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Glossary of Terms

AEMO - Australian Energy Market Operator

BMS — Business Management System Manual

CE - Change Energy Pty Ltd

Contestable Customer — customer consuming more than 50 megawatt hours of electricity a
year

CRM — Customer Relationship Management System

CTR - Customer Transfer Request

ERA — Economic Regulation Authority

ERL25 — Electricity Retail License 25

ESA — Electricity Supply Agreement

ETAC — Electricity Transfer Access Contract

GES - Geographe Environmental Services Pty Ltd

NMI — National Metering Identifier

NSFC — Non-standard Form Contract

RRN — Retailer Reference Number

RFP — Request for Proposal

SFC — Standard Form Contract

Small Use Customer — customers with consumption greater than 50 MWh and less than
160MWh per annum

VC — Verifiable Consent

WEM — Wholesale Electricity Market

WPC — Western Power Corporation (WPC and WPN are the same organisation)
WPN — Western Power Networks

This report is prepared by representatives of Geographe Environmental Services Pty Ltd in relation to the
above named client’s conformance to the nominated audit standard(s). Audits are undertaken using a
sampling process and the report and its recommendations are reflective only of activities and records sighted
during this audit process. Geographe Environmental Services Pty Ltd shall not be liable for loss or damage
caused to or actions taken by third parties as a consequence of reliance on the information contained within

this report or its accompanying documentation.
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1. EXECUTIVE SUMMARY

Change Energy Pty Ltd (Change Energy) is an electricity retailer which supplies electricity in Western

Australia.

The company supplies Small Use Customers as defined by the s78 of the Electricity Industry Act 2004.

Change Energy does not supply any small use customers on Standard Form Contracts. All of their
small use customers are supplied on Non-Standard Contracts. These Customer Contracts comprise of
an Electricity Supply Agreement (ESA) and Terms & Conditions. In line with this contract, if actual data
is not received from Western Power at the time of preparing the monthly bills, Change Energy use
estimated data, supplied by Western Power, to prepare customer bills with any undercharge or

overcharge adjusted on the next monthly bill.

Change Energy has an Electricity Retail Licence (ERL25) issued by the Economic Regulation Authority
(ERA) under sections 7 and 15(2) of the Electricity Industry Act 2004.

Section 13 of the Electricity Industry Act 2004 requires as a condition of every licence that the licensee
must, not less than once in every period of 24 months (or any longer period that the Authority allows)
calculated from the grant of the licence, provide the Authority with a Performance Audit conducted by
an independent expert acceptable to the Authority. The Performance Audit has been conducted in order

to assess the licensee’s level of compliance with the conditions of its licence.

The Authority approved the appointment of Geographe Environmental Services Pty Ltd on the 14th
November 2018 (ERA Reference D195207), and subsequently required the development of an audit
plan for ERA approval. An audit plan was prepared for the Retail Licence and approval of the audit
plan was provided on the 05/03/2019 (ERA Reference D198966).

The Audit has been executed as planned in accordance with the 2014 Audit & Review Guidelines -

Electricity and Gas Licences.

The period for the audit is, 16 December 2016 to 31 December 2018.

AUDIT CONCLUSION

The Performance Audit has been conducted in order to assess the effectiveness of the measures taken
by Change Energy Ltd to meet the conditions of its Retail Licence ERL25 and the legislative obligations
applicable to its licence. Through the execution of the Audit Plan and assessment and testing of the

control environment, the information system, control procedures and compliance attitude, the audit
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team members have gained reasonable assurance that Change Energy Pty Ltd has complied with its
Retail Licence as it applies to its operations and activities during the audit period. There was 1 non-
compliance identified during the audit period requiring corrective actions. The non-compliance was in
relation to not providing the prescribed information for Service Standard Payments (refer s10.3A Code
of Conduct for the Supply of Electricity to Small Use Customers 2018). It was reported in the Annual
Compliance Report by the Licensee and actioned and resolved promptly. During the audit period the
controls implemented by the licensee were noted to be well established and effective in meeting the
conditions referred to in the licence including the legislative obligations. Areas of improvement that
have been raised within the report relate to the increased control surrounding increased operational
controls to imbed process control in day to day activities, updating of documentation to reflect current
business practices and ensuring processes are implemented to record verbal contact from customers
and the network operator to ensure ongoing compliance. These issues are highlighted in table 5 and
section 2.4 of the report. This audit report is an accurate representation of the audit teams findings and

opinions.
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2. PERFORMANCE AUDIT

2.1 Performance Audit Scope

This is the first audit of Change Energy’s compliance with obligations relating to Retail Licence ERL25.
The scope of the audit for the period 16 December 2016 to 31 December 2018 is:
= process compliance - the effectiveness of systems and procedures in place throughout the
audit period, including the adequacy of internal controls
= outcome compliance — the actual performance against standards prescribed in the licence
throughout the audit period
= output compliance — the existence of the output from systems and procedures throughout the
audit period (that is, proper records exist to provide assurance that procedures are being
consistently followed and controls are being maintained);
» integrity of reporting — the completeness and accuracy of the compliance and performance
reports provided to the Authority; and
= compliance with any individual licence conditions — the requirements imposed on the

specific licensee by the Authority or specific issues that are advised by the Authority.

There were no individual performance standards defined within the Retail Licence.

The following people were interviewed during the Performance Audit;

o Chief Executive Officer
e Business Analyst

2.2 Performance Audit Objective

The objective of the performance audit was detailed within the Audit Plan, as required by the Audit &
Review Guidelines (refer section 9.2.1). As this is the first audit for the licensee, a review of the actions
taken to address the issues and recommendations identified during the audit period was undertaken

(i.e. Compliance Reports submitted during the audit period).

The Audit was conducted in three phases as defined by the Audit & Review Guidelines. The phases

and the appropriate audit guide/tool are detailed in Table 1 below;
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Table 1: Performance Audit Methodology and Allocated Hours

Phase Auditor Hours | Relevant Auditing Standard

1. Risk & Materiality Nicole 20 ASAE 3000*: Assurance Engagements Other than

Assessment Davies Audits or Reviews of Historical Financial Information
ASAE 3100* :Compliance Engagements

Outcome - Operational/ ASA 315*: Identifying and Assessing the Risks of

Performance Audit Plan Material Misstatement through Understanding the Entity

and Its Environment
AS/NZS ISO 31000:2009 Risk Management Principles

& Guidelines
2. System Analysis Nicole 20 AS ISO 19600 - 2015 Compliance management
Davies systems - Guidelines
3. Fieldwork & Report Nicole 40 ASA 500*: Audit Evidence
Preparation Davies ASA 530*: Audit Sampling
Assessment and testing
of;
= The control

environment

= |nformation system
= Compliance
procedures

= Compliance attitude
* Note all Auditing & Assurance Standards sourced from _http://www.auasb.gov.au/

2.3 Performance Audit Methodology

A risk assessment, assessment of control environment and allocation of audit priority was undertaken
in accordance with the 2014 Audit & Review Guidelines - Electricity and Gas Licences on each element
relating to Retail licensees of the Electricity Compliance Reporting Manual (July 2018) issued by the
Authority. This approach mandated by the Economic Regulation Authority provides an effective

assessment of compliance due to each licence condition being incorporated into document.

The Electricity Compliance Reporting Manual (July 2018) as published on the ERA website specifically
classifies each licence condition according to the consequences of noncompliance. There are four Type
1 obligations applicable to Change Energy as they do supply small use customers. Additionally, there
are a number of Type 2 and NR obligations that also do not apply as detailed in the Audit Plan and

these are shown in Table 3 Compliance Summary.

In accordance with the Audit & Review Guidelines (April 2014, section 9.4.3), Change Energy Pty Ltd

compliance criteria have been assessed for audit priority by the Auditors and agreed by the Authority.
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In order to focus the audit effort and identify areas for testing and analysis a preliminary assessment of
the risk and materiality of non-compliance with the Retail Licence was undertaken in accordance with
the requirements of AS/NZS 31000 Risk Management Section 5.3 and Appendix 1 of the Audit &
Review Guidelines. This assessment rating was reviewed during the audit process subject to the

verification of control environment.
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2.4 Performance Audit Finding & Recommendations

2.4.1 Performance Audit Compliance Summary

The Audit findings are detailed in Table 3 below, which summarises the findings of Appendix 1 against the Retail Licence clauses. The requirements

that were determined to be not applicable in the audit plan have been omitted from this report.

A comprehensive report of the audit findings as applicable to the ERL25 is included in Appendix 1.

TABLE: 2 Audit Compliance and Controls Rating Scale

Performance Audit Compliance & Controls Rating Scales

Adequacy of Controls Rating Compliance Rating

Rating Description Rating Description

A Adequate controls — no improvement needed 1 Compliant

B Generally adequate controls — improvement needed 2 Non-Compliant — minor impact on customers or third parties

C Inadequate controls — significant improvement needed 3 Non-Compliant — moderate impact on customers or third parties
D No controls evident 4 Non-Compliant — major impact on customers or third parties
NP Not Performed NR Not rated — Determined Not Applicable during the audit period
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2.4.2 Previous Audit Findings and Recommendations
This is the first Performance Audit for ERL25 as such there are no previous audit recommendations

and non-compliances.

Table 4 : Previous audit non compliances and recommendations

Not Applicable

Not Applicable

Not Applicable

2.4.3 Performance Audit Summary of Current Audit Non-Compliances &
Recommendations

Table 5 below details the Summary Current Audit Non-Compliances and Recommendations as
required by the Authority (Section 11.6 of Audit & Review Guidelines).
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Table 5: Current Audit Non-Compliances and Recommendations

4/2019 NON-COMPLIANCE The Licensee | The Licensee has NO
included the | resolved the
REF 280 Non-Compliant B2 — | requirement in the | breach and
Service Standard | Corporate Calendar | updated the
payments for notification | corporate
annual in July. calendar to
Change Energy include a prompt
provides information to provide the
on service standard required
payments information in
on its monthly July each year.
electricity bills,

however this
information did not
include details on the

amount of

the payment and the
eligibility for
payment.

Change Energy will
provide a separate

annual notice
providing the
required detail
regarding

Part 14

Not Applicable
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2.4.4 Post Audit Implementation Plan

As stipulated in section 11.8 of the Audit & Review Guidelines (April 2014), the Audit Team notes that
the Performance Audit Post Implementation Plan does not form part of the Audit Opinion. It is the
responsibility of the licensee to ensure actions are undertaken. A post audit implementation will be

submitted separately to this audit report by the Licensee if required.
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APPENDIX 1

CHANGE ENERGY PTY LTD
PERFORMANCE AUDIT
MARCH 2019
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REF* LICENCE RELATED LEGISLATIVE/LICENCE AUDITING FINDING
CONDITION LEGISLATION

REQUIREMENT

SECTION 8: TYPE 1 REPORTING REQUIREMENTS

AUDIT PRIORITY

= RELATED DOCUMENTATION &/OR
CONTROL SYSTEMS/AUDIT EVIDENCE

— CORRECTIVE ACTION (CA) OPPORTUNITY
FOR IMPROVEMENT

ADEQUACY OF
CONTROLS

COMPLIANCE
RATING

234 Electricity Code of Subject to subclause 7.6(3), a retailer or There have been no disconnections during A NR
Industry Act, Conduct, clause | distributor must comply with the limitations the audit period. The organization has
section 82 7.6 specified in clause 7.6 when arranging for established the following;
disconnection or disconnecting a customer’s
supply address. = Disconnection & Reconnection
Processes
= Customer supply address not
disconnected until resolution of complaint
235 Electricity Code of Where a customer provides a retailer with During the audit period there was one A NR
Industry Act, Conduct, clause | confirmation from an appropriately qualified customer requiring life support equipment.
section 82 7.7(1) medical practitioner that a person residing at They were not a small use customer.

the customer’s supply address requires life
support equipment, the retailer must comply
with subclause 7.7(1).

Controls are confirmed as after routine
annual contact with the customer it was
reported that the life support was no longer
required.
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GEOGRAPHE |

= Annual review on requirements and
inclusion in the customer list details were
observed.

= Disconnection & Reconnection
Processes ensure consideration of life
support equipment in their
implementation and ensure no customers
are disconnected without consideration of
life support requirements.

236

Electricity
Industry Act,
section 82

Code of
Conduct, clause
7.7(2)

A retailer must undertake the actions
specified in subclauses 7.7(2)(e)-(g), if a
customer registered with a retailer under
subclause 7.7(1) notifies the retailer:

o that the person requiring life support
equipment is changing supply address;

e that the customer, but not the person
requiring life support equipment, is
changing supply address;

o of a change in contact details; or

e that the address no longer requires
registration as life support equipment
address.

Change Energy has established processes
to ensure compliance with these
requirements; registering change in life
support requirement; notifying the distributor
of the change implementing controls with
regard to disconnection process for life
support. Company  procedures are
established and were verified for the
communication and registering of the
change on the same business day. It is
noted this requirement is in the BMS s 2.5.2
and life support considerations in the
Customer Billing & Disconnection Process.
Have any customers requiring life support. It
is noted that the customer requiring life
support during the audit period was not small
use. No customers were disconnected on
life support during the audit period.

= Customer & Disconnection
Process

Billing

= Corporate Calendar
check

prompts annual
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= Customer List
= Company standard business practice to
email to Western Power notifying change
to life support requirement
SECTION 9: ELECTRICITY INDUSTRY CUSTOMER TRANSFER CODE - LICENCE CONDITIONS AND OBLIGATIONS

6 Electricity Electricity A retailer must submit a separate data Compliance is inherent in the Web Portal A 1
Industry Industry request for each exit point unless otherwise system design. The system only allows
(Licence Customer agreed separate data requests.

Conditions) Transfer Code
Regulations r clause 3.2(2) = Web Portal system
5(2)

7 Electricity Electricity A retailer must submit a data request During the audit period Change Energy A 1
Industry Industry electronically and must not submit more than made standing data and/or historical data
(Licence Customer a prescribed number of standing or historical requests as required by section 3.4.(1) of the
Conditions) Transfer Code data requests in a business day, unless code. Generally, the system control is the
Regulations r clause 3.4(1) otherwise agreed. web portal only allows 100 requests for
5(2) standing data and 100 requests for historical

consumption data. An exception message
will come back if greater than the prescribed
number of requests (or the agreed amount)
are made. The Web Portal acts as the only
access for data.

A review of the activity over the audit period
indicates that there were no occasions
during the audit period where increase or
bulk transfers were requested.

8 Electricity Electricity A retailer must withdraw a request for During the audit period there have been no A NR
Industry Industry historical consumption data if the requests for historical consumption data as
(Licence Customer contestable customer’s verifiable consent such assessment of compliance with this
Conditions)
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Regulations r Transfer Code ceases to apply before the network operator requirement cannot be made. The controls
5(2) clause 3.5(3) provides the historical consumption data. implemented are adequate.
= Review Web Portal
9 Electricity Electricity A retailer must pay any reasonable costs The controls implemented are adequate and A NR
Industry Industry incurred by the network operator for work awareness is noted. There have been no
(Licence Customer performed in relation to a request for occurrences of costs incurred during the
Conditions) Transfer Code historical consumption data that has been audit period for work performed in relation to
Regulations r clause 3.6(2) subsequently withdrawn. historical consumption data. As such
5(2) assessment of compliance with this
requirement cannot be made.
= Review Web Portal
16 Electricity Electricity A retailer may only use data relating to a New customers engaged during the audit A 1
Industry Industry contestable customer to provide a period met the retailers obligations in
(Licence Customer contestable customer with a quotation for the regards to receipt of data i.e. data was used
Conditions) Transfer Code supply of electricity by the retailer to the for quotation purposes only and the initiation
Regulations r clause 3.9(1) contestable customer or to initiate a transfer of a transfer in relation to a contestable
5(2) in relation to the contestable customer. customer.
The website has a page relating to the
Request for Electricity Quote. By submitting
the form the potential customer accepts the
following disclaimer; “By submitting this
form, you verify your consent for Change
Energy to access your electricity supply and
consumption data for the purpose of
providing you with an electricity quote.” The
majority of quotes are obtained through
brokers and a review of records indicated
compliance with this requirement. The
organisation has also implemented CRM
software, for the tracking of the quotation
process and Billing Software for all billing.
17 Electricity Electricity A retailer must not aggregate a contestable During the audit period there have been no NP NR
Industry Industry customer’s historical consumption data with requests to not aggregate a contestable
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(Licence Customer that of other contestable customers for the customer’s historical consumption data.
Conditions) Transfer Code purposes of internal business development, Data is aggregated as part of normal

Regulations r
5(2)

clause 3.9(2)

if requested not to do so by the customer.

business procedures. As such this
requirement has not been rated.

18 Electricity Electricity A retailer must not disclose a contestable During the audit period the licensee has not NP
Industry Industry customer’s data to any other person without disclosed a contestable customer’'s data
(Licence Customer the verifiable consent of the contestable without the verifiable consent of the
Conditions) Transfer Code customer, except in the circumstances contestable customer. The Verifiable
Regulations r clause 3.9(3) defined. Consent Form states that the data is shared
5(2) by the broker and retailer for the purposes of

quotation. These forms were signed and
records are maintained electronically.

The organisation maintains copies of its
customer’'s  verifiable  consent (VC)
electronically. The organisation is aware of
the requirement to maintain VC.

= Customer Files

= Emails with Brokers

19 Electricity Electricity A retailer must keep a copy of the verifiable Copies of verifiable consent are maintained. A
Industry Industry consent received from a contestable It is noted that the organisation retains
(Licence Customer customer for two years. records for greater than the 2 year period, as
Conditions) Transfer Code yet no records have been archived or

Regulations r
5(2)

clause 3.9(4)

disposed. A sample of VC was undertaken
for customers during the audit period and in
all cases the VC were recorded.

Adequate systems are established for
backing up and preservation of data.
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23 Electricity Electricity A retailer must submit a separate customer Web portal only allows for singular A
Industry Industry transfer request for each exit point unless submissions, compliance is inherent in
(Licence Customer otherwise agreed. system design.

Conditions) Transfer Code « Web Portal

Regulations r clause 4.2(2)

5(2)

24 Electricity Electricity A retailer’s reason for a transfer must be All reasons for transfers are recorded as part A
Industry Industry specified in the customer transfer request of Web Portal system control. The
(Licence Customer form as either to transfer a contestable description of transfer is mandatory field i.e.
Conditions) Transfer Code customer to the retailer which submitted the drop down list “Erroneous Transfer’/’"New
Regulations r clause 4.3 customer transfer request or to reverse an Customer”

5(2) erroneous transfer. Transfer types reviewed on Web Portal
during audit period. There was one
erroneous transfer observed under “Transfer
Type” during the audit period on the
31/03/2017.
= Web Portal i.e. system controls

25 Electricity Electricity A retailer may only submit a customer All transfers conducted on Web Portal. A
Industry Industry transfer request if it has an access contract Confirmed Change Energy has a valid
(Licence Customer for the network, unless it is to reverse an ETAC. Without which the organisation would
Conditions) Transfer Code erroneous transfer. not be able to submit customer transfer

Regulations r
5(2)

clause 4.4(1)

request forms through network operator’s
web portal.

The CTR details are part of the CTR section
of the Web Portal. If the access contract is
not specified then the Web Portal will not
authorise the transfer and Change Energy
will contact the WP Account Manager to
liaise for resolution.

= ETAC
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= Web Portal
= WP Liaison

26 Electricity Electricity A retailer that submits a customer transfer All transfers are conducted on the Web A 1
Industry Industry request to reverse an erroneous transfer Portal. During the audit period there was one
(Licence Customer must ensure the transfer was made in error erroneous transfer observed under “Transfer
Conditions) Transfer Code and, if it is an incoming retailer, confirm the Type”. The web portal was reviewed with
Regulations r clause 4.4(2) identity of the previous retailer. Change Energy management. An inquiry
5(2) into the circumstances surrounding the

erroneous transfer was undertaken and
compliance with this requirement is
confirmed.

27 Electricity Electricity A retailer, unless otherwise agreed, must All transfers are undertaken on Web Portal. A 1
Industry Industry submit a customer transfer request Generally. the number of customer transfer
(Licence Customer electronically and must not submit more than re uestsyis inherent in the svstem desian
Conditions) Transfer Code a prescribed number of customer transfer Thqe web portal onlv allows 28’ transfers ge.r
Regulations r clause 4.5(1) requests in a business day or with the same da P y P
5(2) nominated transfer date Y

Change Energy personnel were all aware of
limits, however, during the audit period there
no instances where the system limit of 20 per
day was required to be exceeded.

= Web Portal

28 Electricity Electricity A retailer must withdraw a customer transfer There were no instances where a customer NP NR
Industry Industry request if the contestable customer’s transfer request was withdrawn due to
(Licence Customer verifiable consent ceases to apply before the expiration of verifiable consent. All transfers
Conditions) Transfer Code transfer occurs. took place less than 1 year from receipt of
Regulations r clause 4.6(3) verifiable consent.

5(2) :
= Customer Files
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29 Electricity Electricity A retailer must nominate a transfer date in a Compliance is inherent in system design, A 1
Industry Industry customer transfer request in accordance date of transfer must be nominated to
(Licence Customer with specified timeframes, except if the successfully submit transfer. Further, the
Conditions) Transfer Code customer transfer request is to reverse an web portal would automatically reject any
Regulations r clause 4.7 erroneous transfer. nominated transfer dates that exceed the
5(2) specified timeframes. The timeframes have
been adhered to during the audit period.
Web Portal was reviewed and a review of all
customer transfers with the audit period was
conducted.
= Web Portal
30 Electricity Electricity A retailer must pay any reasonable costs During the audit period there were no NP NR
Industry Industry incurred by a network operator for providing instances where costs were incurred by the
(Licence Customer and/or installing a meter if a customer Network Operator as a result of the CTR
Conditions) Transfer Code transfer request is withdrawn. being withdrawn. Through a review of
Regulations r clause 4.8(2) documentation and  discussion  with
5(2) management, it was concluded that there
are adequate controls in place. However due
to no events in the audit period, assessment
of compliance with this requirement cannot
be made.
34 Electricity Electricity A network operator and retailer must agree The web portal is used for communicating A 1
Industry Industry to a revised nominated transfer date in revised transfer dates. Evidence of
(Licence Customer certain circumstances. communication to revise nominated transfer
Conditions) Transfer Code dates during the audit period was observed.
Regulations r clause 4.9(6) Web Portal
5(2)
39 Electricity Electricity A network operator and the retailer must Once the CTR is completed with nominated A NR
Industry Industry take certain action if the contestable transfer date, meter readings from the
(Licence Customer customer's meter is not read