30045S9 

• CCKB - General Knotvlttdge- FTeedom ol iiiioi-mation 

CCKB • General Knovi/ledge - P - Privacy Policy 
Training It/iateriai DMSs 3007295 

Process flow DMS#2"! 49321 

Custoimer information System SOii psocess. 

"Not bitted"Iepov!" 
" DIViS if 30'87374 
" DMS"# 3'687374^ 
• DMS !f'3087374 

)U 2533292 

3 1̂ 25 

• DMS-#3087374 

© Grant Thornton Australia Ltd, A!! rights retservad. 
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L ' '~ i i ' _j 

178 

l/'S 

~r^5ji'.! •jn.fT',-, r .iiiirtr::" 

180 

183 

184 

183 

•ise 

187 

18B 

189 
1S1" 

193 

195 

1S7 

•;98 

2DG 

act 

202 

203 " 

2Q4 

205 

206 

2aa 

2C9 

2-:o 
212 
213 
217 

_ DiV!S># 3087374 

CCKB - General Knowledge - M - Fviasling address 

^ Sample bills "in DUS 3050001 and 30,50002 
Sign off process for c jciiment-ation as per rjiviS-ff3048764 
•Self mad'cair l ._ 
f-''ax ;' Est report by VVesteni Power 

JMaximunt Estimates" report sent to Westerii Power 

Dit/^S* S08559 

D;/S# 908559 

Sample Bilis DiViS# 3050001, 3050002 

Kiiowiedge Sase Cusiorner Experience {Gesteral Knowledge he: 
Estimaied Readinqsj 

•CCKB ' PrccetJuras - High .Accounts - Ciieck Customei i"iisiory - iviRRC. CCK3 
- Procedures i-ligti Accounts - Ctteck Meter Reading Compare Reading, 
CCKB -Procedures • SON - SOU i'vlatrioes - BiiNng/'Cfedit Mgmt 

DMt3#9085!59 " f_ I I l , r , .Z. ..̂  '..T 
!<'iowiGdij<; Base - Cusfcmer Experience 
(Procedures-Kigh A_ccou!iis- inilia! Response- Cusiorner Demands fv-leier Test! 
Dr-'S# 2834085"286'3S46/28fS3'88l', 2863862,"2863886^ 2863896. 2868378 
CCKB - Prcxiedures SOI! SOII MATRICES - Billing/ciedil mgmi 

DMS# 2863881, 28{)3882. 28!'j3836. 28638<36, 2868873 

DViS#. #2864714 

Knovi/ledge Base- Customer Experience-Payments-yisc/Other-fiefunas 

Synergy Complamis Policy 

Knowledge Base - Customer Experience iProcediiiss -- Complaints- Piocess) 
Compliance Policy 

Customer Sei-vice Charlei' 

CCKB -- Procedures - Complaints - Service Standard Payments ' Pi'ocess 

DMS# 908559 

, DiviSS 908559 

Dtv1S# 2869180 

DMS« 2864714 

Syiiergy Siandai'O Electricity Agi-eement i6.2i 

D;V!S# 3050001, 3050002 

DMS# 3050001, 3050002 

DU Form S agreement DMSit 3124011. 

Step by Step Instructions DIviS #308tj046 

Knowledge Base - Customer Expei'tence 

(Procediires - Paymeiits-Payrnera iViethocs-Btidget i^ardi 

CCKB - Genera! Knowledge ~ U - Mailing address 
"D'yiS#3C87J41 _^_" " 
"DMS#;308714r 
DMS #3087209 
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GrantThornton 
194 

M 

Synergy Psrfotirtaiice Audil Report 

218 
220 

224 
226 

231 

232 

233 

234 

235 

. 235 

237 

"23¥ 

239 
240 

"243 

244 

Tte3"r'':n£jG'"'uifc: 

_ 'VVI; 

; Cheat srieet -Hardship Pokey D^;iS#303/178. 

Knowledge Base - Customer Experience (procedures Payments i-taidsnip 
; Reasons ' Payment Difficulties & Llardsliip Rettsons) 

yDt\.-!S"# "1427606 
; CCKB - Procedure - Payments - Payment cheai sheet - Credit i'viac-iiigeme;!; 

Guidelines 
. DiMS # 3087199. 'Keeping Connected 

l")ardship Poii-cy. and i-tardsiiip Assessment puide 

DMS #2122874. 

' DMS.» 1427606 

Hardship Poiicy 
CCKB - Procedu!-e - Payments - Payment ciieat S'leet - Credit Management 

; Guidelines. CCKB - Procedure Payments - Harrisiiip poiicy • Synergy hardship 
poiicy, CCKB - Procedure - Payrneiits - itardship reasons Payment DiHicui'y 
and Finonciat Hardolup reasons 

; CCKB - Procedures Higit Account Resolution - Issue no! resolved. 

. Hardship Poiicv 

CCKB - Procedure - Paymsn's - Payment cheat sheet - Credit iyiariaqemem 
• Guidelines, CCKB - Procedure • Payments - i-iai'dsiiip policy Synergy naicstiip 
• policy, CtCKEJ - Pi-ocedure - Payments - Hardsiiip reasons Faymetit Dilficuiiy 

and Rnanciai Hardship rea,sons 

Hardship Policy 
, CCKB - Procedui's - Payments - Payrnent cheat sitee! - Crsoit Management 

Guidelines. CCKB - Pi'ocedure - Payments - Hardship policy Synergy hardsiiip 
policy, CCKB - Procedure - Pityrnents - Hardship reasons Payment Uihicufty 

_^ani3 J^iiianctaJ Hartlsiiip retison_s 
: Hardship p"olicv CCKt3 Proceduie - Payments - Paymenl cheai srieel Credit 
• tvlanagementGuidelines, CCKB - Procedure- Paymsnts l-'ardsh-p oolicy 

Synergy hardship poiicy. CCKB Procedure - Paymenls - Han-jsnn) isascns 
Payrnenl Difficulty and Financial Hardship reasons 

. CCKB ^ Procedure - Payments - F'ayment cheat sheet CrcJlit l>/la,,agcmen' 
Guidelines, 
CCKB - Procedure Paymsnis - Hardship poiicy Synergy Lardsiup ttolicy, 

' CCKB - Procedure - Payments t-laidship reasons Paynteci O i fLc i i i y - i rd 
t ':iil^Q£L''i ^i?4<1shj[)_reasotis _ 
, CCKB Procedure - Payments Payment cheat sheet Ci'e'iii! iMlanigemyn' 
• Guidelines, 

CCKB - Procedure - Paymenls - Hardship poiicy Syneigy riarusii p oolr.'/ 
CCKB • Procedure - Payments - t-larciship reasons - Payinent licLcuhy -I'lQ 
Financial Handship I'easons 

'" D!vis¥3087l 99 (in blue) 
CCKB ' Pi'Qcedure - Piiyments Payinent cr-eat shest Creoit it/iar.cgo-n'in, 

• Guidelines 

" D i V ! S i l ^ 2 T 4 0 4 'CiSlections Timel ine" 
Siimpie'Collectiori notices' 
Limitjitjons on when Disco,rnec'icn c,•̂ >̂  occur lO'v'S # 30c'i'C3'? 2bh!408 

DMS»3017879 

, Limitations on when DisconneciiO!) can occur DiVS it 3081 3ir,i ;;s6vsi:i-' 

, Sample 'Weeidy Discoi"' report' 

, Life .Suppoit Poiicy in place DMS#25t31408 
Life Support Process D'ivISS 2597778 
Customer Experience Centre (Gcneml K-iov^iedge Items Lhc Siicco, ' 
Equipment). 

' Identified on the CIS (Cusicine! fjaiaOase! 
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247 ' 

251 
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2m 

265 
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'267' 
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2 6 9 ' 

270 
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• 2 8 0 " 
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• Citarter and Xi" 

SmartA'ays E j>i-< 1 1 L ^ i iv 
SEDO 

CCKB - Gene ' 1 - do ' < 
Knowledge- ' " F "r S i e i«< > r<C 
Advantage. COK° ^ 1 .. ^ -- H g a ^u 
CCKB - Procedure iiir^i ,̂ .̂  a ^ > 
examples. C KP t- ro ri jr 1 \ 1 
conditioning in ^ C . K B P c t u ° -•» ; 
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Knowledge C a j ! - I „ " T - le c 
f imall Use C ' "" C cn^i ! u > \ 

illtp:/.''WWW.SV!r°r,n'>|i fq\ o 1 -̂ t ' u 

mi___CustQiTii?r Ser pce Ch^ ' te t 

Insiruclion kep c L " K'' „r ĉ u e 
To CustOi'ie.s 

DMS-#3034021 

Tariti IBi'oci'iure, 
T,^,' ,- - / I - I 
-.\A < ^yn( 1- r ! „ r̂  <• I -
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Metering Sei'vices & ivietton Agreement O?V!SP286608S) 

iVietering Code Model St-A D!v1S#3076854. 
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John C. 

Michelle 5. 

Ciare D. 

ieany H. 

Credit tl'lanagement Ctaii; B 

Fiona S. 
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