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A t t a c h m e n t 1 

R e c o m m e n d a t i o n 1 - C o m m e n c e m e n t da te 

Supported. Synergy further recommends the ECCC secretariat considers a 
mechanism which enables a retailer to implement specific Code amendments 
prior to the commencement date, but in doing so, is not deemed to be acting in a 
manner which is inconsistent with existing code provisions. 

Recommenda t i on 2 - De f in i t i on of con tes tab le cus tomer 

Supported. 

Recommenda t i on 3 - De f in i t i on of cus tomer 

Supported. 

Recommenda t i on 4 - Elect ronic means 

Supported. 

Recommenda t i on 5 - Cont rac t p rov is ion 

Supported. 

Recommenda t i on 6 - L im i ts on i n f o r m a t i o n p rov i s ion 

Supported. 

Recommenda t i on 7 - Compl iance w i t h Nat iona l Pr ivacy Pr inc ip les 

Supported. 

Recommenda t i on 8 - Rev iew of t he Elect r ic i ty I n d u s t r y Me te r ing Code / 
Cus tomer Serv ice Code 

Synergy supports an independent review to determine the extent to which there 
any regulatory gaps between the Metering Code (including Metering Code 
documents and the model service level agreement) and the Customer Service 
Code. 

m 
One of the key objectives of the Metering Code is to facilitate the operation of the g 
Customer Service Code, specifically Part 4 - Billing. Further, one of the objectives g 
of the Customer Service Code under section 79(2) of the Electricity Industry Act 
2004 (Act) is to regulate and control the conduct of the holder of a distribution 
licence by defining standards of conduct of in the supply of electricity to 
customers. 
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Given the undertaking of a meter read, provision of metering data, data accuracy ° 
and data disclosure is fundamental to preparing and issuing a customer's bill, > 
Synergy considers it appropriate and timely for the Metering Code to be 
independently reviewed to ascertain the extent to which there are regulatory 
gaps between the two Codes and whether the Metering Code is facilitating the 
operation of the Customer Service Code, with respect to: 
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Ownership, security and rights of access to data (clause 4.8). 
Meter reading (clause 5.3 and 5.4). 
Metering data provision (Division 5.2). 
Data quality (Division 5.3). 
Data disclosure (clause 7.6). 
Financial liability to the end use customer or retailer for the act or omission of 
a distributor (currently not addressed). 

Synergy advocates the independent review being completed by 31 December 
2009. 

Recommenda t i on 9 - Concession e l i g ib i l i t y 

Supported subject to clarifying that a retailer is not required to list each and 
every concession potentially available to the customer on the bill. This is not 
practical given space limitations. Synergy does however, support informing 
customers of the existence of concessions and advising them how to obtain 
further information regarding their eligibility. 

Recommenda t i on 10 - Bi l l es t ima tes 

No comment. 

Recommenda t i on 1 1 - Overcharg ing 

Review of a bill 

Under clause 4.18(2) of the Customer Service Code, if a retailer proposes to 
recover an amount undercharged as a result of an act or omission by the retailer 
or the distributor (including where a meter has been found to be defective), the 
retailer must, amongst other matters, limit the amount to be recovered to no 
more than the amount undercharged in the 12 months prior to the date on which 
the retailer notified the customer that the undercharging occurred. 

Furthermore, the Customer Service Code also stipulates that where a customer 
has been overcharged as a result of an act or omission of a retailer or a 
distributor (including where a meter has been found to be defective), the retailer 
must use its best endeavours to inform the customer within 10 business days of 
becoming aware of the error and ask the customer for instructions as to how the 
amount is to be repaid by either crediting the account or repaying the amount to 
the customer - refer clause 4.19(2) of the Code. m 
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A customer can be under or over charged for electricity, due to an act or omission o 
by a distributor, in a number of ways including the following situations: i . 
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A meter is faulty. ^ 
' A meter has not been programmed correctly. E 

A meter has been installed at the wrong premises. ^. 
• A distributor has not advised a retailer that premises have been connected ° 

and supply is occurring. > 

Under the current provisions of the Customer Service Code, a retailer is ° 
financially liable for the actions of a distributor both in terms of under and over < 
charging notwithstanding that the acts or omissions are, in the above situations, [̂  
outside of its control. ' g 
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The Customer Service Code however, makes no provision for the distributor to be 
liable to the customer or the retailer. Accordingly, Synergy advocates the review 
proposed to be undertaken in accordance with recommendation 8 considers and 
addresses this matter. 

Overcharging 

Supported. Since the release of the ECCC's report, the state government has 
announced residential tariff increases of 25% by 1 July 2009. Therefore, Synergy 
recommends the threshold amount of $45 be increased to $56. 

Recommenda t i on 12 - la te p a y m e n t fees 

No comment. 

Recommenda t i on 13 - Consumer rep resen ta t i on 

Supported. 

Recommenda t i on 14 - L im i t s on d isconnec t ion 

Supported. 

R e c o m m e n d a t i o n 15 - Cor rec t ion of t ypog raph i ca l e r ro r 

Supported. 

Recommenda t i on 16 - Cor rec t ion of t ypog raph i ca l e r ro r 

Supported. 

Recommenda t i on 17 - Prov is ion of consump t i on data by a d i s t r i b u t o r 

No comment. 

Recommenda t i on 18 - Serv ice s tanda rd p a y m e n t ava i l ab i l i t y 

Supported subject to a distributor paying the retailer's reasonable costs incurred 
in notifying customers of the availability of distributor service standard payments. 

Supported. 

Recommenda t i on 2 1 - Marke te r comp la i n t s 

No comment. 

Recommenda t i on 22 - Pe r fo rmance repo r t i ng 

No comment. 

m Recommenda t i on 19 - Na t iona l i n t e rp re te r s y m b o l n 
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No comment. | 

Recommenda t i on 20 - Cus tomer serv ice cha r te r ^ 
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Recommenda t i on 23 - Per fo rmance r e p o r t i n g g 



Supported. 

Recommenda t i on 24 - Per fo rmance repo r t i ng 

No comment. 

Recommenda t i on 25 - Serv ice s tanda rd p a y m e n t s 

Supported. 

Other m a t t e r s 

Synergy recommends the ECCC consider: 

Amending clause 4 .5 ( l ) (a ) to provide retailers with an ability to specify the 
supply period (i.e. metering period) or the date of the current meter reading. 

• Amending clause 4 .5 ( l ) ( z ) to reflect the change to clause 10.11(2) i.e. 
inclusion of the National Interpreter Symbol 

Amending clause 4 .8 ( l ) (c ) to refer to a customer's ability to request a 
verification of a meter reading in addition to a request for a meter reading. 

« Amending clause 13.12 to require a distributor to report fault call 
management performance distinct from all telephone calls. 
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