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Electricity Code Consultative Committee

1 Executive summary and final
recommendations

This Final Review Report contains the final recommendations of the Electricity Code
Consultative Committee (ECCC) to amend the Code of Conduct for the Supply of
Electricity to Small Use Customers 2016 (Code).

The ECCC is appointed by the Economic Regulation Authority (ERA) under the
Electricity Industry Act 2004 (the Act). As required under the Act, the ECCC reviews the
Code every two years, and provides advice to the ERA on any proposed Code
amendments.

The Code applies to distributors and retailers that supply small use residential and
business customers. That is, customers whose electricity consumption is no more than
160 megawatt hours per year. The Code also applies to marketing agents that act on
behalf of retailers.

The purpose of the ECCC review is to re-assess the suitability of the provisions of the
Code. The Code defines standards of conduct and levels of services in the supply and
marketing of electricity to small use customers, provides for compensation payments
where standards are not met, and protects small use customers from undesirable
marketing conduct.

The Code covers a broad range of areas including billing, connection, disconnection,
financial hardship and complaints.

In preparing this Final Review Report, the ECCC consulted with interested parties on its
Draft Review Report (released on 27 September 2017).

In section 2 of this report, the ECCC provides background information on the electricity
market in Western Australia, the Code, the Code review process and public consultation
undertaken by the ECCC.

Sections 3 to 10 contain the substantive issues the ECCC has identified. Section 11
sets out minor amendments the ECCC proposes to make to the Code.

1.1 Final recommendations

Attachment 1 to this report is a marked-up copy of the Code incorporating the ECCC’s
recommendations in this Final Review Report.

In summary, the ECCC makes the following final recommendations:

Recommendation 1 — Amend the billing cycle under clause 4.1(a) from “no more than
once a month” to “no more than once every 26 days”.

Recommendation 2 — Amend clause 4.1(a) to add the following new subclause (iv):

(iv) less than 26 days after the last bill was issued, received metering data from the
distributor for the purposes of preparing the customer’s next bill;

ECCC Final Review Report — 2017 Code Review 1



Electricity Code Consultative Committee

Recommendation 3 — Amend clause 4.3 to insert new subclause 4.3(2)(f) as follows:

(f) if the bill smoothing arrangement between the retailer and the customer is for a defined
period or has a specified end date, the retailer must no less than one month before the
end date of the bill smoothing arrangement notify the customer in writing:

(i) that the billing smoothing arrangement is due to end; and

(i) the options available to the customer after the bill smoothing arrangement has
ended.

Recommendation 4 — Amend clause 4.6 as follows:
4.6 Basis of bill

{3)-Subject to clauses 4.3 and 4.8, a retailer must base a customer’s bill on—

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

(b) the customer’s reading of the meter at the customer’s supply address, provided
the distributor has expressly or impliedly consented to the customer reading the meter
for the purpose of determining the amount due; or

(c) if the connection point is a Type 7 connection point, the procedure as set out in the
metrology procedure or Metering Code, or otherwise as set out in any applicable law.

Recommendation 5 — Amend clause 5.6(1)(c) as follows:

subject to subclause (2), the residential customer has made a complaint directly related
to the non-payment of the bill to the retailer or to the electricity ombudsman, and —

(i) the complaint has is-not been resolved by the retailer;-er

(i) the complaint is resolved by the retailer in favour of the residential customer. If the
complaint is not resolved in favour of the residential customer, any late payment fee
shall only be calculated from the date of the retailer’s decision; or

(i) the complaint has is-not been determined or has been is-upheld by the electricity
ombudsman (if a complaint has been made to the electricity ombudsman). If the
complaint is determined by the electricity ombudsman in favour of the retailer, any
late payment fee shall only be calculated from the date of the electricity
ombudsman’s decision; or

Recommendation 6 — Consolidate clauses 5.8 and 5.9 as follows:
5.8 Debt collection

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

(a) from aresidential customer who has informed the retailer in accordance with clause
6.1(1) that the residential customer is experiencing payment difficulties or
financial hardship, unless and until the retailer has complied with all the
requirements of clause 6.1 and (if applicable) clause 6.3; and

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

(2) A retailer must not recover or attempt to recover a debt relating to a supply address
from a person other than a customer with whom the retailer has or had entered into a
contract for the supply of electricity to that customer’s supply address.

(3) If acustomer with a debt owing to a retailer requests the retailer to transfer the debt to
another customer, the retailer may transfer the debt to the other customer provided
that the retailer obtains the other customer’s verifiable consent to the transfer.
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Recommendation 7 — Amend clause 6.4(1) as follows:

(1) A-retailer must offer a residential customer who is experiencing payment difficulties
or financial hardship at least the following payment arrangements —

(a) additional time to pay a bill; and

(b) an interest-free and fee-free instalment plan or other arrangement under which the
residential customer is given additional time to pay a bill or to pay arrears (including
any disconnection and reconnection charges) and is permitted to continue

consumption.

Recommendation 8 - Insert new wording after clause 6.4(1)(b):
In this clause “fee” means any fee or charge in connection with the establishment or
operation of the instalment plan or other arrangement which would not otherwise be
payable if the residential customer had not entered in to the instalment plan or other
arrangement.

Recommendation 9 — Amend clause 6.10(2) by adding a new subclause (k) as
follows:

6.10(2) The hardship policy must —

[.]

(k) _include a statement specifying how the retailer will treat information disclosed by the
customer _to the retailer and information held by the retailer in relation to the
customer.

Recommendation 10 - Amend clauses 6.10(6) and 6.10(8) as follows:

6.10(6) - If directed by the Authority, a retailer must review its hardship policy and
hardship procedures_in_consultation with _relevant consumer_representatives, and
submit to the Authority the results of that review within 5 business days after it is
completed.
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6.10(8) - If a retailer makes a material amendment to the retailer’s hardship policy, the
retailer must consult with relevant consumer_representatives, and submit to the
Authority a copy of the retailer’s amended hardship policy within 5 business days of
the amendment.

Recommendation 11 —
1) Amend clause 7.5 as follows:

If a distributor disconnects or _interrupts a customer’s supply address for
emergency reasons, the distributor must—

(@) provide, by way of a 24 hour emergency line at the cost of alocal call (excluding
mobile telephones), information on the nature of the emergency and an estimate
of the time when supply will be restored; and

(b) use its best endeavours to restore supply to the customer’s supply address
as soon as possible.

2) Amend the titles of Part 7 and Division 1 of Part 7 as follows:
Part 7 Disconnection & Interruption

Division 1 — Conduct in relation to disconnection or interruption

3) Amend clause 7.6(3) as follows:

Aretailer or a distributor may arrange for disconnection or interruption of a
customer’s supply address if the disconnection or interruption —

(@) was requested by the customer; or

(b) was carried out for emergency reasons.

Recommendation 12 — Amend clause 7.7(4)(b) as follows:

prior to any planned interruption, provide at least 3 business days written notice ef
notice-by-electronic-means-to the customer’s supply address and any other address
nominated by the customer, or notice by electronic means to the customer and, unless
expressly requested in writing by the customer not to, use best endeavours to obtain
verbal acknowledgement, written acknowledgement or acknowledgement by electronic
means from the customer or someone residing at the supply address that the notice
has been received.

Recommendation 13 — Correct the references in clause 7.7(7)(c) by amending the
clause as follows:

If a distributor’s obligations under subclauses {1};(3), (4), (4A) and (5) and-(6) terminate
as a result of the operation of subclause (7)(a)(iii) [...]

Recommendation 14 —
1) Amend clause 8.1 by adding in a new subclause 8.1(3), as follows:

If a retailer does not forward the request for reconnection to the relevant distributor
within the timeframes in subclause (2), the retailer will not be in breach of this clause 8.1
if the retailer causes the customer's supply address to be reconnected by the
distributor within the timeframes in clause 8.2(2) as if the distributor had received the
request for reconnection from the retailer in accordance with subclause (2).
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2) Amend clause 14.1(1) as follows:

Subject to clause 14.6, if a retailer is required to arrange a reconnection of a
customer’s supply address under Part 8 —

(a) but the retailer has not complied with the time frames prescribed in clause 8.1(2)
and has not otherwise caused the customer’s supply address to be reconnected
as contemplated by clause 8.1(3); or

(b) the retailer has complied with the time frames prescribed in clause 8.1(2), but a
distributor has not complied with the time frames prescribed in clause 8.2(2),

the retailer must pay to the customer $60 for each day that it is late, up to a maximum
of $300.

Recommendation 15 — Amend clause 9.7 as follows:
Unless otherwise agreed with the customer, aA retailer must ensure that —

(a) atleast 1 recharge facility is located as close as practicable to a pre-payment
meter, and in any case no further than 40 kilometres away...

Recommendation 16 —

1) Amend clause 10.1(1) as follows:

A retailer must give notice to each of its customers affected by a variation in its tariffs,
fees and charges, no later than the next bill in a customer’s billing cycle.

2) Amend clause 10.1(2) as follows:

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

3) Amend clause 10.1(3) as follows:

A retailer must give or make available to a customer the information referred to under
subclause (2) within 8 business days of the date of receipt. If requested by the
customer, the retailer must give the information in writing.

Recommendation 17 — Amend clause 14.2(1)(a) as follows:

(1) Subject to clause 14.6, if a retailer—

(a) fails to comply with any of the procedures prescribed under Part 6 (if applicable
and other than clauses 6.8, 6.9 and or 6.10) and-or Part 7 (other than clauses 7.4,
7.5,7.6, 7.7(1)(a), 7.7(1)(b), or 7.7(2)(-ae) and+~H2)}e)) of the Code prior to
arranging for disconnection or disconnecting a customer for failure to pay a bill;
or...

Minor amendments

Recommendation 18 — Amend the definition of “adjustment” in clause 1.5 as follows:
“adjustment” means the difference in the amount charged—
() in a bill or series of bills based on an estimate carried out in accordance with clause
4.8; or

(b) under a bill smoothing arrangement based on an estimate carried out in accordance
with clauses 4.3(2)(a)-{b)(c),
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and the amount to be charged as a result of the bill being determined in accordance with
clause 4.6(1)(a) provided that the difference is not as a result of a defect, error or default
for which the retailer or distributor is responsible or contributed to.

Recommendation 19 — Amend clause 1.10 by deleting the words “and an annotation”
from the clause.

Recommendation 20 — Amend clause 4.1(a)(iii) as follows:

A retailer must issue a bill no more than once a month, unless the retailer has received
a request from the customer to change their supply address or issue a final bill; or.

Recommendation 21 — Amend clause 6.4(3)(a) as follows:

If a residential customer accepts an instalment plan offered by a retailer, the retailer
must—

(a) within 5 business days of the residential customer accepting the instalment plan
provide the residential customer with information in writing or by electronic means

that specifies—

(i) that-specifies the terms of the instalment plan (including the number and
amount of payments, the duration of payments and how the payments are
calculated);

(i) the consequences of not adhering to the instalment plan; and

(i) the importance of contacting the retailer for further assistance if the residential
customer cannot meet or continue to meet the instalment plan terms...

Recommendation 22 — Amend clause 6.7 as follows:

If a customer experiencing financial hardship, or a relevant consumer
representative, reasonably demonstrates to a retailer that the customer is unable to
meet the customer’s obligations under a previeusly-elected-payment arrangement under
clause 6.4(1){b),! the retailer must give reasonable consideration to —

(a) offering the customer an instalment plan, if the customer had previously elected a
payment extension; or

(b) offering to revise the instalment plan, if the customer had previously elected an
instalment plan.

Recommendation 23 — Amend clause 7.6(3)(b) as follows:

A retailer or a distributor may arrange for disconnection of a customer’s supply
address if the disconnection—

(a) was requested by the customer; or
(b) was carried out for emergency reasensreasons.

Recommendation 24 — Amend clause 7.7(7)(b)(ii) as follows:
a minimum of 2 other attempts to contact the customer by any of the following means—

(A) electronic means;

1 The deletion of “b” is a consequential amendment consistent with the ECCC’s recommendation No. 6.

ECCC Final Review Report — 2017 Code Review 6



Electricity Code Consultative Committee

(B) telephone;
(C) in person; or
{B)facsimileor-Not Used

(E) by post sent to the customer’s supply address and any other address nominated
by the customer.

ECCC Final Review Report — 2017 Code Review 7



Under the Act, persons who operate a distribution network or sell electricity to end use
customers must obtain a licence from the ERA. Licensees who distribute or sell
electricity to small use customers must comply with the Code as a condition of their
licence.

A small use customer is a customer who consumes not more than 160 megawatt hours
of electricity per year.?

Electricity Networks Corporation (trading as Western Power) is the monopoly distributor
of electricity to small use customers within the South West Interconnected System
(SWIS),® with over 1.110 million connections, or 95.9% of the total distribution network
connections in the State.*

Eleven retailers currently hold a licence to sell electricity to small use customers:

e Alinta Sales Pty Ltd (trading as Alinta Energy)

e AER Retail Pty Ltd

e A-Star Electricity Pty Ltd

¢ Amanda Energy Pty Ltd

e Change Energy Pty Ltd

e Clear Energy Pty Ltd®

¢ Regional Power Corporation (trading as Horizon Power)
o Wesfarmers Kleenheat Gas Pty Ltd (Kleenheat)

e Perth Energy Pty Ltd

e Rottnest Island Authority (RIA)®

e Electricity Generation and Retail Corporation (trading as Synergy)

According to data provided to the ERA for the year ending 30 June 2016, Synergy was
the largest retailer in the State with approximately 96 per cent of the total market.’
Horizon Power, which exclusively retails electricity in regional and remote mainland
areas outside the SWIS, had 46,809 customers, or approximately four per cent of the
total market. The remaining customers were divided between Alinta Energy (2,428
customers), Perth Energy (599 customers), Amanda Energy (76 customers) and RIA (25
customers).

2 Currently, 160 megawatt hours of electricity equates to an annual electricity bill of approximately $42,536
(residential) or $56,084 (business).

3 The SWIS covers a geographical area from Kalbarri to Albany, and from Perth to Kalgoorlie.

4 2016 Annual Performance Report — Energy Distributors, Economic Regulation Authority.

5 Clear Energy has not supplied electricity to customers since it obtained its licence in 2010.

6 Rottnest Island Authority is the exclusive retailer on Rottnest Island.

7 Synergy had 1,081,854 residential and non-residential small use customers as at 30 June 2016.



In the SWIS, only Synergy is allowed to sell electricity to customers who consume less
than 50 megawatt hours of electricity per year (known as non-contestable customers).®

The Code was developed to protect the interests of small use customers, as they often
have little or no say in the terms and conditions of their electricity supply.

The objective of the Code is to regulate retailers, distributors and marketing agents, by
defining standards of conduct in the supply and marketing of electricity, providing for
compensation payments to customers when standards are not met, and prohibiting
undesirable marketing conduct.®

Since its commencement in 2004, the Code has undergone five reviews by the ECCC.
To date, the ECCC has completed reviews of the Code in 2007, 2009, 2011, 2013 and
2015.%0

The current Code came into effect on 1 July 2016. This is at Attachment 1.1
The Code covers a broad range of issues, including:

Billing

Payment

Payment Difficulties & Financial Hardship
Disconnection

Reconnection

Pre-payment Meters

Information Provision

Complaints

Reporting

Service Standard Payments

The Code has the power of subsidiary legislation. The ERA is responsible for monitoring
and enforcing compliance with the Code.

On 13 July 2017, the ERA appointed the following members to the ECCC for the
2017-2019 term:

8 This is because, by law, if a customer consumes less than 50 megawatt hours of electricity per year,
Western Power is only allowed to provide network services for the supply of electricity to that customer if
the customer is a customer of Synergy.

9 Section 79(3) of the Act.

10 Qutside the biennial review cycle, the ECCC also provided advice to the ERA about the Code’s
prepayment meter provisions (in 2010 and 2013) and life support provisions (in 2012).

11 Attachment 1 contains the ECCC’s final proposed amendments to the Code, in marked-up format.
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Executive Director, Regulation & Economic Regulation Authority
Inquiries 2

Executive Officer

Manager Projects, Utility Services Economic Regulation Authority
Regulation

Industry representatives

Ms Catherine Rousch Alinta Energy

Mr Terry Absolon Horizon Power

Mr Simon Thackray Synergy

Mr Gino Giudice Western Power

Consumer Organisation representatives

Ms Kathryn Lawrence Citizens Advice Bureau

Ms Diane Hayes Financial Counsellors’ Association of WA
Ms Celia Dufall Financial Counselling Network

Dr Jennie Gray Western Australian Council of Social Service

Government representatives

Ms Sarah Hazell Department of Mines, Industry Regulation and
Safety

Ms Mena Gilchrist Department of Treasury, Public Utilities Office

The ECCC memberships expire on 6 July 2019. A copy of the Terms of Reference for
the ECCC is at Attachment 2.

1.5 Code review process

This Final Review Report has been prepared by the ECCC following the ECCC’s public
consultation on its Draft Review Report, released on 27 September 2017. This is
discussed further in section 2.5.

Upon receipt of the Final Review Report, the ERA may decide to amend the Code. If so,
the ERA must, under the Act, refer the proposed amendments back to the ECCC for its
advice. The ECCC must then undertake consultation on the proposed amendments and
provide its final advice to the ERA.

The table below provides a timeline for steps undertaken, or yet to be undertaken, in the
2017 Code Review:

Step Indicative date

The ECCC published its Draft Review Report and invited public September 2017
submissions

Close of public submissions period (4 weeks) October 2017

The ECCC considered submissions and prepared a Final Review December 2017
Report.

12 This position is currently occupied by Mr Paul Kelly.
13 This position is currently occupied by Mr Alex Kroon.

o
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ECCC approved Final Review Report and delivered it to ERA December 2017

ERA publishes its Draft Decision February 2018
Public consultation on ERA'’s Draft Decision (3 weeks) March 2018
ECCC provides its final advice to ERA May 2018
ERA publishes its Final Decision Late May 2018
Gazettal of new Code Mid-June 2018

On 27 September 2017, the ECCC published its Draft Review Report on the ERA
website, and sought comments on the report by advertising in The West Australian
newspaper and notifying interested parties directly.!* A period of four weeks was
provided for public comment on the report.

The following parties provided a submission to the ECCC Draft Review Report:

e Alinta Energy

¢ Midland Information Debt and legal Advocacy Services (MIDLAS)
e  Synergy

e  Western Australian Council of Social Services (WACOSS)

° Western Power

The submissions are in Attachments 3 — 7 of this Final Review Report.

In summary, all of the submissions broadly agree with the ECCC’s recommendations in
its Draft Review Report. To the extent that a submission merely indicates agreement to
a recommendation (as is the case with most submissions), no specific reference to the
submission is made in this Final Review Report. Where the ECCC'’s final views on
specific issues are the same as the ECCC’s draft views outlined in the Draft Review
Report, this report does not make a distinction between draft and final views, and the
report simply sets out the original recommendation from the Draft Review Report.

If a submission raises additional issues or queries for the ECCC to consider, the
submission is mentioned and the issues or queries raised are addressed by the ECCC
in this report where possible. If the ECCC’s views on a particular issue have changed
since the Draft Review Report, this report sets out the ECCC’s draft views and final
views, and the considerations that were taken into account by the ECCC in arriving at its
final views.

14 The ECCC sent emails to the ERA Consumer Consultative Committee, as well as those registered with
the ERA to receive communication about the work of the ECCC.



Clause 4.1(a) requires a retailer to issue a bill no more than once a month, and no less
than once every three months. A retailer is able to issue a bill more frequently in certain
circumstances, including if the customer gives specific “verifiable consent” to being billed
more frequently than once a month.

The ECCC is aware that for customers on a monthly billing cycle, retailers may
sometimes receive a meter reading from the distributor up to four days before the end of
the month. This is because the distributor's meter reading schedules are not always
exactly once a month.

As some retailers’ automated billing system normally issue bills the day after the retailer
receives the meter reading (provided the reading passes validation), receiving the meter
reading early can result in the bill being issued to the customer more frequently than
once a month.

The ECCC considers that clause 4.1(a) should be amended to allow more flexibility for
retailers in this situation. Therefore, the ECCC proposes to change the minimum billing
cycle from “no more than once a month” to “no more than once every 26 days”.

The ECCC notes that clause 4.1(a) already allows retailers to obtain “verifiable consent”
from customers on monthly billing cycles to bill more frequently than once a month.
However, this would require retailers to obtain specific consent from each customer,
which may not be practical if it involves a large number of customers.

Recommendation 1

Amend the minimum billing cycle under clause 4.1(a) from “no more than once a
month” to “no more than once every 26 days”.

In its submission to the ECCC Draft Review Report, Synergy supported the ECCC'’s
proposed Code amendment to shorten the minimum billing cycle in clause 4.1(a) to “no
more than once every 26 days”. However, Synergy also suggested further amendments
to the clause by adding two circumstances when a retailer can issue bills more frequently
than once every 26 days.®

Synergy proposed the following new subclauses be added to clause 4.1(a):

(iv) has received the required metering data from the distributor for the purposes of
preparing the bill earlier than the scheduled read date; or

(v) a bill has been issued less than 26 days from the last bill due to the distributor
needing to validate the meter reading applicable to the last bill.

In its submission, Synergy explained that the rationale behind proposed subclause (iv)
is that there may be situations where a retailer receives a meter reading from the

15 Synergy’s submission is available at Attachment 5.



distributor before the scheduled date for the meter reading.'® This can result in a bill
being issued less than 26 days after the customer’s last bill.

In relation to proposed subclause (v), Synergy advised in its submission that the
Electricity Industry (Metering) Code 2012 (Metering Code)!’ provides Western Power a
maximum period of five days after the scheduled read date to obtain, validate and issue
a meter reading to the retailer. A meter reading may fail validation at the first attempt
and require time to resolve (this is built into the five days). Synergy was concerned that
it could breach clause 4.1(a) if a distributor uses the maximum five days allowed for after
the scheduled read date to validate and issue the meter reading for the first bill, but less
time is required to process the meter reading for the next bill (for example, if there are
no validation issues to resolve).

Synergy provided the following chart in its submission to illustrate this issue:

Customer on monthly
billing cycle |

22 days

Bill A— Scheduled
Read Date

Bill A — reading
supplied to retailer
following validation of
a meter reading

Bill B - Scheduled
Read Date

Bill B — reading
supplied to retailer
where no validation

was required

‘ Up to 5 business days | 1busineszday

Having considered the concerns raised by Synergy, and due to the meter reading
process being outside the control of retailers, the ECCC recommends that clause 4.1(a)
be amended to address the points raised by Synergy. However, the ECCC considers
that it would be more effective to have one additional subclause that addresses a retailer
receiving metering data from the distributor less than 26 days after the last bill was
issued. This would also be consistent with the approach in clause 4.1(b)(ii), which allows
a retailer to issue a bill later than the maximum allowable period of three months if it does
not receive the metering data in time from the distributor.

Recommendation 2
Amend clause 4.1(a) to add the following new subclause (iv):

(iv) less than 26 days after the last bill was issued, received metering data from the
distributor for the purposes of preparing the customer’s next bill;

Under clause 4.3, a bill smoothing arrangement offered by a retailer to a customer is for
a period of 12 months. During that period, the amount charged under each bill is based
on the retailer's estimate of the customer’s consumption amount, rather than an actual

16 For example, under Western Power's Model Service Level Agreement for metering services, Western
Power advises that “meters may be read between one business day ahead of and up to two business
days after, the scheduled read date.”

17 Clauses 5.3 and 5.6, Metering Code.



meter reading. At the end of the arrangement, a retailer is required to ensure that the
meter is read and any adjustment is included on the next bill .8

There is currently no requirement in the Code that a retailer notify a customer when their
bill smoothing arrangement is about to end.

The ECCC considers that requiring retailers to provide notice to customers when the bill
smoothing arrangement is about to end may reduce the risk of customers experiencing
bill shock or confusion when they come off their bill smoothing arrangement. This notice
could include an option to extend the existing bill smoothing arrangement (if the retailer
wishes to make this available to the customer) or revert to the standard billing
arrangement based on actual meter readings.

Recommendation 3
Amend clause 4.3 to insert new subclause 4.3(2)(f) as follows:
(f)_if the bill smoothing arrangement between the retailer and the customer is for a defined

period or has a specified end date, the retailer must no less than one month before the
end date of the bill smoothing arrangement notify the customer in writing:

(i) that the billing smoothing arrangement is due to end; and

(i) the options available to the customer after the bill smoothing arrangement has
ended.

Clause 4.6 requires that a retailer base a customer’s bill on a meter reading at the
customer’s supply address, but if the retailer is unable to reasonably do so, it must give
an estimated bill to the customer. Clause 4.6 is subject to clause 4.8, which contains the
requirements for basing a bill on an estimated reading.

Clause 4.3 provides for bill smoothing arrangements. Under a bill smoothing
arrangement, a retailer must charge the same amount on each bill based on estimated
consumption, subject to a final adjustment at the end of the bill smoothing arrangement.*®

As the majority of bills issued under bill smoothing arrangements are not based on an
estimated or actual meter reading, clause 4.3 is inconsistent with the requirements of
clause 4.6.

To address this inconsistency, the ECCC proposes to amend clause 4.6 to explicitly state
that it is subject to both clauses 4.3 and 4.8.

The amendment would also include deleting the number “(1)” from clause 4.6, since
there is no other sequentially numbered subclause in clause 4.6.

18 Clause 4.3(2)(d).

19 Under clause 4.3(2)(c), the retailer is required to re-estimate the amount in or before the seventh month
(i.e. half-way through the bill smoothing arrangement), to account for actual meter reading. Further, under
clause 4.3(2)(d), the retailer is required, when the customer comes off the bill smoothing arrangement, to
include an adjustment on the next bill to recover any shortfall between amounts paid and actual
consumption over the whole period.
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Recommendation 4
Amend clause 4.6 as follows:

4.6 Basis of bill
{4) Subject to clauses 4.3 and 4.8, a retailer must base a customer’s bill on—

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

(b) the customer’s reading of the meter at the customer’s supply address,
provided the distributor has expressly or impliedly consented to the customer
reading the meter for the purpose of determining the amount due; or

(c) if the connection point is a Type 7 connection point, the procedure as set out in the
metrology procedure or Metering Code, or otherwise as set out in any applicable
law.
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Clause 5.6(1)(c) states that a retailer must not charge a residential customer a late
payment fee if the customer has made a complaint directly related to the non-payment
of a bill:

e to the retailer, and the complaint is not resolved by the retailer; or

e to the Energy and Water Ombudsman (Ombudsman), and the complaint is not
determined or is upheld by the Ombudsman.

Further, the clause states that if the Ombudsman determines the complaint in favour of
the retailer, any late payment fee charged to the customer would be calculated from the
date of the Ombudsman’s decision.

The ECCC notes that this clause does not address the following scenarios:

1) A customer makes a complaint to a retailer, and the retailer resolves the
complaint in the customer’s favour.

2) A customer makes a complaint to a retailer, the retailer does not resolve the
complaint in the customer’s favour, but the customer does not escalate the
complaint to the Ombudsman.

In the first scenario, the retailer could technically charge a late payment fee. In the
second scenario, there is nothing preventing the retailer from charging the customer a
late payment fee dating back to the date of the non-payment (this contrasts with the
current position that if the Ombudsman does not uphold the complaint, the late payment
fee is calculated from the date of the Ombudsman’s decision).

The ECCC proposes to amend clause 5.6(1)(c) to ensure consistency in the way
customer complaints are treated by:

1) prohibiting a retailer from charging a late payment fee to a residential customer if
the retailer decides the complaint in favour of the customer; and

2) allowing a retailer to charge a late payment fee, which is calculated from the date
of the retailer’s decision, if the retailer does not resolve the complaint in favour
of a residential customer,?® and the customer does not escalate the complaint to
the Ombudsman.

20 |n this situation, the retailer would need, under clause 12.1(3)(b), to advise the customer about the
reasons for the outcome and the customer’s right to raise the complaint with the Ombudsman.



Recommendation 5
Amend clause 5.6(1)(c) as follows:

subject to subclause (2), the residential customer has made a complaint directly
related to the non-payment of the bill to the retailer or to the electricity ombudsman,
and —

(i) the complaint has is-not been resolved by the retailer;-or

(i) the complaint is resolved by the retailer in favour of the residential customer.
If the complaint is not resolved in favour of the residential customer, any late
payment fee shall only be calculated from the date of the retailer’s decision; or

(iif) the complaint has is—not been determined or has been is-upheld by the
electricity ombudsman (if a complaint has been made to the electricity
ombudsman). If the complaint is determined by the electricity ombudsman
in favour of the retailer, any late payment fee shall only be calculated from the
date of the electricity ombudsman’s decision; or

Both clauses 5.8 and 5.9 have the same heading, “Debt collection”. As these clauses
deal with the same subject matter, the ECCC considers that they should be consolidated
into one clause. This could be done by moving the content of clause 5.9 into a new
subclause 5.8(3).

Recommendation 6
Consolidate clauses 5.8 and 5.9 as follows:

5.8 Debt collection

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

(a) from aresidential customer who has informed the retailer in accordance with
clause 6.1(1) that the residential customer is experiencing payment
difficulties or financial hardship, unless and until the retailer has complied
with all the requirements of clause 6.1 and (if applicable) clause 6.3; and

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

(2) A retailer must not recover or attempt to recover a debt relating to a supply
address from a person other than a customer with whom the retailer has or had
entered into a contract for the supply of electricity to that customer’s supply
address.

(3) If a customer with a debt owing to a retailer requests the retailer to transfer the
debt to another customer, the retailer may transfer the debt to the other customer
provided that the retailer obtains the other customer’s verifiable consent to the

transfer.
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4 Part 6 — Payment Difficulties & Financial
Hardship

4.1 Clause 6.4(1) — Assistance for residential customers
experiencing payment difficulties

Clause 6.4(1)(b) requires a retailer to offer a residential customer, assessed as being in
“financial hardship”, additional time to pay a bill and an interest-free and fee-free
instalment plan. The customer is also permitted to continue consumption.

However, under clause 6.4(1)(a), a customer assessed as being in “payment difficulties”
would only be offered additional time to pay a bill. Unless the customer requests it, the
retailer is not required to offer the customer an interest-free and fee-free instalment plan
or to permit the customer to continue consumption.

The ECCC considers that the treatment of customers in financial hardship and those
experiencing payment difficulties should be aligned, with retailers also required to offer
customers experiencing payment difficulties an interest-free and fee-free instalment plan
(rather than the customer having to request this assistance, as they have to now). The
customer should also be permitted to continue consumption.

The ECCC also notes that under section 50 of the National Energy Retail Law (NERL),
a retailer is obligated to offer payment plans not only to hardship customers, but also to:

“other residential customers experiencing payment difficulties if the customer informs the
retailer [...] or the retailer otherwise believes the customer is experiencing repeated
difficulties in paying the customer's bill or requires payment assistance”.

Recommendation 7
Amend clause 6.4(1) as follows:

A retailer must offer a residential customer who is experiencing payment
difficulties or financial hardship at least the following payment arrangements —

(a) additional time to pay a bill; and

(b) an interest-free and fee-free instalment plan or other arrangement under which
the residential customer is given additional time to pay a bill or to pay arrears
(including any disconnection and reconnection charges) and is permitted to
continue consumption.
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4.2 Clause 6.4(1) — ‘Fee-free’ instalment plan for residential
customers experiencing payment difficulties or financial
hardship

Following publication of ECCC’s Draft Review Report, the ECCC became aware of a
new issue relating to the term “fee-free” instalment plan, which appears in clause 6.4(1).
Under clause 6.4(1), retailers are required to offer an “interest-free” and “fee-free”
instalment plan to residential customers who are experiencing payment difficulties or
financial hardship. The Code does not define or provide guidance on what fees are
covered by “fee-free”.

A “fee-free” instalment plan could imply that it would be free of all charges, including, for
example, costs that retailers incur from their banks or other third parties for accepting
payments made by customers using credit or debit cards?!, and which retailers may
otherwise pass on to customers.

The ECCC considers the word “fee” in “fee-free” is intended to refer only to fees that are
directly associated with an instalment plan, such as a fee to set up the plan, or a fee to
administer the plan. The ECCC does not consider that this includes fees that are
applicable to all customers (not just those on instalment plans), such as credit card
transaction fees.?? The ECCC also notes that the approach of the Code is to have
clauses that prohibit retailers from charging specific fees to customers; for example,
clause 5.6(1)(d) prohibits retailers from charging late payment fees to customers
assessed as being in financial hardship.

The ECCC considers that retailers should be able to recover the costs they incur when
customers choose to pay the instalment amount by credit or debits card, as opposed to
other forms of payment?? that do not attract a transaction fee.

To resolve this uncertainty, the ECCC recommends that the Code clarifies that “fee” in
“fee-free” means fees directly related to the instalment plan.

Recommendation 8
Insert new wording after clause 6.4(1)(b):

In this clause “fee” means any fee or charge in connection with the establishment or
operation of the instalment plan or other arrangement which would not otherwise be
payable if the residential customer had not entered into the instalment plan or other

arrangement.

2! These fees are ‘payment surcharges’ as defined under section 55A of the Competition and Consumer
Act 2010.

22 The ECCC is aware that retailers may incur fees from banks or other third parties each time a customer
makes payment to them using a credit or debit card, and may pass those fees on to the customer.

23 For example, customers paying by transferring funds electronically from their bank account to the retailer.

ECCC Final Review Report — 2017 Code Review 20



The Code does not require a retailer’s financial hardship policy to include information on
how the retailer will treat a customer’s personal information.

Under clause 6.10(2)(c), a financial hardship policy must include a statement advising
that the retailer will treat all customers sensitively and respectfully, but this does not
necessarily require the retailer to explain how it will treat the customer’s personal
information.

The ECCC is aware that some retailers have processes in place to inform hardship
customers about how they will manage the customer’s privacy.?* However, the ECCC
considers that the Code should explicitly require a financial hardship policy to include
information about how retailers will treat a customer’s personal information, even if it is
to direct the customer to where they can find the relevant information about the retailer’s
processes.

Contacting a retailer about being in financial hardship can be a difficult and sensitive
thing for customers to do, and it would be reassuring for the customer to know that any
personal information they provide to the retailer will be treated appropriately. When a
customer consults a retailer’s financial hardship policy, it is reasonable to expect the
policy to identify how the customer’s personal information will be treated.

Recommendation 9
Amend clause 6.10(2) by adding a new sub-clause (k) as follows:

6.10(2) The hardship policy must —

[.]

(k) include a statement specifying how the retailer will treat information disclosed by
the customer to the retailer and information held by the retailer in relation to the
customer.

Under clauses 6.10(2), a retailer is required to develop its hardship policy and
procedures in consultation with relevant consumer representatives. However, there is
no requirement that when a retailer is directed by the ERA to review its policy and
procedures under clause 6.10(6), or when it materially amends the policy under clause
6.10(8), that it consult with relevant consumer representatives.

In the Draft Review Report, the ECCC considered that this inconsistency should be
addressed, and that there are two possible ways to do this. That is, either amend the

24 For example, Synergy and Horizon Power each have a privacy policy on their website, have provisions
in their standard form contracts about privacy, and have information in their financial hardship policies
stating that they will treat the customer’s information confidentially.



Code or the ERA’s Hardship Guidelines?® to add in a requirement that retailers must
consult with relevant consumer representatives when they are directed by the ERA to
review their financial hardship policy or procedures, or when they materially amend the
policy on their own initiative.

The ECCC noted that retailers are required to comply with both the Code and the
Hardship Guidelines, so an amendment to either the Code or the Hardship Guidelines
will have a similar outcome.?® However, the ECCC also noted that the Code is a statutory
instrument and takes precedence over the Hardship Guidelines.

In its current Hardship Guidelines, the ERA recommends that retailers consult with
relevant consumer representatives prior to making significant changes to either their
hardship policy or hardship procedures. However, it is not an absolute requirement that
a retailer must consult with consumer representatives.

In response to the Draft Review Report, MIDLAS and Synergy?’ submitted that the
consultation requirement should be included in the Hardship Guidelines. While in their
submissions, WACOSS and Alinta Energy suggested the requirement should be
included in the Code, with Alinta Energy further suggesting that the details of the
obligation be specified in the Hardship Guidelines.

After considering the submissions, the ECCC considers it should be a Code requirement
that retailers consult with relevant consumer representatives when they review their
financial hardship policies or procedures, or when they materially amend their policy.
The Code takes precedence over the Hardship Guidelines, and this approach is
consistent with the existing provision in the Code requiring retailers to consult with
relevant consumer representatives in the initial development of their financial hardship
policy and procedures.

Recommendation 10
Amend clauses 6.10(6) and 6.10(8) as follows:

6.10(6) - If directed by the Authority, a retailer must review its hardship policy and
hardship procedures_in _consultation with relevant consumer representatives, and
submit to the Authority the results of that review within 5 business days after it is
completed.

6.10(8) - If a retailer makes a material amendment to the retailer’s hardship policy,
the retailer must consult with relevant consumer representatives, and submit to
the Authority a copy of the retailer’s amended hardship policy within 5 business
days of the amendment.

25 A copy of the Hardship Guidelines, dated March 2015, are available at:
https://www.erawa.com.au/electricity/electricity-licensing/requlatory-guidelines.

26 Clause 6.10(7) of the Code requires retailers to comply with the Hardship Guidelines.

27 In its submission to the ECCC Draft Review Report, Synergy stated that its standard practice is to engage
with consumer representatives before making any material amendment to its financial hardship policy.
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Clause 7.5 sets out the obligations on a distributor if it disconnects a customer’s supply
address for emergency reasons.

The ECCC considers that the term “disconnection” should be broadened to
“disconnection or interruption”. This would ensure that clause 7.5 capture situations
where electricity supply is interrupted temporarily by the distributor for emergency
reasons and then restored after the emergency.

The term “interruption” is defined in clause 1.5 to mean “temporary unavailability of
supply from the distribution network to a customer”. The ECCC also notes that the
Electricity Industry (Network Quality and Reliability of Supply) Code 2005, which sets
network service standards for the supply of electricity, uses the term “interruptions” to
describe instances where the network operator initiates the de-energisation of the
customer’s supply address; for example, for planned interruptions.

Consistent with this proposed amendment, the ECCC consider it is also necessary to
amend the title of Part 7 and Division 1 of Part 7, and clause 7.6(3).

Recommendation 11
1) Amend clause 7.5 as follows:

If a distributor disconnects or_interrupts a customer’s supply address for
emergency reasons, the distributor must—

(a) provide, by way of a 24 hour emergency line at the cost of a local call
(excluding mobile telephones), information on the nature of the emergency and
an estimate of the time when supply will be restored; and

(b) use its best endeavours to restore supply to the customer’s supply address
as soon as possible.

2) Amend titles of Part 7 and Division 1 of Part 7 as follows:

Part 7 Disconnection & Interruption
Division 1 — Conduct in relation to disconnection or interruption

3) Amend clause 7.6(3) as follows:

A retailer or a distributor may arrange for disconnection or interruption of a
customer’s supply address if the disconnection or interruption —

(a) was requested by the customer; or

(b) was carried out for emergency reasons.?®

28 As outlined in section 11.6 of this Final Review Report, the ECCC is proposing to amend “emergency
reasons” to “emergency reasons”.



Clause 7.7(4)(b) currently requires a distributor to provide a written notice or notice by
electronic means to the customer’s supply address when it notifies a life support
equipment customer of a planned interruption.

In the Draft Review Report, the ECCC proposed making two amendments to clause
7.7(4)(b) to address the issues discussed below.

The ECCC is aware that Western Power has approximately 440 registered life support
equipment customers who have a different postal address to their supply address. To
ensure compliance with clause 7.7(4)(b), Western Power has been sending written
notices to both the supply address and the postal address. This creates duplication of
effort and is expensive.

Currently, clause 4.4 permits a retailer to issue a bill to a customer at the address
nominated by the customer. In its Draft Review Report, the ECCC considered it would
be beneficial to align clause 7.7(4)(b) with clause 4.4, to allow distributors an additional
option of sending written notices of planned interruptions to the address nominated by
the life support equipment customer. This would allow life support equipment customers
to nominate a postal address different to their supply address for receiving notices of
planned interruptions, should they choose to do so.

In response to the ECCC Draft Review Report, MIDLAS submitted that while the ECCC'’s
proposed change would result in some cost savings for distributors, there could be an
increased risk to life support equipment customers as a result of the change. MIDLAS
provided an example where a customer could nominate bills to be sent to a carer’s
address which, if the ECCC’s proposed change was adopted, would also be the same
address to which notices of planned interruptions were sent. MIDLAS is concerned that
there may be situations where a carer may be absent, and/or may be unable to act upon
the notice of planned interruption and relay the information to the customer in a timely
manner. For this reason, MIDLAS considered it would be prudent to require the notice
to be sent to both the supply address (where the life support equipment customer
resides), and an address nominated by the customer (which could be the carer’s address
in the example given above).

The ECCC notes that in participating jurisdictions in the National Energy Customer
Framework (NECF), a distributor is required to give notice to customers either in person,
by leaving it at or sending it to the customer’s place of residence or usual place of
business, or by sending it to the customer electronically (provided the customer has
consented to this).?° It appears there is no equivalent provision that requires notices to
be sent to an address hominated by the customer.

The ECCC notes that clause 7.7(7)(b)(i) of the Code specifies that a retailer must contact
a customer regarding re-confirmation or re-certification of the customer’s life support
status by written correspondence sent by registered post to the customer’s supply

2% Section 319(1)(a), NERL.



address and any other address nominated by the customer (emphasis added).*® The
ECCC also notes that clause 5.19(2)(c)(iii) of the Metering Code requires a network user
(retailer) to provide the distributor with the postal and supply addresses of life support
equipment customers for outage notification purposes.

After considering the submissions on its Draft Review Report, the ECCC decided to
amend its draft recommendation to take into account MIDLAS’s concerns. The ECCC
is recommending that clause 7.7(4)(b) is amended to require a distributor to send written
notices of planned interruptions to a life support equipment customer’s supply address
and any other address nominated by the customer (noting that the customer can choose
to be natified electronically instead of by post). This will make the distributor’s notification
obligations consistent with the retailer’'s obligations under clause 7.7(b)(i) to notify a
customer about re-certification and re-confirmation of their life support status, and it will
provide greater certainty that a life support equipment customer will be notified of a
planned interruption. In effect, the proposed Code amendment will mandate
Western Power’s current practices when it notifies life support customers of planned
interruptions.

Clause 7.7(4)(b) requires notice of a planned interruption sent by electronic means to be
provided to the customer’s supply address. The ECCC considers that it is not possible
to send an electronic notice to the physical address. Therefore, the ECCC proposes that
the “electronic notice” and “supply address” are de-coupled to remove this inconsistency.

Recommendation 12
Amend clause 7.7(4)(b) as follows:

prior to any planned interruption, provide at least 3 business days written notice ef
notice—by—electronic—means to the customer’s supply address and any other
address nominated by the customer, or notice by electronic means to the customer
and, unless expressly requested in writing by the customer not to, use best
endeavours to obtain verbal acknowledgement, written acknowledgement or
acknowledgement by electronic means from the customer or someone residing at
the supply address that the notice has been received.

The ECCC considers that some of the clauses for distributor obligations referred to in
clause 7.7(7)(c) are incorrect, as they in fact relate to retailer obligations.

The ECCC proposes to amend clause 7.7(7)(c) to remove the retailer obligations and
ensure the relevant distributor obligations are included.

30 In addition, clause 7.7(7)(b)(ii) requires that retailers make a minimum of two other attempts to contact
their customers by a range of methods, including by post sent to the customer’s supply address and any
other address nominated by the customer.
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Recommendation 13
Amend clause 7.7(7)(c) as follows:

If a distributor’s obligations under subclauses (1)(3), (4), (4A) and (5)-—and-{(6)
terminate as a result of the operation of subclause (7)(a)(iii), a retailer must notify the
distributor ...”
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6 Part 8 — Reconnection

6.1 Clauses 8.1 — Reconnection by a retailer

Clause 8.1(2) specifies the timeframes in which a retailer must forward a customer’s
reconnection request to a distributor. Clause 8.2 specifies the timeframes in which a
distributor must reconnect the customer to its network once it receives the reconnection
request from the retailer.

Under clause 8.2(2), the timeframes for the distributor to reconnect customers in
metropolitan and regional areas is one and five business days respectively.

In the Draft Review Report, the ECCC noted that in situations where Synergy cannot
meet the timeframes in clause 8.1(2), Synergy will request that Western Power carry out
an urgent reconnection, at Synergy’s cost. Urgent reconnection timeframes are three
hours in the Perth metropolitan area and one business day for metropolitan general and
country areas.

The ECCC considered that if a retailer makes an urgent reconnection request to a
distributor, the timeframes in clause 8.1(2) should not apply if the customer is not
adversely affected and the retailer has taken steps to ensure the customer is
reconnected within the timeframes collectively required under clauses 8.1(2) and 8.2(2).
The ECCC therefore proposed that a new subclause be added to clause 8.1 to reflect
this position.

The ECCC also proposed a consequential amendment to clause 14.1(1), which will
require a retailer to pay a service standard payment to the customer if the retailer has
not complied with the timeframes in clause 8.1(2). This amendment will ensure that a
service standard payment is not payable to the customer, if the retailer has not complied
with clause 8.1(2), but has taken alternative steps to facilitate a reconnection within the
periods allowed collectively under clauses 8.1(2) and 8.2(2).

The ECCC'’s proposed wording for the new subclause 8.3, as set out in the Draft Review
Report, reads as follows.

(3) If aretailer does not forward the request for reconnection to the relevant distributor
within the timeframes in subclause (2), the retailer will not be in breach of this clause
8.1:

(@) if the retailer takes alternative steps to ensure the customer is not adversely
affected by the failure of the retailer to forward the request for reconnection
within the required timeframe in subclause (2); and

(b) the customer's supply address is reconnected by the distributor within the
timeframes in clause 8.2(2) as if the distributor had received the request for
reconnection from the retailer in accordance with subclause (2).

In its submission to the ECCC Draft Review Report, WACOSS submitted that it did not
see the need to exempt retailers, as the timeframe in clause 8.1 did not appear onerous.
However, WACOSS also considered that if the ECCC was to progress its draft
recommendation, it would be necessary to amend the drafting of subclause 8.3.
Specifically, WACOSS considered that the terms “alternative steps” and “adversely
affected” were ambiguous and subjective.
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After considering WACOSS’s submission, the ECCC agreed to amend the proposed
drafting of clause 8.1(3) to remove the subjective terms “alternative steps” and “adversely
affected”, which are not considered necessary.

The ECCC also agreed to make minor changes to the proposed amendments to clause
14.1(1) that were set out in its Draft Review Report, to make the amendments clearer
and take into account that the term “alternative steps” has been removed from clause
8.1(3).

The proposed Code amendments will provide the appropriate incentives for retailers to
take necessary steps to reconnect customers, while ensuring customers receive suitable
protection from late reconnection.

Recommendation 14
1) Amend clause 8.1 by adding in the following new subclause:

(3) If a retailer does not forward the request for reconnection to the relevant
distributor within the timeframes in subclause (2), the retailer will not be in breach
of this clause 8.1 if the retailer causes the customer's supply address to be
reconnected by the distributor within the timeframes in clause 8.2(2) as if the
distributor had received the request for reconnection from the retailer in
accordance with subclause (2).

2) Amend clause 14.1(1) as follows:

Subject to clause 14.6, if a retailer is required to arrange a reconnection of a
customer’s supply address under Part 8 —

(@) but the retailer has not complied with the time frames prescribed in clause
8.1(2) and has not otherwise caused the customer’s supply address to be
reconnected as contemplated by clause 8.1(3); or

(b) the retailer has complied with the time frames prescribed in clause 8.1(2), but
a distributor has not complied with the time frames prescribed in clause 8.2(2),

the retailer must pay to the customer $60 for each day that it is late, up to a maximum
of $300.




Clause 9.7 sets out the mandatory requirements for the location and accessibility of
recharge facilities for pre-payment meter customers.

In its Draft Review Report, the ECCC considered that the requirements in clause 9.7
should not be mandated; rather, customers and retailers should be permitted to agree to
alternative arrangements to those specified in clause 9.7. This flexibility was appropriate,
given a pre-payment meter is a product of choice and not a mandated payment method
under the Code. Further, the ECCC was aware that some customers’ pre-payment
meters may in the future be capable of being recharged remotely without the customer
having to visit a physical recharge facility.

The ECCC noted that in some locations, particularly in remote areas, a facility may not
be available to a retailer to become a recharge facility for prepayment meter customers,
such as a retail outlet. Therefore, the current requirement under the Code that a retailer
must provide a physical recharge facility within 40 kilometres of the prepayment meter
customer may be a barrier to a retailer being able to offer pre-payment meter services to
customers.

The ECCC also considered that the proposed amendment would make clause 9.7
consistent with clause 5.2, which states that payment methods a retailer must offer to
the customer can be varied by the retailer with the agreement of the customer.

In a submission to the ECCC Draft Review Report, MIDLAS stated that the current
practice of allowing recharge facilities to be installed up to 40 kilometres from
pre-payment meters may be too onerous for customers, as it would be too far for most
customers to travel without transport. However, MIDLAS also submitted that the issue
could be mitigated if retailers could secure recharge facilities closer to the pre-payment
met