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Notice to any reader of this report

This reporthasbeen prepared by PricewaterhouseCoopers ABN 52780 433757 (“PwC”) for the use and benefit of Origin
Energy and ERA in accordance with and for the purposeset out in our engagement terms with Origin energy dated 16 August
2019.

PwCmakes norepresentation concerning the appropriateness of this report for use by anyone other than the Client for the
purpose described above. If any other person choosestouse or rely on this report they doso at their own risk. PwCaccepts no
duty, liability or responsibility in any way whatsoever: (a) in connection with the use of this report by any persons other than
the Client; or (b)tothe Client for the consequences of using or relying on this reportfor a purpose other thanasreferred to
above.

This report may be disclosed to Economic Regulation Authority of Western Australia (“ERA”) for the purposes of section 11ZA
of the Energy Coordination Act of 1994 (the Act) WA.

PwC’s liability is limited by a scheme approved under Professional Standards Legislation.

This disclaimer applies: (a) to the m aximum extent permitted by law and, without limitation, toliability arising in negligen ce
or under statue; and (b) even if PwC consents to any other party receiving or using thisreport.
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1 Independent assurance
practitioner’s report

Independent assurance report on Origin Energy
Performance Audit 2019

To Jon Briskin, Executive General Manager, Retail :

Qualified Opinion

We haveundertaken a reasonable assurance engagement on Origin Energy Retail Limited’s
(Origin orlicensee) compliance, in all material respects, withrequirementsas evaluated
against the generallicense conditions of GTL13 (Western Australian Gas Retail Licence) and
the relevant associated legislative obligations from the 2017 Gas Compliance Reporting
Manual, asevaluated against the Economic Regulation A uthority (ERA orthe Authority)
Audit and Review Guidelines: Electricity and Gas Licences (March 2019) (the Guidelines) as
they relateto the performance audit forthe period 30 May 2017 to 31 May 2019.

In ouropinion, exceptforthe matter(s) outlined in our Basis for Qualified Opinion
paragraph, Originhascomplied,in all material respects, withthe GTL13 and relevant
associated legislative obligations (listed in Table 4), as evaluated against the Economic
Regulation A uthority Auditand Review Guidelines: Electricity and Gas Licenses (March
2019) throughoutthe period 30 May 2017 to 30 May 2019.

Basis for Qualified Opinion

During the period from 30 May 2017t0 31 May 2019, Origin did not com ply with conditions within the
Licence Conditions in the following instances:

Reporting Manual and License Obligation Issue

102 A licensee must provide tothe ERAany information that A nil performance report for FY
the ERA may require in connection with its functions 2017 wassubmittedlate tothe
under the Energy Coordination Act 1994 in the time, ERA.

manner and form specified by the ERA.

A report referred toin clause 13.1 mustbe provided tothe
ERA by the date, and in the manner and form, specified by
282 the ERA.

120 A retailer or gas marketing agent must ensure that the In 13 of the 25 instances tested
information specified is provided to the customer before during the audit period customers
entering intoa non-standard contract. were not provided all the required

information per the gas marketing

A retailer or gas marketing agent must obtain a customer’s code of conduct.

verifiableconsent that the information specified in clause
2.3(2) hasbeen given, unless the retailer or gas marketing
agentprovided the information tothe customer in the
preceding 12 months or informed the custom er how the
information may be obtained (unless the customer
requestedtoreceive the information).

121
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Reporting Manual and License Obligation

Issue

114 A licensee must comply with the Gas Marketing Code of
Conduct.
136 A retailer mustissue a bill no more than once a month During the audit period, Origin
unlessthe conditions specified in 4.1(a)()-(iii) apply. issued customers a bill morethan
once in a month without agreeing
with the customer todoso. Thisis
attributedto receiving multiple
meter reads from ATCO withina
month (including instances where
the submission of meter reads have
been delayed). As Origin’s
automated billing process isbased
on thereceipt of meterreads,
multiple bills may be issued within
amonth.

137 A retailer mustissue a bill at least every 105 days unless In 15 instances during the audit

the conditions specified are met. period, Origin did not comply with
the requirement tobill a customer
within1o5 days, without agreeing
with the customer todoso.

175 If the overcharged amountisless than $100, the retailer Origin standard practice wasto ask

may notify a customer of the overcharge by nolater than customers for instructions for
the next bill after the retailer became awareof the error, overchargesonly when it was a
and ask the customer for instructions under clause final bill.
4.18(2), or creditthe amount to th e customer’s next bill.
If the adjustment amount owing to the customer isless
180 than $100, the retailer may notify the customer of the

adjustmentby nolater than the nextbill after the meter
isread, and

° ask the customer for instructions under clause

4.19(2); or

° Credit the amount to the customer’s next bill.

204 If the assessment carried out under clause 6.1 indicates During the audit period Origin did
totheretailer that the residential customer is not inform customers experiencing
experiencing payment difficulties or financial hardship, financialhardshipthatthey had the
theretailer must follow theprocedure specifiedin clause  righttohave their bills redirected

6.3(1). atnocharge toa third person.
A retailer mustadvise a customer experiencing financial

211 hardship of the options specified in clause 6.8.

250 A retailer and, if appropriate, a distributor mustinclude Origin bills, notices and warning
on a residential customer’s bill and bill related includedthe wording “Needan
information, reminder notice and disconnectionwarning  Interpreter” rather than
the telephone numbers for: “Interpreter Services.”

« its TTY services;
+ independent multi-lingual services; and
« interpreter services with the National Interpreter
Symbol and the words “Interpreter Services”.
A retailer must ensure thatits hardship policy complies
215 with the criteria specified in clause 6.10(2).
Origin
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Reporting Manual and License Obligation Issue

220 A retailer must comply with the ERA’s Financial Hardship
Policy Guidelines.

Unless the customer agrees otherwise, a retailer must
147 include the minimum prescribed information in clauses
4.5(1) (a)(cc) on the customer’s bill.

255 When a complaint has not been resolved internally in a During the audit period Origin was
manner acceptabletothe customer, a retailer or not informing customers of their
distributor must advise the customer of thereasons for righttoescalate their com plaints.

the outcome (on request, the retailer or distributor must
supply such reasonsin writing); and that the customer
has theright toraisethe complaint with thegas
ombudsman or another relevant external dispute
resolution body and provide the Freecall telephone
number of the gas ombudsman.

We conducted our engagementin accordance with Standard on Assurance Engagements
ASAE 3100 Compliance Engagements issued by the Auditing and Assurance Standards
Board.

We believe thatthe evidence we have obtained is sufficient and appropriate to provide a basis
for our conclusion.

Origin’s responsibilities
Origin is responsible for:

(a) Identifyingrisksthat threatenthe conditionswithin the GTL13 License and relevant
associated legislative obligations from the 2017 Gas Compliance Reporting Manual,
(aslisted in Table 4) being met.

(b) The compliance activity undertakento meet the GTL13 License Conditionsand
relevantassociated legislative obligations from the 2017 Gas Compliance Reporting
Manual, (aslistedin Table 4) being met.

(c) Identificationandimplementation of controls which will mitigate those risksthat
preventthe GTL13 License Conditions and relevant associated legislative obligations
from the 2018 Gas Compliance Reporting Manual, (aslistedin Table 4) being met
and monitoring ongoing compliance.

Our independence and quality control

We have complied with theindependence and otherrelevant ethical requirementsrelating to
assurance engagements, and apply Auditing Standard ASQC1 Quality Control for Firms that
PerformAudits and Reviews of Financial Reports and Other Financial Information,and
Other Assurance Engagementsin undertaking this assurance engagement.

Our responsibility

Our responsibility is to express an opinion,on Origin’s compliance with the GTL13 License
Conditions and relevant associated legislative obligations from the 2017 Gas Compliance
Reporting Manual, (as listedin Table 4), in allmaterial respects, as evaluated against the
Guidelines, for the period from 30 May 2017 to 31 May 2019. ASAE 3100requiresthatwe
plan and perform our proceduresto obtain reasonable assurance about whether Origin has
complied, in all material respects, with the License, as evaluated against the conditions
within the License, for the period from 30 May 2017 to 31 May 2019.

Origin
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An assurance engagement to report on Origin’s compliance with the License involves
performing proceduresto obtain evidence about the compliance activity and controls
implemented to meetthe conditions. The procedures selected depend on ourjudgement,
includingtheidentification and assessment ofrisks of material non-compliance with the
License, as evaluated against the conditions withinthelicense.

Our Procedures included the following:

e Utilising the March 2019 issue ofthe Audit and Review Guidelines: Electricity and
Gas Licencesand the January 2017 issue of the Gas Compliance Reporting Manual
(Reporting Manual) issued by the ERA asa guide for development ofa risk
assessment and document review to assess controls

e DevelopmentofanAudit Planforapproval by the ERA and an associated work
program

e Interviewswith and representationsfromrelevant Origin staffto gainan
understanding of process controls

¢ Reviewofdocuments and walkthrough of processes and controlsto assess the overall
compliance and effectivenessin accordance with Licence obligations

e Sampletesting whererelevant for obligationsrated as an audit priority 3 and above
in the approved Audit Plan.

Inherent limitations

Becauseoftheinherent limitations of an assurance engagement, together withthe internal
control structure, it is possible that fraud, error or non-compliance with compliance
requirements may occur and not be detected.

A reasonable assurance engagement relatingto the period from 30 May 2017 to 31 May 2019
doesnot provide assurance on whether compliance with the License will continue in the
future.

Use of report

This report has been prepared for use by Origin forthe purpose of section 11ZA of the Energy
Coordination Act 1994 WA . We disclaim any assumption of responsibility for any reliance on
this reportto any personotherthan Origin, or for any other purpose than that for whichit
was prepared.

P&QQ‘A(&%QAI\O\XSQCOO?Q{S

PricewaterhouseCoopers

Partnername

2 December2019
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2 Executive summary

2.1 Introduction and background

Origin (the licensee) currently holds a Gas Retail Licence (GTL 13) issued by the Economic
Regulation A uthority (ERA orthe Authority) under sections 11ZA ofthe Energy Coordination
Actof1994 (the Act) WA. Duringtheaudit period, the principal activity of Origin in Western
Australia was the supply of gas to Residential and small Business customers. All sales were
made via phone, online, third party orvia Kiosks. The total number of customers in FY 19 was
14,860.

Underthe Energy Coordination Act of 1994 (the A ct) WA section 11ZA ofthe Act 1994 Origin
isrequired to provide to the Authority a Performance Audit of the Gas Retail Licence
(GTL13). Thelicence authorises Origin to supply gasto smalluse customers in the coastal
supply areaof Western Australia.

The audit is to be conducted by an independent expert acceptable to the Authority. Under the
conditionsofthelicence, Origin is subjectto independent performance audits at 24 month
intervalsorother periods asdetermined by the Authority. The performance auditis an audit
ofthe effectiveness of measurestakenby thelicensee to meetthe performance criteria
specifiedin thelicence.In WA Originhas 14,862 customers asat 31 May 2019.

PricewaterhouseCoopers (PwC) has been engaged by Origin to conduct the performance audit
(the audit)in accordance with the Authority's "Audit and Review Guidelines: Electricity and
Gas Licences (March 2019)"(the Guidelines)forthe period 30 May 2017 to 31 May 2019. The
Authority approved PricewaterhouseCoopersto undertake the audit in May 2019.

2.2 Deviations from the audit plan

No deviationsfromthe audit plandated 20 June 2019 were made.

2.3 Observations

In considering Origin’s internal controls procedures, structure and environment, its
compliance culture and its information systems specifically relevant to thoselicense
obligationssubjectto audit, we observed that Origin hasestablished its control framework
through policies and procedures which are explicitly aligned with License Obligations.

Overall Origin complied with thelicence conditions apart from eight (8) non-compliances,
whichimpacted 16 obligations. Recommendations for the non-compliances are as follows:

e Werecommend Originto update trainingmodules, agent scripts and procedures to
ensurethatall required information, outlined in the Gas Marketing Code of Conduct,
is provided to customers prior to obtaining verifiable consent of customers.
(Obligation114,120and 121)

e  Werecommend Origin monitor customers thatarebilled more than once a month in
conijunction withlate bills to ensure customers are billed accordingly. (Obligation
136)

e Werecommend Originto clearly identify the SLAswith their third party and monitor
exceptionreportsona regularbasisto ensurebills are sentto customersat least
every 105days. (Obligation 137)

¢ Werecommend Originto askcustomersforinstructions for all overchargesover
$100, notjust Final Bills. (Obligation175and 180)

Origin
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e  Werecommend Originto update their customer agent scriptsand financial hardship
brochures to include the relevantinformationin regardsto advising customers who
are experiencing financialhardship thatthevhave therightto have theirbills
redirected at no charge to a third person. (Obligation204 and 211)

e Werecommend Originto update theirbills, reminder notices, disconnection
warnings and hardship policy to include the words "Interpreter Services”.
(Obligations 147, 215,220 &250)

e Werecommend Originto update trainingmodules and agent scripts to include the
responsibility to notify customers of their right to refer their complaints to the
Ombudsman ifthey are stillunsatisfied with Origin's response, and providing
Freecall and Freefax number of the Ombudsmanto the customer. (Obligation 255)

Origin reportinglatein 2017 to the ERA; however., this has beenremediatedin 2018.
Therefore no recommendationshave been made. (Obligations102 and 282)

2.4 Opinion

In ouropinion, except forthe matter(s) outlined in our Basis for Qualified Opinion
paragraph, Originhascomplied,in all materialrespects, withthe GTL13 and relevant
associated legislative obligations (listed in Table 4), as evaluated against the Economic
Regulation A uthority Auditand Review Guidelines: Electricity and Gas Licenses (March
2019) throughoutthe period 30 May 2017 to 30 May 2019.

2.5 Findings
The following tables summarise the assessments made duringthe audit of Origin’s

compliance and the adequacy of controlsin place for Origin to manage its compliance with
the relevant obligations or conditions ofthelicense.

T able 1set outtherating scale defined by the ERA in the Guidelines for the assessment of
the level of compliance with the conditionsofthe License. Forthe highest possible
complianceratingto be achieved, Origin was required to demonstrate it has developed
mature process and controls, which facilitate compliance with relevant obligations.

T able 1: Control adequacy and compliance rating scale

AdequacyofControls Rating | Rating Compliance Rating

Rating Descriptions Description

Adequate controls —no Compliant
improvement needed
B Generallyadequate controls — 2 Non-Compliant — minor
improvement needed impactoncustomersorthird
parties
C Inadequate Controls — Significant 3 Non-Compliant — moderate
improvement required effectoncustomersorthird
parties
D No controlsevident 4 Non-Compliant — major effect

on customersorthird parties

N/P Not performed — A controls rating N/R Not rated —No Activity took
was notrequired placeduring theauditperiod

Origin
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Table 2 and 3 provide further detail oncontroladequacy and compliance rating scales. The
ratingscales are defined by the Guidelines.

T able 2: Summary of finding, by compliance and control ratings

Control Rating

Audit B C
Priority

5
' Priority 4 14 112 126
Priority 5 2 67 69
T otal: 14 20 1 - 184 219

T able 3: Summary of finding, by audit priority and compliance rating
Compliance Rating

Audit P 3
Priority

: Priority4 91 9 26 126

Priority 5 60 2 7 69
T otal: 165 15 1 - 38 219

1 Refers to the obligations for which a controls assessmentwas notrequired to be performed (obligations with an audit priority 4 or 5
and a compliance rating of 1, or which were not rateable.

Origin
PwC 9



T able 4: Compliance and controlsratings summary table

Compliance Rating

Controls 1 2 3
Rating

N/P 151 33 184

T otal: 165 15 1 - 38 219

Note that,in accordance with the Guidelines:

e Obligations assessed as being “not applicable” to Origin’s o perations have not been
included withinthisreport

2.6 Origin’s response to previous audit
recommendations

This is the first time that Originhasbeen required to engage anindependent auditor to
assessthe effectiveness ofits measures takento meet the conditions ofitslicence. Therefore,
thereareno previousaudit non-compliances and recommendations.

2.7  Scope and Objective

As described in our engagement letter with Origin, dated 16 August 2019, we have conducted
areasonable assurance audit in orderto state whether,in our opinion,basedonour
procedures, Origin has complied, in allmaterial respects, with the conditions ofits Licence as
outlinedin the approved Audit Plan (dated 3 July2019) duringthe period 30 May 2017 to 31
May 2019.

Our engagementwas conducted in accordance with Australian Standard on A ssurance
Engagements ASAE 3100 Compliance Engagements, issued by the Australian Auditing and
Assurance Standards Board and providesreasonable assurance asdefinedin ASAE 3100.
The procedures we performed are described in more detailin section 2.7 below.

A reasonable assurance engagement in accordance with ASAE 3100 involves performing
procedures to obtain evidence about the compliance with the conditions ofthe Licence. The
nature, timingand extent of procedures selected depend onthe assurance practitioner’s
professional judgement,including the assessment of the risksof material misstatement in
compliance with the conditions ofthe Licence. In making those risk assessments, we
consideredinternal controlsin relationto compliance with the conditions ofthe Licence.

ASAE 3100 also requires us to comply with the relevant ethical requirements of the
Australian professional accountingbodies.

Origin
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The ERA hassummarised the requirements of the applicable legislation thatit expects tobe
reporteduponandincluded in the scope ofthisauditin itsJanuary 2017 Gas Compliance
Reporting Manual (Reporting Manual).

The Audit Plan approved by the ERA forthisauditsetsout Origin’s Licence obligations
confirmedtobeincludedin thescope ofthe audit, along with the risk assessments and audit
priority assigned to eachlicence obligation.

During the audit period we conducted our fieldworkat the Melbourne head office, asthe WA
operations are managed out of the Melbourne and A delaide offices.

2.8 Approach

Our approach forthisaudit involved the following activities, which were undertaken during
the period June to August 2019:

e Utilising the Guidelines and Reporting Manuals asa guide, developed a risk
assessment, whichinvolved discussions with key staffand document review to assess
controls

e Developedan Audit Plan for approval by the ERA and an associated work program

e Interviewswith relevant Originstaffto gainunderstandingofprocess controls (see
Appendix A for staffinvolved)

¢ Reviewedrelevantdocumentationand walked through processesand controlsto
assessoverall compliance and effectivenessin accordance with Licence obligations
(see Appendix A forreferencelisting)

e Sampletested relevant obligations (assessed as an audit priority 3 or 2) and where
therewas relevant activity, determine whether transactions complied with the
requirementsoftheobligation

e Reporting of findings to Originforreviewand response.

Origin
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3 Summary of findings

Table 1in section 2 above sets outtheratingscale defined by the ERA in the Audit Guidelines
for the assessment ofthelevel of compliance with the condition of the License. Forthe
highest possible compliance rating to be achieved, Origin wasrequired to demonstrateit has
maintained mature processes and controls, which facilitate compliance with relevant
obligations.

The remainder ofthisreport provides:
e Summaryoffindings for the compliance obligations (at Table 4 below)

e Detailed finding, including relevant observation, recommendations and action plans
(at section 4 below).

Table 4: Summary of Findings
Refer tothedetailed Finding at section 4

Note:
e Obligations marked with a (*) are relevant only forthe period from 30 May 2017 to
31 May 2018
e Detailed Findingsare not presented for those obligations assessed to be not
applicableto Origin’soperationsforthe period subjectto audit.

Origin
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Table 5: Summary of Findings

Licence
Obligation

Reference
No.

License
condition

Obligationsunder
condition

Description

Licensee

Audit
priority

Controlsrating

B C D | N/P 4 | N/R
nergy 1stribution Licence 1censee must pay the stribution,
1. Coordination | clausegq.1 applicable fees in accordance Trading 4
Act section Trading Licence with the Regulations. (Energy v
11Q(1-2) clause4.1 Coordination (Licensing Fees)
Regulations Clause 4 & 5)
2. Energy Trading Licence ATicensee must, subjecttothe | Trading
Coordination | clause12.1 regulations, not supply gastoa
Act section customer other than under a 4 v
11WG(1) standardform or non-standard
contract.
3. Energy Trading Licence A licensee must comply witha | Trading
Coordination | clause13.1 direction given tothe licensee y v
Act section under section 11WI. 4
11WG(2)
4. Energy Trading Licence Gas is deemedtobe supplied Trading
Coordination | clauses.1 under the standard form
Act section contractifacustomer
11WK(1-2) commences to takea supplyof 5 v
gas atpremises without
enteringintoa contract with
theholder of a trading licence.
5. Energy Trading Licence A standard form contract Trading
Coordination | clauses.1 continuesin force until it is
Act section terminated or supply becomes 5 v
11WK(3) subjecttoa non-standard
contractwith the supplier.
Origin
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Controlsrating

Ob Obligatio d
o o De ptio
onditio onditio
B C D | N/P 4 | N/R
6. Energy Trading Licence A licensee must take reasonable | Distribution,
Coordination | clauses.1 steps to minimise the extentof | Trading
Act section Distribution Licence the duration of any
11X(3) clauses.1 interruption, suspension or v v
restriction of the supply of gas
duetoan accident, emergency,
potential danger or other
unavoidable cause.
17. Energy Trading Licence A licensee must pay the costs Distribution,
Coordination | clauses.1, and expensesincurred in the Trading
Act section Distribution Licence taking of an interest or v v
11ZK(3) clauses.1 easementin respectof land
held by a publicauthority.
19. Energy Trading Licence A licensee thatsellsgasthatis | Trading
Coordination | clause18.1 transported through a
Act section distribution system mustbe a v
11ZOR(2) member of an approvedretail
market scheme ifa scheme isin
force.
20. Energy Distribution Licence A licensee must not engage in Distribution,
Coordination | clauses.1 prohibited conductrelatingto | Trading
Act section Trading Licence the operation of a retailmarket v
11ZOV (1) clauses.1 scheme.
21. Energy Distribution Licence A licensee must not assist Distribution,
Coordination | clauses.1 another party toengage in Trading
Act section Trading Licence prohibited conductrelating to v
11ZOV(2) clauses.1 the operation of a retail market
scheme.
22, Energy Distribution Licence A licensee, as amember of a Distribution,
Coordination | clauses.1 retail scheme, must comply Trading v
with a direction given toitby
Origin
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Controlsrating om p

A | B[ C |D|N/P|1|2|3 /|4 |N/R

Act section Trading Licence the ERA toamend the scheme,
11Z0Z(3) clauses.1 and todosowithina specified
time.
24. Energy Distribution Licence The licensee must not supply Distribution,
Coordination | clause17y, gas tocustomers unless the Trading
Act section Trading Licence licensee is a member of an
11ZQH clause18.1 approvedGas Industry v v
Ombudsman Scheme andis
bound by any decision or
direction of theombudsman
under the Scheme.
29. Energy Trading Licence A licensee supplying gas in an Trading
Coordination | clauses.1 area referred toin Regulation
Act section 3(a), (b), or (¢c)isrequiredto
1M have at least one capped tariff
Energy for any supply of gas in that v v
Coordination area.
(Gas Tariffs)
Regulations
2000reg. 5(1)
30. Energy Trading Licence A licensee isrequired toofferto | Trading
Coordination | clauses.1 supply gastoeach of its
Act section existing standard contract
Elli\grgy :1111 : tgf;f;;g?gi;&?g;g crggnogct As Origin only commenced sup.pl.ying gas in WA in May 2017this
Coordination but at a capped tariff unless the obligation doesnotapply toOrigin.
(Gas Tariffs) existing contractalready
Regulations entitles the customer tobe
2000 Teg. supplied at a capped tariff.
6(2)
Origin
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Controlsrating

Oblig 0 € Oblig 0
- 5 D De pti10
& O (100 O 100
0
N/P | 1 2 | 3 4 | N/R
31. Energy Trading Licence When offering tosupplygasto | Trading
Coordination | clauses.1 a new customer under a
Act section standardform contract, a
1M licensee is to offer to supply
Energy gas ata capped tariff.
Coordination v v
(Gas Tariffs)
Regulations
2000reg.
6(4)
32. Energy Trading Licence Without limiting subregulation | Trading
Coordination | clauses.1 (1), a customer contract must
(Customer prohibit a retail supplier,
Contracts) except in circumstances where
Reg 12 (2) disconnection is required under
the Gas Standards Act1972,
from disconnecting supply or
causing disconnection to occur
if —
(a) the customer has provided
totheretail supplier a written v v

statement from a medical
practitioner to the effect that
supplyisnecessary in order to
protect the health of a person
wholives at the customer’s
supply address; and

(b) the customer has entered
intoarrangements acceptable
tothe retail supplier in relation
topayment for gas supplied.

Origin
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Controlsrating

N/P

N/R

33.

Energy
Coordination
(Customer
Contracts)
Reg 12 (4)(a)

Trading Licence
clauses.1

Before disconnecting supply for
non-payment of abill,a
licensee must give a written
reminder notice to a customer
not less than 14business days
after the day on which a bill
was issued advising the
customer that paymentis
overdue and requiring payment
tobe made on or before the day
specified in the reminder notice
(being a day not less than 20
business days after the billing
day).

Trading

34.

Energy
Coordination
(Customer
Contracts)

Reg 12 (4)(b)

Trading Licence
clauses.1

Before disconnecting supply for
non-payment of abill,a
licensee must give a
disconnection warning toa
customernotlessthan 22
business days after the billing
day advising the customer that
disconnection will occur unless
payment is made on or before
the day specified in the
disconnection warning (being a
day not less than 10 business
days after the day on which the
disconnection warning is
given).

Trading

Origin
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Controlsrating

Ob Obligatio
o o De ptio
onditic onditic
B C D | N/P 4 | N/R
35. Energy Trading Licence A licensee must reconnect Trading
Coordination | clauses.1 supply toa customer within1o
(Customer business days after
Contracts) disconnection for non-payment
Reg 12 (5)(a) of a billif the customer pays the v
overdue amount or makes an
arrangement for its payment
and the customer has paidany
applicable reconnection fee.
36. Energy Trading Licence A licensee must reconnect Trading
Coordination | clauses.1 supply toa customer within1o
(Customer business days after
Contracts) disconnection for denial of
Reg 12 (5)(b) access toa meter,ifthe v
customer provides access tothe
meter and the customer has
paid any applicable
reconnection fee.
37. Energy Trading Licence A licensee must reconnect Trading
Coordination | clauses.1 supply toa customer within10
(Customer business days after
Contracts) disconnection for unlawful
Reg 12 (5)(c) consumption of gas, ifthe v
customer pays for the gas
consumedandthe customer
has paid any applicable
reconnection fee.
38. Energy Trading Licence A licensee must reconnect Trading
Coordination | clauses.1 supply toa customer within1o
(Customer business days after v
Contracts) disconnection for refusal to pay
Origin
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Reg 12 (5)(d)

a refundableadvance, ifthe
customer pays the refundable
advance and the customer has
paid any applicable
reconnection fee.

Controlsrating

N/P

N/R

39.

Energy
Coordination
(Customer
Contracts)
Reg 12 (5)(e)

Trading Licence
clauses.1

A licensee must reconnect
supplytoa customer within20
business days after
disconnection in an emergency
situation or for health, safety or
maintenance reasons,ifthe
situation or problem giving rise
tothe need for disconnection
has been rectified, and if the
customer has paid any
applicable reconnection fee.

Trading

40.

Energy
Coordination
(Customer
Contracts)
Reg 12 (6),
Clauses.1.1.2
AGA

Code

Trading Licence
clauses.1

A licensee must not disconnect
supplytoa customerwhois
unable to pay until: alternative
payment options have been
offered to the customer; the
customer is given information
on government funded
concessions; ithasused its best
endeavoursto contact the
customer; andithas provided
the customer a written notice of
its intention to disconnectat
least 5business days prior to
the disconnection date,and the
customer has refused to accept
the alternative payment option

Trading

Origin
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Controlsrating

Ob Obligatic De S tio
R onditio onditio
B C D | N/P 4 | N/R
or failed to make payments
underit.
41. Energy Trading Licence A licensee must not disconnect | Trading

Coordination | clauses.1 supply to a business customer

(Customer until: it hasusedits best

Contracts) endeavours to contact the

Reg 12 (6), customer; ithas offered 1tchse
customer an extension of time

glgzses.l.l.g topay thebill; andithas

Code pr9v1dedthe customera v
written notice of its intention to
disconnect atleast 5 business
days’notice prior tothe
disconnection date, and the
customer has refused to accept
the alternative payment option
or failed to make payments
underit.

42. Energy Trading Licence A licensee must not disconnect | Trading

Coordination | clauses.1 supplytoa customer who

(Customer denies access toa meter until:

Contracts) the customer has refused access

Reg 12 (6), on ait 1etailst3 C(;ncurrc_entbilling
cycles, the customer is given

8Czlau ses 5121 t}}lle option to offer alter%lative v
access arrangements; the

5‘1&2'2 AGA customeris provided written

Code advice on each occasion access
was denied; ithas used its best
endeavours to contact the
customer; andithas provided
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the customer a written notice of
its intention to disconnectat
least 5business days prior to
the disconnection date.
43. Energy Trading Licence A licensee who disconnectsin Trading
Coordination | clauses.1 the event of an emergency must
(Customer provide a 24 hour information
Contracts) service, estimate the time when
Reg 12 (6), gas supply will berestored and v
Clauses 5.1.3.1 use best endeavourstorestore
& supply when the emergency is
5.1.3.2 AGA over.
Code
44. Energy Trading Licence A licensee who disconnects Trading
Coordination | clauses.1 supply for health and safety
(Customer reasons must provide the
Contracts) customer written notice of the
Reg 12 (6), reason; allow the customer 5
Clauses business daystoremove the:
5.1.41 & reason where the customer is v
T able to; and after the 5 business
5.1.4.2 AGA days issued a notice to the
Code customer of itsintention to
disconnect supply atleasts
business days’ notice prior to
the disconnection date.
45. Energy Trading Licence A Ticensee who disconnects Trading
Coordination | clauses.1 supply for planned
(Customer maintenance must provide the v
Contracts) customer 4 days written notice;
and used best endeavours to
Origin
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Reg 12 (6), minimisedisruption and
Clauses 5.1.5.1 restore supply.
&
5.1.5.2 AGA
Code

46. Energy Trading Licence A licensee must not disconnect | Trading
Coordination | clauses.1 supply for failure by a customer
(Customer topay a refundable advance
Contracts) withoutgiving a wyittgn notjce
Reg 12 (6), tothe customer of its intention v
Clause todisconnect at least 5business
5.1.7.2 AGA days prior tothedisconnection
Code date.

47. Energy Trading Licence A licensee must not disconnect | Trading
Coordination | clauses.1 supply where the bill owing is
(Customer less than theaverage billover
Contracts) the past12 monthsand the
Reg 12 (6), customer has agreed to pay. v
Clause
5.1.8.1(a)AGA
Code

48. Energy Trading Licence A Ticensee must not disconnect | Trading
Coordination | clauses.1 supply where the issue is the
(Customer subject of com plaint by the
Contracts) customer andis being reviewed
Reg 12 (6), externally and is not resol ved. v
Clause
5.1.8.1(b)
AGA

Origin
PwC 22




Controlsrating

B C D | N/P 4 | N/R

Code

49. Energy Trading Licence A licensee must not disconnect | Trading
Coordination | clauses.1 supply where an application for
(Customer a government concession has
Contracts) not been decided.
Reg 12 (6), v
Clause
5.1.8.1(c) AGA
Code

50. Energy Trading Licence A Ticensee must not disconnect | Trading
Coordination | clauses.1 supply where a customer has
(Customer failed topayadebtthat isnota
Contracts) direct service charge.
Reg 12 (6), v
Clause
5.1.8.1(d)
AGA
Code

51. Energy Trading Licence A licensee must not disconnect | Trading
Coordination | clauses.1 supply after 3pm on any day;
(Customer and not on a Friday, weekend
Contracts) or publicholiday or on a day
Reg 12 (6), before a publicholidayunless it v
Clause is a planned interruption.
5.1.8.1(e)and
(f) AGA Code
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52. Energy Trading Licence If a licensee is under an Trading
Coordination | clauses.1 obligation toreconnect supply
(Customer and the customer makes a
Contracts) request for reconnection after
Reg 12 (6), 3.pm on a business day, the v
Clause5.2.2.2 licensee shalluse best
AGA endeavourstoreconnect the

customer as soon as possible on

Code the next business day.

53. Energy Trading Licence If a licensee uses arefundable | Trading
Coordination | clauses.1 advance to offset an amount
(Customer owed, it must provide tothe
Contracts) customer an account of it§ use v
Reg 13 (1), an d.pay any balance within 10
Clause 4.4.6.2 business days to the customer.
AGA Code

54. Energy Trading Licence A Ticensee must place Trading
Coordination | clauses.1 refundable advances in
(Customer separate trust accounts and v
Contracts) separately identify the amounts
Reg 13 (3) in itsaccounting records.

55- Energy Trading Licence A Ticensee must returninterest | Trading
Coordination | clauses.1 earnedon refundableadvances
(Customer accountstocustomers. v
Contracts)
Reg13(4)

56. Energy Trading Licence A licensee must inform Trading
Coordination | clauses.1 customers that the supply
(Customer chargeiseither for residential v
Contracts) or non-residential supply;
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Reg 14 (2) includes a specified fixed
component and specified usage
component; and describes the
circumstances a customer
needs tomeetto qualify for
residential tariffs.
57. Energy Trading Licence A licensee must give notice of Trading
Coordination | clauses.1 the tariffs charged and provide
(Customer these notices to customers
Contracts) without charge upon request.
Reg 14 (3), v
Clauses
4.1.2.1&
4.1.2.2
AGA Code
58. Energy Trading Licence A licensee must give notice of a | Trading
Coordination | clauses.1 variation in tariffs chargedand
(Customer provide thesenoticesto
Contracts) customers affected by the
Reg 14, cl}ange no later than the next v
Clause 4.1.3.1 bill.
& 4.1.3.2
AGA Code
59. Energy Trading Licence ATicensee mustissueabilltoa | Trading
Coordination | clauses.1 customer atleastonce every 3
(Customer months,unless agreed
Contracts) otherwise. v
Reg 15 (1),
Clause 4.2.1
AGA Code
Origin
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60. Energy Trading Licence A licensee must prepare a bill Trading
Coordination | clauses.1 in accordance with theterms
(Customer specified in the AGA code,
Contracts) including the inclusion of any
Reg 15 (1) refundable advance. v
Clause 4.2.3.1,
4.2.3.2
& 4.2.3.3
AGA Code
61. Energy Trading Licence A licensee must apply Trading
Coordination | clauses.1 paymentsreceived from a
(Customer customer as directed by the
Contracts customers (if thebill includes
Reg15 (1)) charges for other goods and v
Clause 4.2.32 services).
AGA
Code
62. Energy Trading Licence If a customer does not direct Trading
Coordination | clauses.1 how a paymentis tobe
(Customer allocated, a licensee mustapply
Contracts) the payment —
Reg 15 (1) and (6] tochargesforthe
(2) supply of gas before applying
any portion of itto such goods v
or services; or
if such goods or services
include electricity, tothe
charges for gas and thecharges
for electricity in equal
proportion before applying any
Origin
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portion of it toany other such
goods or services.
63. Energy Trading Licence A licensee must provide Trading
Coordination | clauses.1 available bill data to customers
(Customer upon request freeof charge
Contracts) subjecttoclause47 (2) and (4)
Reg 15 (1) and of the Energy Coordination
47 (2) (Customer Contracts) v
and (4), Regulations 2004.
Clause
4.2.3.4
AGA Code
64. Energy Trading Licence A licensee must base a Trading
Coordination | clauses.1 customer’s billon a meter
(Customer reading and meters mustbe
Contracts) read at least once per year. v
Reg 15 (1),
Clause 4.2.41
AGA Code
65. Energy Trading Licence A licensee, whoaccepts a Trading
Coordination | clauses.1 customer reading of the meter,
(Customer mustnotadjustthebillin
Contracts) favour of the licensee ifthe
Reg 15 (1), licensee subsequ ently discovers v
Clause thereading wasincorrect in
favour of the customer.
4.2.4.2
AGA Code
Origin
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66. Energy Trading Licence A licensee, who provides a Trading
Coordination | clauses.1 customer with an estimated bill
(Customer and issubsequently able to
Contracts) rea.d the meter, must adjust the
Reg 15 (1), es.tlmatedblll in accprdance v
Clause with the meter reading.
4.2.4.4
AGA Code

67. Energy Trading Licence A licensee must read a Trading
Coordination | clauses.1 customer’s meter upon request
(Customer and may impose a fee for doing
Contracts) SO.

v

Reg 15 (1),
Clause
4.2.4.5
AGA Code

68. Energy Trading Licence A Ticensee must offer payment | Trading
Coordination | clauses.1 in person and payment by mail.
(Customer
Contracts) v
Reg 15 (1),
Clause 4.3.21
AGA Code

69. Energy Trading Licence A licensee must offer customers | Trading
Coordination | clauses.1 whoare absent for along
(Customer period, paymentin advance v
Contracts) faci.liﬁeg and the.option of
Reg 15 (1), redirecting the bill.
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Clause

4.3.2.2

AGA Code

70. Energy Trading Licence A licensee must not terminatea | Trading

Coordination | clauses.1 contractifa customer commits

(Customer a breach of the contract (other

Contracts) than a substantial breach)

Reg 16 (3) unless
(a) thelicensee hasa v
rightto disconnect supply
under the contract,a written
law or a relevant code; and
thelicensee has disconnected
supply atall supply addresses
of the customer covered by the
contract.

71. Energy Trading Licence A licensee must provide a Trading

Coordination | clauses.1 customer

(Customer (a) a copy of their

Contracts) . > v
customer service charter=;

Reg19

(b) copies of regulations
or any relevant code;

2 Please note that the format and contents of the Customer Service Charteris not defined in the Energy Coordination (Customer Contracts) Regulations 2004.
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(c) information about
fees and charges payable
under the contract;
(d) with information on
energy efficiency;
(e) billing data; and
) with information on
Government Assistance
Programs and Financial
Counseling Services if
requestedby the customer.
72. Energy Trading Licence A licensee must offer a Trading
Coordination | clauses.1 customer whois experiencing
(Customer payment difficulties:
Contracts) installment plan options; right
Reg 20 (2) tohave 1?111 redlrgcted tothird v
Clause 4.3.5.1 person; 1nf0rmat10p or referral
AGA on government assistance
Code programs; and infor.mation on
independent financial
counseling services.
73. Energy Trading Licence A licensee must not supply gas | Trading
Coordination | clauses.1 tothe customer under a door to
(Customer door contractduring the
Contracts) cooling-off period unless the v v
Reg 27 (4) customer requests supply.
and 40(3)
74. Energy Trading Licence A licensee must not commence | Trading
Coordination | clauses.1 legal action in relation toa v
customer debtifthecustomer
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(Customer has enteredinto arrangements
Contracts) topay and is maintaining this
Reg20(3) arrangement.
and 48
75. Energy Trading Licence A licensee must onlyprovidea | Trading
Coordination | clauses.1 credit reporting agency with
(Customer default information relevant to
Contracts) one of theirbills. v
Reg 22 and 49
(2)
76. Energy Trading Licence A Ticensee must notify a credit Trading
Coordination | clauses.1 reporting agency immediately if
(Customer a customer has cleared their v
Contracts) debt.
Reg 49 (3)
77. Energy Trading Licence If a customer remedies a Trading
Coordination | clauses.1 default and demonstrates
(Customer extenuating circumstances, a v
Contracts) licensee must request the credit
Reg 49 (4) reporting agency toremove the
default record.
78. Energy Trading Licence A licensee must not refera Trading
Coordination | clauses.1 default toa credit reporting
(Customer agency that isthe subject of a v
Contracts) com plaint or matter of review.
Reg 49 (5)
79. Energy Trading Licence A licensee must include Trading
Coordination | clauses.1 information about its y
complaint handling process
and contact details of the
Origin
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(Customer energy ombudsmanon any
Contracts) disconnection warning given to
Reg 50 a customer.
8o. Energy Trading Licence When a non-standard contract | Trading
Coordination | clauses.1 is due toexpire, a licensee must
(Customer issue a notice in writing toa
Contracts) customer not more than
Reg 44 2 months and not less than one
month before the day on which
the contract is dueto expire (or
at the commencement of the v v
contractifthe contractisless
than 1 month)with information
about: the expiry date;
alternativesupply options,and
the terms and conditions for
continued supply post contract
expiry.
81. Energy Trading Licence Upon request, alicenseemust Trading
Coordination | clauses.1 provide a customer free of
Act section chargewith a copy of its
1M, customer service charter3 Obligation is not applicable as the customer service
Energy within2 business days of the charterisnolongerrequired
Coordination requ est.
(Customer
Contracts)

3 Please note that the format and contents of the Customer Service Charteris not defined in the Energy Coordination (Customer Contracts) Regulations 2004.
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Reg 45 (1)
82. Energy Trading Licence A licensee must from time to Trading
Coordination | clauses.1 time provide the customer with
Act section advice with their bill thata
11M, customer service charteris
available free of charge. Obligation is not applicable as the customer service
Energy charterisnolongerrequired
Coordination
(Customer
Contracts)
Reg 45 (2)
83. Energy Trading Licence Upon request, alicenseemust | Trading
Coordination | clauses.1 provide a customer with a copy
(Customer of the Energy Coordination
Contracts) (Customer Contract) v v
Reg 46 (1) & Regulations 2004 or arelevant
(2) code.
84. Energy Trading Licence A licensee must ensure thata Trading
Coordination | clauses.1 copy of the Energy
(Customer Coordination (Customer
Contracts) Contract) Regulations 2004 or v v
Reg 46 (4) arelevant code is available for
inspection at its offices at no
charge.
85. Energy Trading Licence A standardform contractmust | Trading
Coordination | clauses.1 include a provision that the
(Customer retailer or distributor must v v
Contract) provide,install and maintain
Origin
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3.1.1(a) up tothe pointof supply.
AGA Code

86. Energy Trading Licence A standardform contractmust | Trading
Coordination | clauses.1 include a provision that the
(Customer retailer or distributor must
Contract) provide,install and maintain v v
Reg 28, dause metering and necessary
3.1.1(b) equipment at the supply
AGA Code address.

90. Energy Trading Licence A licensee must ensure that Trading,
Coordination | clauses.1, any representatives seeking Distribution
(Customer Distribution Licence access tothesupply address
Contract) clauses.1 on its behalf wear, carry and Obligation is not applicable as it forms part of the
Reg 33 (3), show official identification. standard form contract which hasbeen approved by the
clause ERA.
3.5.2.2 AGA
Code

91. Energy Trading Licence A licensee must notify a Trading
Coordination | clauses.1 customer of any amendment to
(Customer a nonstandard contract. v v
Contract)
Reg 42

96. Energy Distribution Licence A licensee must comply and Distribution,
Coordination | clause1s.2 require its expert to comply Trading
Act section Trading Licence with the ERA’s standard v v
11M clause 16.2 guidelines dealing with the

performance audit.
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97. Energy Distribution Licence A licensee’s independent Distribution,
Coordination | clauseis.4 auditor mustbe approved by Trading
Act section Trading Licence the ERA prior to the audit. v
11M clause16.4
99. Energy Distribution Licence Unless otherwise specified, all Distribution,
Coordination | clause18 notices mustbe in writing and Trading
Act section Trading Licence will be regarded as having v
1M clause20 been sentand receivedin
accordance with defined
parameters.
100. Energy Distribution Licence A licensee andany related Distribution,
Coordination | clause19.1 body corporate mustmaintain | Trading
Act section Trading Licence accounting records that
1M clause21.1 comply with the Australian v
Accounting Standards Board
or equivalent International
Accounting Standards.
101. Energy Distribution Licence A licensee must report tothe Distribution,
Coordination | clause20 ERA ifthelicensee is under Trading
Act section Trading Licence external administration or
1M clause22.1 experiences a significant
changeinits corporate,
financialor technical v v
circumstances that may affect
thelicensee’s ability to meet its
obligations under this licence
within1o business days of the
change occurring.
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102. 4 Energy Distribution Licence A licensee must provide tothe | Distribution,
Coordination | clause21.1 ERA any information that the Trading
Act section Trading Licence ERA may require in
1M clause23.1 connection with its functions v
under the Energy
Coordination Act1994 in the
time, manner and form
specified by the ERA.
103. Energy Distribution Licence A licensee must publish any Distribution,
Coordination | clause22 information it is directed by Trading
Act section Trading Licence the ERA to publish, within the v
1M clause24 timeframes specified.
106. Energy Trading Licence A licensee must, ifdirected by | Trading
Coordination | clause12.2 the ERA,reviewthestandard
Act section form contractand submit to v v
1M the ERA the results of that
review within thetime
specified by the ERA.
107. Energy Trading Licence A licensee must comply with Trading
Coordination | clause12.3 any direction given by the ERA
Act section in relation tothe scope, v v
1M process and methodology of

the standard form contract
review.

4 PwC notes that based on our assessment of the inherent risk and control adequacy for obligation 102 the audit priority is a 4; however, the assigned audit priority is a 2 asdirected by the Authority.
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108. Energy Trading Licence A licensee must onlyamend Trading
Coordination | clause13.1 the standard form contract in
Act section accordance with the Energy v v
1M Coordination Act1994 and
Regulations.
109. Energy Trading Licence A licensee must maintain Trading
Coordination | clauseis.1and1s.2 supplytoa customerifit
Act section supplies, or within thelast12
11M months supplied, gas tothat v
customer’s premises unless
another supplier starts
supplying the customer.
110. Energy Trading Licence A licensee must provide the Trading
Coordination | Schedule 3 clause ERA within 3 business days of
Act section 1.5 a requestby the ERAwith
1M reasons for refusing to v v
commence supply toa
customerifrequested by the
ERA.
111. Energy Trading Licence A licensee must comply witha | Trading
Coordination | Schedule 3 clause direction from the ERA to
Act section 1.7 supply a customer, subject to v v
11M specified conditions.
112. Energy Trading Licence A licensee must provide Trading
Coordination | Schedule 3 clause reasonable information
Act section 2.1t02.2 relating toits activities under
1M thelicence as requested by the v
holder of adistribution licence
toenable for the safe and
efficient operation of the
relevant distribution system,
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providedsuch disclosuredoes
not prejudice the commercial
interests of the licensee.
113. Energy Trading Licence A licensee must notify the Trading
Coordination | Schedule 3 clause Minister at least one month
Act section 3.1 before a change to any price, y
11M price structure, fee or interest
rate under the standard form
contractistocome into effect.
114. Energy Trading Licence A licensee must comply with Trading
Coordination | clause19.1 the Gas Marketing Code of v
Act section Conduct.
11ZPP
115. Energy Trading Licence A licensee must ensure all Trading
Coordination | clause19.2 agents and employees comply
Act sections with the Gas Marketing Code v
11ZPP and of Conduct.
11M
116. Energy Trading Licence A retailer mustensure thatits Trading
Coordination | clause19.1 gas marketing agents com ply
Act section with Part 2 of the Code of
11ZPP Conduct. .
Code of
Conduct
clause2.1
117. Energy Trading Licence A retailer or gas marketing Trading
Coordination | clause19 agentmustensure that
Act section standardform contracts that v
11ZPP are not unsolicited consumer
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agreements are entered into in
Code of the manner and satisfying the
Conduct conditions specified.
clause2.2(1)
118. Energy Trading Licence A retailer or gas marketing Trading
Coordination | clause19 agentmustensure thatthe
Act section information specified in clause
11ZPP 2.2(2) is given to the customer
nolaterthan on or with the
Code of cu stpmer’s first bill, qnless the
Conduct retailer or gas marketing agent
1 has provided the information v
clause2.2(2) tothe customerin the
and clause preceding 12 monthsor
2.2(3) informed the customer how
the information may be
obtained (unless the customer
has requested toreceive the
information).
119. Energy Trading Licence A retailer or gas marketing Trading
Coordination | clause19 agentmustensure that
Act section nonstandard contracts that are
11ZPP not unsolicited consumer v
Code of agreements are entered into in
Conduct the manner anq satisfying the
conditions specified.
clause2.3(1)
120. Energy Trading Licence A retailer or gas marketing Trading
Coordination | clause19 agentmustensure thatthe
Act section information specified is v
11ZPP providedtothe customer
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Code of before enteringintoa non-
Conduct standard contract.
clause2.3(2)
121. Energy Trading Licence A retailer or gas marketing Trading
Coordination | clause19 agentmustobtaina
Act section customer’s verifiable consent
11ZPP that the information specified
Code of in clause 2.3(2) hasbeen
Conduct given, upless the retai!er or gas
clause2.3(3) m arketln_g agent provided thf: v
) information to the customerin
and clause the preceding 12 months or
2.3(4) informed the customer how
the information may be
obtained (unless the customer
requestedtoreceive the
information).
122. Energy Trading Licence A retailer or gas marketing Trading
Coordination | clause19 agentmustensure thatthe
Act section inclusion of concessionsis
11ZPP made clear toresidential
customers and any prices that v v
Code of exclude concessions are
Conduct disclosed.
clause2.4(1)
123. Energy Trading Licence A retailer or gas marketing Trading
Coordination | clause19 agentmustensure thata
Act section customerisable to contact the v
11ZPP retailer or gas marketing agent
on theretailer’s or gas
marketing agent’s telephone
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Code of number during thenormal
Conduct business hours of theretailer
clause2.4(2) or gas marketing agent for the
purposes of enquiries,
verifications and complaints.
124. Energy Trading Licence A retailer or gas marketing Trading
Coordination | clause19 agentwho contactsa customer
Act section for the purposes or marketing
11ZPP must, on request, provide the
customer with the retailer’s
Code of complaints telephone number, v
Conduct the gasombudsman’s
clause2.5(1) teleph one number and, for
) contactby a gas marketing
agent, the gasmarketing
agent’s marketing
identification number.
125. Energy Trading Licence A retailer or gas marketing Trading
Coordination | clause1ig agentwhomeetswith a
Act section customer face toface for the
11ZPP purposes of marketing must:
wear a clearly visible and v
Code of legible identity card showing
Conduct the information 'spf)(l:ified; a}(rlld
as soon as practicable provide
clause2.5(2) the custom%r,in writinpg, the
information specified.
126. Energy Trading Licence A retailer or gas marketing Trading
Coordination | clause19 agentwho visits a person’s v .
Act section premises for the purposes of
11ZPP marketing, must comply with
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any clearlyvisible signs atthe
Code of premisesindicating that
Conduct canvassing is not permitted or
clause2.6 noadvertising materialistobe
left atthe premises.
127. Energy Trading Licence A person who carries out any Trading
Coordination | clause19 marketing activity in the name
Act section of or for the benefit of a retailer
11ZPP or a gas marketing agentisto
betakentohave been v
Code of em p} oyed or authorise;d by the
Conduct retailer or gas marketing agent
tocarryoutthatactivity, unless
clause2.8 the contrary is proved.
128. Energy Trading Licence A gas marketing agent must: Trading
ﬁ?gg%ion clause19 * keeparecordofeach
complaint madeby a
1ZPP customer, or person
contacted for the
Code of purposes of marketing,
Conduct about the marketing
clause2.9 carriedoutby or on v
behalfof the gas
marketing agent; and
on request by the gas
ombudsman in relation toa
particular complaint, give to
the gasombudsman all
information thatthe gas
marketing agenthasrelating to
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the complaint within 28 days of
receiving the request.
129. Energy Trading Licence Any record that a gas Trading
Coordination | clause19 marketing agentisrequired to
Act section keep by the Code of Conduct,
11ZPP mustbe kept for atleast 2 years v
Code of after the lasttime the person to
Conduct whom the information relates
clause2.10 was contacted by or on behalf
of the gas marketing agent.
134. Energy Trading Licence If a retailer agrees tosell gasto | Trading
Coordination | clause2.1and a customer or arrange for the
Act section Schedule 2 connection of the customer’s
1M Compendium supply address, the retailer v v
clauses.1(1) mustforward the customer’s
request for the connection to
therelevant distributor.
135. Energy Trading Licence Unless the customer agrees Trading
Coordination clause2.1and otherwise, a retailer must
Act section Schedule 2 forward the customer’s request
11M Compendium for the connection tothe
clauses.1(2) relevant distributor that same v v
day, ifthe request isreceived
before 3pm on a business day;
or the next business day, ifthe
request is received after 3pm or
on a weekend or public hdiday.
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136. Energy Trading Licence A retailer mustissue a bill no Trading
Coordination | clause2.1and more than once a month unless
Act section Schedule 2 the conditions specified in v
1M Compendium 4.1(a)(i)-(iii) apply.
clause4.1(a)
137. Energy Trading Licence A retailer mustissue a bill at Trading
Coordination | clause2.1and least every 105 days unless the
Act section Schedule 2 conditions specified aremet. v
11M Compendium clause
4.1(b)
146. Energy Trading Licence A retailer mustissueabilltoa | Trading
Coordination | clause2.1and customer atthe address
Act section Schedule 2 nominated by the customer, v
11M Compendium clause which may be an email address.
4.4
147. Energy Trading Licence Unless the customer agrees Trading
Coordination | clause2.1and otherwise, a retailer must
Act section Schedule 2 include the minimum v
1M Compendium clause prescribed information in
4.5(1) clauses 4.5(1) (a)(cc) on the
customer’s bill
148. Energy Trading Licence Notwithstanding clause Trading
Coordination | clause2.1and 4.5(1)(bb), aretaileris not
Act section Schedule 2 obligedtoinclude a graph or y
11M Compendium clause bar charton the bill, if the bill
4.5(2) meets the criteria specified in
clauses 4.5(2)(a)-(c).
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149. Energy Trading Licence If a retailer identifies and Trading 4
Coordination | clause2.1and wishes tobill a customer for an
Act section Schedule 2 historical debt, the retailer
1M Compendium clause mustadvise the customer of the v v
4.5(3) amount of the historical debt
and its basis, before, with or on
the customer’s nextbill.
150. Energy Trading Licence A retailer mustbase a Trading 4
Coordination | clause2.1and customer’s billon the
Act section Schedule 2 distributor’s or metering
11M Compendium agent’s reading of the meter at
clause4.6(1) the customer’s supply address, v v
or the customer’s reading of the
meter provided theretailer and
the customer agreed that the
customer will read the meter.
152. Energy Trading Licence A retailer mustuse its best Trading 5
Coordination | clause2.1and endeavours to ensure that
Act section Schedule 2 metering reading data is v v
11M Com pendium obtained as frequently asis
clause4.7(1) required to prepare its bills.
153. Energy Trading Licence A retailer mustensure thatat Trading 5
Coordination | clause2.1and least once every 12 months it
Act section Schedule 2 obtains metering data in v v
11M Compendium accordance with clause4.6(1)
clause4.7(2) (a).
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154. Energy Trading Licence A retailer must give the Trading
Coordination | clause2.1and customer an estimatedbill in
Act section Schedule 2 the manner specified,ifthe v
11M Compendium retailer is unable to reasonably
clause4.8(1) base a bill on areading of the
meter.
155. Energy Trading Licence Where the customer’s bill is Trading
Coordination clause2.1and estimated, a retailer must
Act section Schedule 2 clearly specify on the .
1M Compendium customer’s billthe information
clause4.8(2) prescribed in clauses 4.8(2) (a)-
().
156. Energy Trading Licence Upon request, aretailer must Trading
Coordination | clause2.1and inform a customer of the basis
Act section Schedule 2 and the reason for the v
11M Compendium estimation.
clause4.8(3)
157. Energy Trading Licence If a retailer gives a customeran | Trading
Coordination clause2.1and estimatedbill, and themeteris
Act section Schedule 2 subsequently read, theretailer .
1M Compendium mustinclude an adjustment on
clause4.9 the next billto take account of
the actual meter reading.
158. Energy Trading Licence If a retailer has based a bill Trading
Coordination clause2.1and upon an estimation because the
Act section Schedule 2 customer failedto provide y
1M Compendium clause | accesstothemeter, and the
4.10 customer subsequ ently
requeststhe retailer to provide
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a bill based on a reading of the
meter and provides access to
the meter,andpays the
retailer’s reasonable charge for
reading the meter (if any), the
retailer must doso.
159. Energy Trading Licence If a customer requests the Trading
Coordination | clause2.1and meter tobe tested and pays a
Act section Schedule 2 retailer’s reason able charge (if y
1M Compendium any) for doing so, a retailer
clause4.11(1) mustrequest the distributor or
metering agent todoso.
160. Energy Trading Licence If the meteris tested and found | Trading
Coordination clause2.1and tobe defective, the retailer’s
Act section Schedule 2 reasonable charge for testing v v
1M Compendium clause | the meter (ifany)is tobe
4.11(2) refunded tothe customer.
161. Energy Trading Licence If a retailer offers alternative Trading
Coordination | clause2.1and tariffsanda customer applies
ActsectionM | Schedule2 toreceive an alternate tariff
Com pendium (and demonstrates tothe
clause4.12(1) retailer that they satisfy the
conditions of eligibility), a v v
retailer must change the
customer to an alternate tariff
within1o business days of the
customer satisfying those
conditions.
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162. Energy Trading Licence For the purpose of clause Trading
Coordination | clause2.1and 4.12(1), the effective date of
Act section Schedule 2 change in the tariff will be the
11M Compendium date on which the last meter
clause4.12(2) reading at the previous tariff v v
was obtained; or, if the change
requires an adjustmenttothe
meter at thecustomer’s supply
address, the date the meter
adjustmentis completed.
163. Energy Trading Licence If a customer’s gas use changes | Trading
Coordination | clause2.1and and the customerisnolonger
Act section Schedule 2 eligible to continue to receive
1M Compendium clause | an existing, more beneficial v v
4.13 tariff, aretailer must give the
customer written notice prior
tochanging the customertoan
alternative tariff.
164. Energy Trading Licence If a customer requestsaretailer | Trading
Coordination | clause2.1and toissuea final bill at the
Act section Schedule 2 customer’s supplyaddress, a
1M Compendium retailer must use reasonable v
clause4.14(1) endeavourstoarrange for that
final bill in accordance with the
customer’s request.
165. Energy Trading Licence If the customer’s account is in Trading
Coordination | clause2.1and credit atthe timeof account
Act section Schedule 2 closure, the retailer must, v
11M Compendium subjecttoclause4.14(3), at the
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clause4.14(2)

time of the final bill ask the
customer for instructions on
where to transfer the amount of
credit (based on clauses 4.14(2)
(a) or (b)), and pay the creditin
accordance with the customer’s
instructions within 12 business
days or another time agreed
with the customer.

Controlsrating
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165A.

Energy
Coordination
Act section
1M

Trading Licence
clause2.1and
Schedule 2

Compendium
clause4.14(3)

If the customer’s account is in
credit atthe time of account
closure and the customer owes
a debt tothe retailer, the
retailer may, with written
notice tothe customer, use
that credit toset offthe debt.
If after the set off, there
remains an amount of credit,
the retailer mustask the
customer for instructions in
accordance with clause4.14(2).

Trading

166.

Energy
Coordination
Act section
11M

Trading Licence
clause2.1and
Schedule 2
Compendium clause
4.15

A retailer mustreview the
customer’s billon request by
the customer, subjecttothe
customer paying the lesser of
the portion of the bill agreed to
not bein dispute or an amount
equal tothe average of the
customer’s billover the
previous 12 months, and

Trading
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paying any futurebills that are
properly due.
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167.

Energy
Coordination
Act section
11M

Trading Licence
clause2.1and
Schedule 2
Compendium
clause4.16(1)(a)

If a retailer is satisfied after
conducting a review of a bill
that the bill is correct, the
retailer

* may require a
customer to pay the
unpaid amount;

° mustadvise the
customer thatthe
customer may
request theretailer
toarrangea meter
testin accordance
with

applicablelaw; and

Must advise the customer of
the existence and operation of
theretailer’sinternal

com plaints handling processes
and details of any applicable
external complaints handling
processes.

Trading

168.

Energy
Coordination
Act section
11M

Trading Licence
clause2.1and
Schedule 2

If a retailer is satisfied after
conducting a review of a bill
that the bill is incorrect, the
retailer must adjust the bill in

Trading
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Compendium clause accordance with clauses 4.17
4.16(1)(b) and 4.18.
169. Energy Trading Licence Theretailer mustinform a Trading
Coordination | clause2.1and customer of the outcomedf the
Act section Schedule 2 review (of thebill) as soon as v
1M Compendium clause | Practicable.
4.16(2)
170. Energy Trading Licence If the retailer has not informed | Trading
Coordination clause2.1and a customer of the outcome of
Act section Schedule 2 the review within 20 business
1M Compendium clause days from the date of receipt of
4.16(3) therequestfor review under v
clause4.15,the retailer must
provide the customer with
notification of the status of the
reviewas soon as practicable.
171. Energy Trading Licence If a retailer proposes to Trading
Coordination clause2.1and recover an amount
Act section Schedule 2 underchargedasa resultof an
11M Compendium clause | €TOr defect or default for
4.17(2) which the retailer or
distributor isresponsible v
(including where a meter has
been found to be defective),
the retailer must follow the
procedure specified in clauses
4.17(2) (a)e).
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171A. Energy
Coordination
Act section
11M

Trading Licence
clause2.1and
Schedule 2

Compendium clause
4.17(3)

A retailer may charge the
customer interest or require
the customer topay a late
payment fee only if, after
notifying a customer of the
amounttobe recovered under
subclause (2)(c), the customer
has failedto pay the amount
and hasnotentered intoan
instalment planunder
subclause (2)(e).

Trading
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172. Energy
Coordination
Act section
11M

Trading Licence

clause2.1and

Schedule 2

Compendium

clause4.18(2)and
4.18(5)

If a customer (including a
customer who has vacated the
supply address) hasbeen
overchargedasa resultof an
error, defect or default for
which a retailer or distributor
is responsible (including
where ameter has been found
tobe defective), theretailer
mustuse its best endeavours
toinform the customer
accordingly within 10 business
days of the retailer becoming
awareof the error, defect or
default and, subject to clauses
4.18(6) and (7) askthe
customer for instructions as to
whether the amount should be
credited tothe customer’s

Trading
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account; or repaidtothe
customer.
Nointerestshall accrue toa
credit or refundreferred toin
this clause.
173. Energy Trading Licence If a retailer receives Trading
Coordination | clause2.1and instructions under clause
Act section Schedule 2 4.18(2), the retailer must pay
1M Compendium the amount in accordance with v
clause 4.18 thp cu stomer’§ instructions
4-18(3) within12 business days of
receiving the instructions.
174. Energy Trading Licence If a retailer does not receive Trading
Coordination | clause2.1and instructions under clause
Act section Schedule 2 4.18(2) within 5 business days
1M Compendium of making the request, the y
clause 4.18 retailer must use rgasonable
4.18(4) endeavoursto creditthe
amountovercharged tothe
customer’s account.
175. Energy Trading Licence If the overcharged amountis Trading
Coordination | clause2.1and less than $100, the retailer
Act section Schedule 2 may notify a customer of the
1M Com pendium overcharge by nolater than the
clause 4.18(6) next bill after the retailer v
became awareof the error, and
ask the customer for
instructions under clause
4.18(2), or creditthe amount
tothe customer’s next bill.
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175A. Energy Trading Licence If a customer has been Trading
Coordinaton | clause2.1and overchargedby the retailer, and
Act section Schedule 2 the customer owes a debt to the
1M Com pendium retailer, then provided the
clause 4.18(7) customeris not a re§idenﬁal
customer experiencing
payment difficulties or financial
hardship, the retailer may, with
written notice to the customer,
use theamount of the v v
overcharge toset off the debt
owed tothe retailer.
If, after theset off, there
remains an amount of credit,
the retailer must deal with that
amount of creditin accordance
with clause4.18(2); or 4.18(6)
where theamountisless than
$100.
176. Energy Trading Licence If a retailer proposestorecover | Trading
Coordination | clause2.1and an amount of an adjustment
Act section Schedule 2 which does notarise due to any
11M Compendium act or om iss}ion of Flhe v
customer, theretailer must
clause 4.19(1) follow the procedure specified
in clauses 4.19(1) (a)-(d).
177. Energy Trading Licence If after the meter reading a Trading
Coordination clause2.1and retailer becomes aware of an
Act section Schedule 2 amount owing tothe v
1M Compendium customer, theretailer must
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clause4.19(2) and
4.19(6)

useitsbest endeavoursto
inform the customer
accordingly within 10
business days of the retailer
becoming aware of the
adjustmentand, subject to
clauses 4.19(5) and 4.19(7),
ask the customer for
instructions as towhether
the amount should be -

* credited tothe
customer’s account;

* repaidtothe customer;
or

¢ Includedasa partof the
new bill smoothing
arrangementif the
adjustment arises under
clauses 4.3(2)(a)-(b).
Nointerestshall accrue toa
credit or refundreferred toin
this clause.

Controlsrating
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178.

Energy
Coordination
Act section
11M

Trading Licence
clause2.1and
Schedule 2
Compendium
clause 4.19(3)

If a retailer received
instructions under clause
4.19(2), the retailer must pay
the amount in accordance
with the customer’s
instructions within 12

Trading

Origin
PwC

55




Controlsrating

Ob Obligatio
, o De ptio
onditic onditic
B C D | N/P 4 | N/R
business days of receiving
theinstructions.
179. Energy Trading Licence If a retailer does not receive Trading
Coordination clause2.1and instructionsunder clause
Act section Schedule 2 4.19(2) within 5 business
11M Compendium days of making the request,
clause 4.19(4) the retailer mustuse v
reasonable endeavours to
credit the amount of the
adjustment tothe customer’s
account.
180. Energy Trading Licence If the adjustment amount Trading
Coordination | clause2.1and owing tothecustomeris less
Act section Schedule 2 than $100, the retailer may
1M Compendium notify thecustomer of the
clause 4.1 adjusUneqtby nolater than'
4-19(5) the next billafter the meteris
read, and
v
*  askthe customer for
instructionsunder
clause4.19(2); or
*  Credit the amount
tothe customer’s
next bill.
180A. Energy Trading Licence If the amount of the Trading
Coordination | clause2.1and adjustmentisan amount
Act section Schedule 2 owing tothecustomer, and the v
1M Compendium customer owes a dpbtto the
P retailer, then provided the
Origin
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clause 4.19(7)

customerisnot aresidential
customer experiencing
payment difficulties or
financialh ardship, the retailer
may,with written noticeto the
customer, use the amount of
the adjustment tosetoffthe
debt owed tothe retailer.

If, after theset off, there
remains an amount of credit,
the retailer must deal with that
amount of creditin accordance
with clause4.19(2); or 4.19(5)
where theamountisless than
$100.

Controlsrating

N/P

N/R

181.

Energy
Coordination
Act section
11M

Trading Licence
clause2.1and
Schedule 2

Compendium clause
5.1

The due date on the bill must
be atleast12 business days
from the date of that bill,
unlessotherwiseagreed with
the customer. The date of the
dispatch isthe date of the bill,
unlessthe retailer specifies a
later date.

Trading

182.

Energy
Coordination
Act section
1M

Trading Licence
clause2.1and
Schedule 2
Compendium clause
5.2

Unless otherwise agreedwitha
customer, a retailer must offer
the customer at least the
following payment methods:

* in person at1 or more
payment outlets located
withinthe Local

Trading
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Government District of
the customer’s supply
address;

* by mail;

* for residential
customers, by
Centrepay;

¢ electronically by means
of BPay or credit card;
and

By telephone by means of
credit card or debit card.

Controlsrating

N/P

N/R

183.

Energy
Coordination
Act section
11M

Trading Licence
clause2.1and
Schedule 2

Compendium
clauses.3

Prior to a direct debit facility
commencing, a retailer must
obtain the customer’s
verifiableconsentand agree
with the customer the date of
commencement of the direct
debit facility and the frequency
of the direct debits.

Trading

184.

Energy
Coordination
Act section
1M

Trading Licence
clause2.1and
Schedule 2
Compendium
clauses.4

A retailer mustaccept
payment in advancefrom a
customer on request. The
minimum amount a retailer
will accept an advance
payment is $20, unless
otherwise agreed with a
customer.

Trading
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185. Energy Trading Licence If a customerisunable to pay Trading
Coordination | clause2.1and by way of the methods
Act section Schedule 2 described in clause 5.2, due to
1M Compendium illness or absence, a retailer
clauses.5 mustoffer aresidential v
’ customer a redirection of the
customer’s billto a third
person, at no charge.
186. Energy Trading Licence A retailer mustnot charge a Trading
Coordination | clause2.1and residential customer a late
Act section Schedule 2 payment fee in the v
1M Compendium circumstances specified in
clauses 601 clauses 5.6(1)(a)-(d).
186A. Energy Trading Licence If a retailer has charged a late Trading
Coordination | clause2.1and payment fee in the
Act section Schedule 2 circumstances set outinclause
1M Compendium 5.6(1) (¢) because the retailer v v
clause 5.6(2) was not aware of the
" com plaint, the retailer must
refund the late payment fee on
the customer’s nextbill.
187. Energy Trading Licence If a retailer has charged a Trading
Coordination | clause2.1and residential customer a late fee,
Act section Schedule 2 a retailer mustnot chargean
1M Co di 1 additional late payment fee in
s.ér(lg))en I CIAUSE | elation to the same bill within v
5 business days from the date
of receipt of the previouslate
payment fee notice.
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188. Energy Trading Licence A retailer mustnot charge a Trading 4
Coordination | clause2.1and residential custom er more
Act section Schedule 2 than 3 late payment feesin
1M Com pen dium clause relation tothe same bill, or v v
5.6(4) more than 12 late payment
fees in a year.
1809. Energy Trading Licence If a residential customer has Trading 4
Coordination | clause2.1and been assessedasbeingin
Act section Schedule 2 financialhardship, a retailer
1M Compendium clause mustretrospectively waive any v v
5.6(5) late paymen.tfee charged to
the residential customer’s last
bill prior tothe assessment
being made.
190. Energy Trading Licence A retailer mustnot require a Trading 4
Coordination | clause2.1and customer who has vacated a
Act section Schedule 2 supply address,and whohas
1M Com pen dium clause given the retailer notice, to pay
5.7(1) for gas consumedatthe
customer’s supplyaddressin v v
the circumstances specified in
clauses.7(1), unless the
retailer andthe customer have
agreed toan alternative date.
191. Energy Trading Licence If a customer reasonably Trading 4
Coordination | clause2.1and demonstratestoa retailer that
Act section Schedule 2 the customer was evicted or v v
1M Compendium otherwise requiredto vacate a
clause 5.7(2) supply address, a retailer must
not require a customer topay
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for gas consumedatthe
customer’s supplyaddress
from the date the customer
gave theretailer notice.
192. Energy Trading Licence Noticeisgivenifa customer Trading
Coordination clause2.1and informs aretailer of the date
Act section Schedule 2 on which the customer intends
1M Compendium tovacate, or hasvacatedthe v
clause 5.7(3) su pply address, ar}d givesthe
retailer a forwarding address
towhich afinal bill may be
sent.
193. Energy Trading Licence Notwithstanding clauses 5.7(1) | Trading
Coordination clause2.1and and 5.7(2), aretailer must not
Act section Schedule 2 require a customer to pay for
1M Compendium gas consumed atthe v
1 customer’s supplyaddressin
clause 5.7(4) . o
the circumstances specified in
clauses 5.7(4) (a)-(c).5
195. Energy Trading Licence A retailler mustnot commence | Trading
Coordination clause2.1and proceedings for recovery of a
Act section Schedule 2 debt from aresidential v
11M Compendium customer who has informed a

retailer thatthe customeris

5 In accordance with clause 5.7(5), notwithstanding clauses 5.7(1), 5.7(2) and 57(4), a r etailer’s right to payment does not terminate withregard to any payment that was due up until the termination of the

contract.
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clause5.8(1) experiencing payment
difficulties or financial
hardship; or while a
residential customer continues
tomake payments under an
alternative payment
arrangement.
196. Energy Trading Licence A retailer must not recover or Trading
Coordination clause2.1and attempt torecover a debt
Act section Schedule 2 relating toa supply address
1M Compendium from a person other than the v
clause 5.8(2) customer with whom the
retailer has or had entered into
a contract for the supply of gas
tothat supply address.
196A. Energy Trading Licence If'a customer with a debt Trading
Coordination clause2.1and owing toaretailer requests the
Act section Schedule 2 retailer to transfer the debtto
1M Compendium another customer, theretailer v
clauses.9 mustobtamth.e other
customer’s verifiable consent
tothe transfer of debt.
198. Energy Trading Licence A retailer mustassess whether | Trading
Coordination | clause2.1and a residential customer is
Act section Schedule 2 experiencing payment
1M Compendium clause difficulties or financial
6.1(1) hardship, within 5 business
days from when the residential
customer informs the retailer
about the payment problems.
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If the retailer cannot make the
assessment within 5 business
days, it mustrefer the
customer toa relevant
consumer representativeto
make the assessment.

Controlsrating

N/P

N/R

198A.

Energy
Coordination
Act section
1M

Trading Licence
clause2.1and
Schedule 2
Compendium clause
6.1(2)

If a residential customer
provides the retailer with an
assessment from a relevant
consumer representative, the
retailer may adopt that
assessmentasits own
assessment for the purposes of
clause6.1(1) (a).

Trading

199.

Energy
Coordination
Act section
11M

Trading Licence
clause2.1and
Schedule 2

Compendium clause
6.1(3)

When undertaking an
assessment regarding payment
difficulties or financial
hardship, the retailer must,
unlessthe retailer adopts an
assessment from a relevant
consumer representative, give
reasonable consideration to
the information given by the
residential customer and
requestedor held by the
retailer; or advice given by a
relevant consumer
representative.

Trading
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200. Energy Trading Licence A retailer mustadvise a Trading 3
Coordination | clause2.1and residential customer on
Act section Schedule 2 request of thedetails of an v v
11M Com pendium assessment.
clause6.1(4)
200A. Energy Trading Licence If a retailerrefersaresidential | Trading 3
Coordination | clause2.1and customer toa relevant
Act section Schedule 2 consumer representative
11M : under clause
510;11522 dzl(lir)n 6.1(1)(b), the retailer must v v
’ grant the residential customer
a temporary suspension of
actions.
201. Energy Trading Licence If a residential custom er Trading 3
Coordination | clause2.1and informs aretailer that the
Act section Schedule 2 customer is experiencing
1M Compendium payment problems, the retailer
clause6.2(2) mustnotunreasonably deny a
: residential customer’s requ est
for a tem porary suspension of v v
actions,if thecustomer
demonstrates to the retailer
that the customer hasan
appointmentwith a relevant
consumer representativeto
assess the customer’s capacity
topay.
202. Energy Trading Licence A retailer mustallow a Trading 3
Coordination | clause2.1and tem porary suspension of v v
Schedule 2
Origin
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Act section Compendium actions for a period of atleast
11M clause6.2(3) 15 business days.
203. Energy Trading Licence If a relevant consumer Trading
Coordination clause2.1and representative is unableto
Act section Schedule 2 completethe assessment on
11M Compendium time and the consumer
clause6.2(4) representative or residential v v
customer requests for
additional time, a retailermust
give reasonable consideration
totherequest.
204. Energy Trading Licence If the assessment carried out Trading
Coordination clause2.1and under clause 6.1indicates to
Act section Schedule 2 theretailer that the
1M Com pendium residgnﬁa} customer is
experiencing payment
clause6.34) dif%icultia ogr%rfancial v
hardship, the retailer must
follow the procedure specified
in clause
6.3(1).°
205. Energy Trading Licence A retailer must offer a Trading
Coordination | clause2.1and residential customer whois
Act section Schedule 2 experiencing payment
1M Compendium difficulties or financial
hardshipatleastthe payment

6 In accordance with clause 6.3(2), clause 6.3(1) does not apply if a retaileris unable to make an assessment under clause 6.1 as aresult of an act or omission by a residential customer.
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clause6.4(1)

arrangements that are
specified in clauses 6.4(1)(a)
and (b).

Controlsrating
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N/R

206.

Energy
Coordination
Act section
1M

Trading Licence
clause2.1and
Schedule 2

Compendium
clause6.4(2)

When offering or amending
an instalment plantoa
residential customer a retailer
mustensurethat the
instalment planis fair and
reasonable taking into
account the customer’s
capacity topay and
consumption history, and
comply with clause 6.4(3).

Trading

2006A.

Energy
Coordination
Act section
11M

Trading Licence
clause2.1and
Schedule 2

Compendium
clause6.4(3)

If the residential customer
acceptsan instalment plan
offered by the retailer, the
retailer must provide the
information specified in
clauses 6.4(3)(a)(@)-(ii)
withing business days of the
customer accepting the plan
and notify the customer of
any amendmentstothe
instalment planatleasts
business days before they
come into effect (unless
agreed otherwise with the
customer) and provide the
customer with information
explaining the changes.

Trading
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207. Energy Trading Licence If a residential customer has Trading
Coordination | clause2.1and in theprevious 12 monthshad
Act section Schedule 2 2 instalment plans cancelled
11M Compendium duetonon-payment,a
clause6.4(4) retailer .does not have to offer
that residential customer
another instalment plan,
unlessthe retailer is satisfied
that the residential customer
will comply with the proposed
plan.
208. Energy Trading Licence A retailer must give Trading
Coordination | clause2.1and reasonable consideration to a
Act section Schedule 2 request by a customer, or a
11M Com pendium relevant (t:otqsunfler
representative, for a
clause6.6(1 reduction of the customer’s
fees, charges, or debt.
209. Energy Trading Licence In giving reasonable Trading
Coordination | clause2.1and consideration under clause
Act section Schedule 2 6.6(1), a retailer should refer
1M Compendium tothe hardship procedures
clause6.6(2) referred toin clause 6.10(3).
210. Energy Trading Licence If it is reasonably Trading
Coordination | clause2.1and demonstrated totheretailer
Act section Schedule 2 that the customer,
11M Compendium experiencing financial
clause6.7 hardship, 1sunable; tomeet
the customer’s obligations
under the previously elected
payment arrangement, a
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retailer must give reasonable
consideration to offering the
customer an instalment plan
or offering torevise an
existing instalment plan.
211. Energy Trading Licence A retailer mustadvise a Trading
Coordination | clause2.1and customer experiencing
Act section Schedule 2 financialh ardship of the v
11M Compendium options specified in clause
clause6.8 6.8.
212. Energy Trading Licence A retailer mustdetermine the | Trading
Coordination | clause2.1and minimum paymentin
Act section Schedule 2 advance amount for
1M Com pendium residential customers
experiencing payment v v
clause6.9(1) di f%icultis ogr Ii)'hi/ancial
hardshipin consultation with
relevant consumer
representatives.
213. Energy Trading Licence A retailer may apply different | Trading
Coordination | clause2.1and minimum paymentin
Act section Schedule 2 advance amounts for
1M Com pendium residential customers v v
experiencing payment
clause6.9(2) difP}iculties ogrrf)igancial
hardshipand other
customers.
214. Energy Trading Licence A retailer mustdevelop a Trading
Coordination | clause2.1and hardship policy andhardship v
Schedule 2 proceduresto assist
customers experiencing
Origin
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Act section Compendium financialhardshipin meeting
1M clause6.10(1) their financial obligationsand
responsibilities to the retailer.
215. Energy Trading Licence A retailer mustensure thatits | Trading
Coordination | clause2.1and hardship policy complies with
Act section Schedule 2 the criteria specified in clause v
1M Compendium 6.10(2).
clause6.10(2)
215A. Energy Trading Licence A retailer mustensure thatits | Trading
Coordination | clause2.1and hardship procedures comply
Act section Schedule 2 with the criteria specified in v
1M Compendium clause6.10(3).
clause6.10(3)
216. Energy Trading Licence If requested, a retailer must Trading
Coordinaton clause2.1and give residential customers
Act section Schedule 2 and relevant consumer v
1M Compendium representatives a copy of the
clause6.10(4) hardship policy, including by
post at no charge.
219. Energy Trading Licence If directed by the ERA, the Trading
Coordination | clause2.1and retailer must reviewits
Act section Schedule 2 hardshippolicy andhardship
1M Compendium procedures andsubmit to the v v
ERA the results of that review
clause6.10(6) e . .
withins business days after it
is completed.
220. Energy Trading Licence A retailer must comply with Trading
Coordination | clause2.1and the ERA’s Financial Hardship v
Schedule 2 Policy Guidelines.
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Act section Compendium
11M clause6.10(7)
220A. Energy Trading Licence If a retailer makes a material Trading
Coordination | clause2.1and amendmenttoits hardship
Act section Schedule 2 policy, the retailer must
1M ; submit a copy of the amended v v
Co d ; by an
mpendum policy tothe ERA within 5
clause6.10(8) .
business days of the
amendment.
221. Energy Trading Licence A retailer must consider any Trading
Coordination | clause2.1and reasonable request for
Act section Schedule 2 alternative payment v
1M Com pendium clause arrangements froma business
6.11 customer whois experiencing
payment difficulties.
222, Energy Trading Licence A retailer mustfollow the Trading
Coordination | clause2.1and procedures specified in clause
Act section Schedule 2 7.1(1) prior to arranging for
11M Com pendium disconnection of a customer’s
clause7. supply address for failure to
pay a bill. A customer has
failed topay abill in the
circumstances specified in
clause7.1(2).
223. Energy Trading Licence A retailer mustnot arrange Trading
Coordination | clause2.1and for disconnection of a
Act section Schedule 2 customer’s supplyaddress for v
1M Compendium f.?\ilure topaya bill in the.
clause7.2(1) circumstances specified in
’ clause7.2(1).
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225. Energy Trading Licence A retailer must not arrange Trading
Coordination | clause2.1and for the disconnection of a
Act section Schedule 2 customer’s supplyaddress for
1M Compendium denying accesstothe meter
1 unl&.ss. th(? conditions
clause74 specified in clause 7.4(1) are v v
satisfied. A retailer may
arrange for a distributor to
carry out 1or more of the
requirements referred toin
clause7.4(1) on behalfof the
retailer.
227. Energy Trading Licence A retailer or a distributor Distribution,
Coordination clause2.1and mustnotarrange for Trading
Act section Schedule 2 disconnection or disconnect a
1M Distribution Licence customer’s supplyaddressin
clause2.1and the circumstances specified in v
Schedule 2 clause7.6.
Compendium clause
7.6
228. Energy Trading Licence In the circumstances specified | Trading
Coordination | clause2.1and in clause 8.1(1)(a)-(c), a
Act section Schedule 2 retailer must arrangefor
1M Compendium clause reconnec’?on of the )
8.1(1) customer’s supplyaddressif v v
the customer makes a requ est
for reconnection, and paysthe
retailer’s reasonable charges
for reconnection (if any) or
acceptsan offer of an
Origin
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instalment planfor the
retailer’s reasonable charges
for reconnection.
229. Energy Trading Licence A retailer mustforward the Trading 4
Coordination | clause2.1and request for reconnection to
Act section Schedule 2 the relevant distributor that
11M Com pendium clause same bu.smess.daylfthe
8.1(2) request is received before
3pm on a business day; or no v v
later than 3pm on the next
business day if the request is
received after 3pm on a
business day, or on the
weekend or on a public
holiday.
231. Energy ] Trading Licence A retailer must give notice to Trading 4
Coordination | clause2.1and each of its customers affected
Act section Schedule 2 by a variation inits tariffsno v v
1M Compendium later than thenextbill in the
clause10.1(1) customer’s billing cycle.
232, Energy Trading Licence A retailer mustgive a Trading 4
Coordination | clause2.1and customer on request, at no
Act section Schedule 2 charge, reasonable
11M Compendium 1nfprm§tlon on theretailer’s v v
clause10.1(2) tariffs, 11.1clud1¥1g any
alternativetariffs thatmay be
available tothe customer.
233. Energy Trading Licence A retailer mustgive a Trading 4
Coordination | clause2.1and customer the information v v
Schedule 2 requestedon tariffs within 8
business days of the date of
Origin
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Act section Compendium receiptof the requestand, if
1M clause10.1(3) requested, a retailer must
provide the information in
writing.
234. Energy Trading Licence A retailer must, on request, Trading
Coordination | clause2.1and give a customer their billing
Act section Schedule 2 data. v
1M Compendium
clause10.2(1)
235. Energy Trading Licence A retailer mustgive the Trading
Coordination | clause2.1and requestedbilling data at no
Act section Schedule 2 chargeifa customer requests
1M Com pendium }h elr}?ﬂhnf data fpr aperiod v v
clause10.2(2) ess than theprevious 2 years
and nomore than once ayear,
or in relation to a dispute with
the retailer.
236. Energy Trading Licence A retailer must give the Trading
Coordination | clause2.1and requestedbilling data within
Act section Schedule 2 10 business days of the date of
1M Com pendium receiptof either theregue’st, v v
clause10.2(3) or payment of the retailer’s
reasonable charge for
providing the billing data.
237. Energy Trading Licence A retailer mustkeep a Trading
Coordination | clause2.1and customer’s billing data for 7
Act section Schedule 2 years. v
1M Compendium
clause10.2(4)
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PwC 73




Controlsrating

Ob Obligatio d
: ¥ De ptic Prig
onditio onditio
A B C D| N/P |1 2 | 3 4 | N/R
238. Energy Trading Licence A retailer mustgive a Trading 4
Coordination | clause2.1and residential customer on
Act section Schedule 2 request, atnocharge,
1M Com pen dium clause information on thetypes of
10.3 concessions available tothe
customer, and the names and v v
contactdetails of the
organisation responsible for
administering those
concessions (if not the
retailer)..
239. Energy Trading Licence A retailer must give, or make Trading 4
Coordination | clause2.1and available, toa customer on
Act section Schedule 2 request and at no charge,
1M Com pendium clause gen er.al 1nformap9n on: cost-
10.4 effe?tlve anfi efflc;entways: to v v
utilise gas (including referring
a customertoarelevant
information source) and the
typicalrunning costs of major
domestic appliances.
240. Energy Trading Licence If a customer asks for Trading 4
Coordination | clause2.1and information relating to the
Act section Schedule 2 distribution of gas, a retailer
11M Com pendium clause mustgive the information to v v
10.5 the customer or refer the
customer to the relevant
distributor for aresponse.
241. Energy Trading Licence A retailer must, within 3 Trading 4
Coordination | clause2.1and months of being subject tothe v v
Schedule 2 Compendium, lodgewith the
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Act section Compendium ERA, a gas customer safety
1M clause10.5A(1) awareness programme.
242, Energy Trading Licence A retailer must consult with Trading
Coordination | clause2.1and the ERA when preparing the
Act section Schedule 2 gas customer safety awareness v
1M Compendium programme.
clause10.5A(2)
243. Energy Trading Licence A gas customer safety Trading
Coordination | clause2.1and awareness programme is to
Act section Schedule 2 communicate information to
M| ampendon | rtomers e afen «
clause1o. -
5A@) address, at a minimum, the
information referredtoin
clause10.5A (3)(a)-(e).
245. Energy Trading Licence A retailer and distributor Distribution,
Coordination | clause2.1and must, tothe extent practicable, | Trading
Act section Schedule 2 ensure that any written
1M Distribution Licence information that must be given
clause2.1and toa customer by theretailer,
Schedule 2 distributor or gas marketing v
di ) agentunder the Gas Marketing
Compendium clause | (ode and the Compendium is
10.9 expressed in clear, simpleand
conciselanguageandisina
formatthat makesit easy to
understand.
Origin
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246. Energy Trading Licence A retailer mustadvise a Trading
Coordination | clause2.1and customer on requesthow the
Act section Schedule 2 customer can obtain a copy of
1M Distribution Licence | the Gas Marketing Code and
clause2.1and the Compendium; and make a v v
Schedule 2 copy of the Gas Marketing
. Code and the Com pendium
Compendium available on theretailer’s
clause10.10(1) website.
249. Energy A retailer and distributor must | Distribution,
Coordination | Trading Licence make available toa residential | Trading
Act section clause2.1and customer on request, at no
1M Schedule 2 charge, services that assist the
Distribution Licence residential customer in
clause2.1and interpreting information v
Schedule 2 providedby the retailer or
. distributor (including
Compendium independent multi-lingual and
clause10.11(1) TTY services,and large print
copies).
250. Energy Trading Licence A retailer and, if appropriate,a | Distribution,
Coordination | clause2.1and distributor must includeon a Trading
Act section Schedule 2 residential customer’s bill and
1M Distribution Licence bill related information,
clause2.1and reminder notice and
Schedule 2 disconnection warning the v
i teleph one numbers for:
Compendium
clause1o.11(2) * its TTY services;
* independent multi-lingual
services; and
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PwC 76




Controlsrating

Ob Oblig 0 d
> ¥ De ptio
onditic onditio
B C D | N/P 4 | N/R
Interpreter services with the
National Interpreter Symbol
and the words “Interpreter
Services”.
251. Energy Trading Licence A retailerand distributor must | Distribution,
Coordination | clause2.1and develop, maintainand Trading
Act section Schedule 2 implement an internal process
1M Distribution Licence | forh agdhn.g complaints and
clause2.1and resolving disputes. v
Schedule 2
Compendium
clause12.1(1)
252. Energy Trading Licence The complaints handling Distribution,
Coordination | clause2.1and process under clause 12.1(1) Trading
Act section Schedule 2 mustcomply with AS/NZS
1M Distribution Licence 10002:2014 an(fl a@dress,.at
clause2.1and theleast, the criteria specified
Schedule 2 in subclauses 12.1(2)(b)- v
Compendium ). . .
clause12.1(2) The complaints handling
process mustbe availableatno
cost tocustomers.
254. Energy Trading Licence When respondingtoa Distribution,
Coordination clause2.1and complaint, a retailer or Trading
Act section Schedule 2 distributor must advise the
11M Distribution Licence customer thatthe customer v
clause2.1and has theright tohave the
Schedule 2 complaint considered by a
. senior em ployee within the
Compendium retailer or distributor (in
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clause12.1(3)(a) accordance with its
com plaints handling process).
255. Energy Trading Licence When a complaint hasnot Distribution,
Coordination | clause2.1and been resolved internally in a Trading
Act section Schedule 2 manner acceptabletothe
1M Distribution Licence customer, a retailer or
clause2.1and distributor must advise the
Schedule 2 customer of the reasons for
. the outcome (on request, the
Compendium retailer or distributor must
clause121(3)() supply such reasonsin y
writing); and that the
customer has the rightto
raise the complaint with the
gas ombudsman or another
relevant external dispute
resolution body and provide
the Free call telephone
number of the gas
ombudsman.
255A. Energy Trading Licence A retailer or distributor must, Distribution,
Coordination | clause2.1and on receiptof a written Trading
Act section Schedule 2 complaint by a customer,
1M Distribution Licence acknowledge the com plaint
clause2.1and within1obusiness days and v
Schedule 2 respond tothe complaint
. within20o business days.
Compendium clause
12.1(4)
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256. Energy Trading Licence A retailer must comply with Trading 4
Coordination | clause2.1and any guideline developed by the
Act section Schedule 2 ERA relating to distinguishing
1M Compendium clause | customer queries from v v
12.2 customer complaints.
257. Energy Trading Licence A retailer, distributor and gas Distribution, | 4
Coordination | clause2.1and marketing agent must give a Trading
Act section Schedule 2 customer on request, at no
1M Distribution Licence | charge information that wil
clause2.1and assistthe customer in utilising v v
Schedule 2 the respective complaints
. handli .
Compendium clause andingprocesses
12.3
258. Energy Trading Licence When a retailer, distributor or Distribution, | 4
Coordination | .]auses.1and gas marketing agentreceivesa | Trading
Act section Schedule 2 com plaint that does not relate
11M o . toits functions, it mustadvise
Dl1str1bunon 51 CeNCE | the customer of the entity that v v
clause2.1an it reasonably considerstobe
Schedule 2 the appropriate entity todeal
Compendium clause | with the complaint (if known).
12.4
281. Energy Trading Licence A retailer anda distributor Distribution, | 4
Coordination clause2.1and mustprepare a report in Trading
Act section Schedule 2 respect of each reporting year
1M Distribution Licence | Settingouttheinformation v v
clause2.1and specified by the ERA.
Schedule 2
Origin
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Compendium clause
13.1
282. Energy Trading Licence A report referred toin clause Distribution,
Coordination | clause2.1and 13.1 must beprovided tothe Trading
Act section Schedule 2 ERA by the date, and in the v
1M Compendium clause | Manner and form, specified by
1 the ERA.
3.2
283. Energy Trading Licence A report referred toin clause Distribution,
Coordination | clause2.1and 13.1 must bepublished by the Trading
Act section Schedule 2 date specified by the ERA. v
1M Compendium clause
13.3
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4 Detailed findings, recommendations and
action plans

This sectionhasbeen structured in subsections for the relevant Codes and Regulationsagainst which we assessed Origin’s com pliance.
Assessment of compliance adequacy

¢ Findings-the auditorsunderstandingofthe processand any issues thathave beenidentified during the audit

¢ Recommendations - recommendationsforimprovement orenhancement of the process of control

The compliance and control adequacy rating have been summarised below for each sub-section below.

Origin
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T able 6: Detailed Recommendations

Licensereference & Summary of Observations & Recommendations
License Obligation

iori

Controls rating
Compliance
Rating

©
Z
o
3]
=]
o
5
g
&4

AuditPr

1. A licensee must pay the applicable fees in accordance 4 Through discussion with the Group Manager (Retail Compliance & Origin i N /P 1
with the Regulations. (Energy Coordination (Licensing Privacy)and examination of annual invoices and remittances for FY17 and
Fees) Regulations Clause4 & 5) FY 18, we determined that:
Energy Coordination e  Paymentis made in accordance with Origin’s accounts payable
Act section 11Q(1-2) process through SAP, typically following receipt of the applicable

invoicefrom the ERA, however should the ERA not provide an
applicable invoi ce, Origin is aware of and monitors its obligation
topay licence fees within one month of the licence anniversary.
e Thelicence fees due during the audit period were paidin
accordance with the requirements of the Regulations.

2. A'licensee must, subject to the regulations, not supply | 4 Through discussion with the Com pliance Analyst and examination of N/P 1
gas toa customer other than under a standard form or Origin’s customer account set up procedures, we determined that:
non-standard contract. e  Originsupplies gas tosmall use residential customers under a
Energy Coordination Act section 11WG(1) Standard Form Contract.

e Thelatestversion of the Standard Form Contracthas been
approvedby the ERA and located on each of the ERA’sand
Origin's websites.

e Originalsousesa Non-Standard Form Contract to supply gasto
small use residential customers at discounted rates

e Thenon-standard contract com plies with the Act

Origin only supplies gas to customers under a standard or non-standard

contract.
3. A licensee must comply with a direction given to the 4 Through discussion with the Com pliance Analyst and examination of N/P NR
licensee under section 11 WI. clause 25 of the standard form contract we determined that:

Energy Coordination A ct section 11WG(2)
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License Obligation

1011

AuditPr

Observations & Recommendations

Should the ERArequest changes tothestandard form contract, Originhas
processesin place toreview and progress, in accordance with section 11WI,
withinthe conditions specified by the ERA.

The Compliance Analyst confirmed (supported by the ERA website) that
the ERA reviewed its standard form contract during the audit period 30
May 2017.

Controls rating

Compliance
Rating

4. Gas is deemedtobe supplied under the standard form § 5 Through discussions with the Billing team and examination of Origin's N/P 1
contractifa customer commencestotake a supply of vacant premises procedures, we determined that Origin consider the
gas at premises without entering into a contract with customer tobe under a Standard Form Contract with Origin until the
theholder of a trading licence. customer contacts Origin regarding their account. Origin did notbill these
Energy Coordination customers or charge them any fees associated with a non-standard
Act section 11WK(1-2) contract. In addition Origin did not disconnect the supply for non -payment
for any vacant consumption customers during the audit period.
5. A standardform contract continues in forceuntil it is 5 Through discussion with Com pliance Analyst and examination of Origin’s { N /P 1
terminated or supply becomes subjecttoa non- connection and disconnection procedures, we determined that Origins’
standard contract with the supplier. processes outline that the Standard Form Contract continues tobe in force
Energy Coordination A ct section 11WK(3) unless:
e Thecustomerrequeststobe disconnected; or
e  Originprogresses with thedisconnection strategy due tonon-
payment; or
e Thesupplybecomessubjecttoa non-standard contract.
6. A licensee must take reasonablestepstominimisethe ; 5 The Industry and N etwork Relations manager con firmed that there were N/P N/R
extent of the duration of any interruption, suspension nointerruptions, suspensions or restrictions of thesupply of gastoa
or restriction of thesupply of gas due to an accident, customer due to an accident, emergency, potential danger or other
emergency, potential danger or other unavoidable unavoidable cause during theaudit period.
cause.
Energy Coordination A ct section 11X(3)
17. A licensee must pay the costs and expensesincurredin § 5 The Group Manager (Retail Com pliance & Origin Privacy) confirmedthat, { N/P N/R
the taking of an interest or easementin respect of land in relation tothe purposes of operating under the Licence, Origin had not
held by a publicauthority. taken an interestor easement in respect of land held by a public authority
Energy Coordination A ct section 11ZK(3) during the audit period
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Observations & Recommendations

Controls rating

Compliance
Rating

19. Energy Coordination Act section 11ZOR(2) The Australian Energy Market Operator (AEMO) was appointed asthe N/P
administrator of the approved retail m arket scheme covering the
distribution systemsin which Origin is licensed to operate.
From examination of the AEMO website and discussion with the Group
Manager, Retail and Com pliance, we confirmed that Origin was a member
of AEMO for the duration of the audit period.

20. A licensee must not engage in prohibited conduct 4 Prohibited conduct is defined by the Energy Coordination Acts.11ZOV as N/P 1
relating to the operation of a retail market scheme. preventing or hindering the operation of the retail market scheme.
Energy Coordination A ct section 11ZOV(1) The Group Manager (Retail Com pliance & Origin Privacy) advised that for

the period subject to audit, Origin has not engaged or assisted another

21. A licensee must not assist another party to engage in 4 party toengage in prohibited conduct relating to the operation of the retail
prohibited conduct relating to the operation of a retail market scheme.
market scheme.

oot : To monitor thisactivity Origin has a Retail Risk, Assurance & Com pliance
Energy Coordination A ct section 11ZOV(2 ) yongin |  RISK, ! pha

& 2) functions that meet formally with the Retail Leadership Team (Executive
General Manager and General Managers) every 2 months for a Retail RAC
governance forum.
Other attendeesincludethe IT and Cyber Security l eadership teams.
Discussion are held in regards to performance including any breaches
reported, issues, rulechanges, industry trends and regulatory landscape.
In addition to this, Retail operate a Retail Incident Forum (RIF) fortnightly
where matterslogged in the Retail Incident Management R egister (RIMs)
for root causeanalysis and resolution (including reporting asrequired) are
tracked through toresolution. Further, the Retail Com pliance team
manage a Retail Obligations Register and are engaged for advice on a
range of mattersincluding ruleinterpretation and compliance advice.

22, A licensee, as amember of a retail scheme, must 4 The Group Manager (Retail Com pliance & Origin Privacy) confirmedthat i N/P NR
comply with a direction given toitby the ERAto Origin hasnot been given a direction by the ERA to amend the scheme
amendthe scheme, and todo sowithin a specified withinthe audit period.
time.

Energy Coordination A ct section 11Z0Z(3)
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1011
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Observations & Recommendations

Controls rating

Compliance
Rating

24. Thelicensee mustnot supply gas to customers unless Through discussion with the Com pliance Manager and examination of N/P
thelicensee isa member of an approved Gas Industry Origin's Gas Trading Licenceand, its annual invoices and remittances for
Ombudsman Scheme andisbound by any decision or FY 17 and FY18 tothe ombudsman, we determined that Origin:
direction of theombudsman under the Scheme.
Energy Coordination Act section 11ZQH Is precluded by its gas trading licence from supplying gas to small use
customers unlessit isa member of the approved gas industry ombudsman
scheme.
As evidenced by the invoice and remittance we confirmed Origin was a
member of the ombudsman scheme during theaudit period.
29. A licensee supplying gas in an area referred toin 4 Through discussion with the Group Manager of Retail Com pliance and N/P 1
Regulation 3(a), (b), or (c) is required to have atleast examination of Origin's standard & non -standard form contracts and we
one capped tariff for any supply of gas in that area. determined that:
Energy Coordination Act section 11M e  Originsupplies gastothe Mid-West/South-West areas
Energy Coordination (Gas Tariffs) Regulations 2000 e  Originapplies capped tariffs tothe areas of supply
reg.5(1) e  Those tariffs donot exceed the regulated pricecap on gas tariffs
30. A'licensee isrequired to offer to supply gastoeach of 4 As Origin only began supplying gas in WA in May 2017 this obligation does : N/A N/A
its existing standard contract customers under the not apply toOrigin.
terms of the customer’s existing contractbutata
capped tariff unless the existing contract already
entitles the customer tobe supplied ata capped tariff.
Energy Coordination A ct section 11M
Energy Coordination (Gas Tariffs) Regulations 2000
reg. 6(2)
31. When offering tosupplygastoa new customer undera § 4 Through discussion with the Group Manager of Retail Com pliance, N/P 1
standardform contract, a licensee is to offer to supply examination of Origin's standard & non -standard form contracts, we
gas ata capped tariff. determined that Origin’s processes provide for:
Energy Coordination Act section 11M e  Tariffs (capped and not exceeding the regulated pricecap on gas
Energy Coordination (Gas Tariffs) Regulations 2000 tariffs) tobe set within Origin's SAP system and only amended
reg. 6(4) by the Pricing team with explicit m anagement approval.
e  Allexisting and new custom ers who are supplied gasunder a
standardform contracttobe offered gas supply at the capped
tariffs.
Those tariffs to be automatically attached to customer accounts.
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32.

Licensereference & Summary of

License Obligation

Without limiting subregulation (1),a customer contract
must prohibit a retail supplier, except in circumstances
where disconnection is required under the Gas
Standards Act 1972, from disconnecting supply or
causing disconnection to occur if —

(a) the customer has provided to the retail supplier a
written statement from a medical practitioner to the
effect that supply is necessary in order to protect the
health of a person wholives atthe customer’s supply
address; and

(b) the customer has entered into arrangements
acceptabletothe retail supplier in relation to payment
for gas supplied.

Energy Coordination (Customer Contracts)
Reg12(2)

1011

s AuditPr

Observations & Recommendations

Through examination of thenon-standard contract we confirmed that
clause18 of the contract states that Origin will not arrange for
disconnection of customers gas supply in the following circumstances:

e  healthreasons where a written statement from a medical
practitioner hasbeen provided stating the supply is necessary in
order toprotectthe health of a person wholives atyour Supply
Address;

e  Customer has entered into arrangements acceptable to Origin in
relation to payment for gas supplied.

Controls rating

N/P

Compliance

Rating

33. Before disconnecting supply for non-payment of abill, i 4 Through examination of thenon-standard contract we confirmed that N/P
a licensee must givea written reminder notice toa clause19 of the contract addresses Origins actions before they disconnect
customer notlessthan 14 business days after the day customers. Per the contract when a customer has not paid their bill Origin
on which a bill wasissued advising the customer that will provide the following information before disconnecting:
payment is overdueandrequiring payment to be made e awritten reminder notice not less than 14 Business Days after
on or before the day specified in the reminder notice the date on which the billwas issued, telling the customer thata
(beinga day not less than 20 business days after the payment is overdueand requiring payment by a specified date
billing day). (atleast 20 Business Days after thedate on which the bill was
Energy Coordination (Customer Contracts) issued).

Reg 12 (4)(a)

34. Before disconnecting supply for non-payment of abill, ; 4 Through examination of thenon-standard contract we confirmed that N/P
a licensee must givea disconnection warningtoa clause19 of the contract addresses Origins actions before they disconnect
customer notlessthan 22business days after the customers. Per the contract when a customer has not paid their bill by the
billing day advising the customer that disconnection date on the reminder notice Origin will provide the following information
will occur unless paymentis made on or before the day before disconnecting:
specified in the disconnection warning (being a day not ®  awritten disconnection warning notice not less than 22 Business
less than 10 business days after the day on which the Days after thedate on which the bill was issued, telling the
disconnection warning is given).
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1011

AuditPr

Observations & Recommendations

Controls rating

Compliance
Rating

Energy Coordination (Customer Contracts) customer thatthe will be disconnected unless they pay by a
Reg12(4)(b specified date (atleast 10 Business Days after the date the
disconnection warning was given).

35. A licensee must reconnect supply toa customer within ;| 5 Through examination of thenon-standard contract we confirmed that N/P 1
10 business days after disconnection for non-payment clause20 of the contract addresses Origins contract terms for recon necting
of a billif the customer pays theoverdueamount or customers. Per the contract when a customer requests a recon nection
makes an arrangement for its payment and the Origin mustreconnect the gas supply if:
customer has paid any applicablereconnection fee. e within1o Business Days after disconnection for non-payment of
Energy Coordination (Customer Contracts) a bill, the customer paystheoverdueamountor make an
Reg 12 (5)(a) arrangement with Origin for its payment;

36. A licensee must reconnect supply toa customer within | 5 Through examination of thenon-standard contract we confirmed that N/P 1
10 business days after disconnection for denial of clause20 of the contract addresses Origins contract terms for reconnecting
access toa meter,ifthe customer provides access to the customers. Per the contract when a customer requests a reconnection
meter and the customer has paid any applicable Origin mustreconnectthe gas supply if:
reconnection fee. e within1o Business Days after disconnection for denial of access
Energy Coordination (Customer Contracts) toa meter,the customer provides access to the meter.

Reg 12 (5)(b)

37. A licensee must reconnect supply toa customer within ;| 5 Through examination of thenon-standard contract we confirmed that N/P 1
10 business days after discon nection for unlawful clause20 of the contract addresses Origins contract terms for recon necting
consumption of gas, if the customer pays for the gas customers. Per the contract when a customer requests a recon nection
consumedandthe customer has paid any applicable Origin mustreconnectthe gas supply if:
reconnection fee. e within10 Business Days after disconnection for illegal use of gas,

Energy Coordination (Customer Contracts) the customer stops using gas illegally and pays for thegasused
Reg 12 (5)(c) or makes an arrangement with Origin to do so.
L]

38. A licensee must reconnect supply toa customer within | 5 Through examination of thenon-standard contract we confirmed that N/P 1
10 business days after discon nection for refusal to pay clause20 of the contract addresses Origins contract terms for recon necting
a refundableadvance, if the customer pays the customers. Per the contract when a customer requests a recon nection
refundable advanceand the customer has paid any Origin mustreconnect the gas supply if:
applicable reconnection fee. e within1o Business Days after disconnection for refusal to pay a
Energy Coordination (Customer Contracts) Security Deposit, a customer pays the Security Deposit.
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39. A licensee must reconnect supply toa customer within { 5 Through examination of thenon-standard contract we confirmed that N/P 1
20 business days after disconnection in an emergency clause20 of the contract addresses Origins contract terms for recon necting
situation or for health, safety or maintenance reasons, customers. Per the contract when a customer requests a reconnection
if the situation or problem giving rise to the need for Origin mustreconnect the gas supply if:
disconnection hasbeen rectified, and if the customer e  within20 Business Days after disconnection in an emergency
has paid any applicable reconnection fee. situation or for health, safety or maintenance reasons, the
Energy Coordination (Customer Contracts) situation or problem giving rise totheneed for discon nection
Reg 12 (5)(e) has been rectified.

40. A licensee must not disconnect supply to a customer 5 Through examination of thenon-standard contract we confirmed that N/P 1
whois unable to pay until: alternative payment options clause19 of the contract addresses Origins contract terms for
havebeen offered to the customer; the customeris disconnecting customers. Per the contract Origin will not disconnect until
given information on government funded con cessions; the following have occurred:
it hasused its best endeavours to contact the customer; For residential customers:
andithasprovided the customer a written noticeof its e offered an instalment plan or other payment option
intention to disconnect at least 5 business days prior to e providedinformation about government con cessions
the disconnection date,and the customer has refused For business custom ers:
toaccept the alternative payment option or failed to e offered an extension of time topay
make payments under it. For all customers:

Energy Coordination (Customer Contracts) e usetheirbestendeavoursto contact the customer

Reg 12 (6), e notdisconnect you until atleast one Business Day after the date

Clause5.1.1.2 AGA we say we will dosoin thedisconnection warning notice

Code e if an instalmentplan or other payment option is offered as
contem plated above, Origin will not disconnect if the customer

41. A Ticensee must not disconnect supply to a business 5 accept our offer, unless, after doing so the customer donot take "\/p 1
customer until: it has used its best endeavours to any reasonable action towards settling thedebt within the time
contactthe customer;ithas offered the customer an specified in the offer.
extension of time to pay the bill; and it has provided
the customer a written notice of its intention to As per clause 17 Origin will use their best endeavours to contact customers
disconnect atleast 5 business days’ notice prior tothe and give them five Business Days’ notice of their intention to arrangefor
disconnection date, and the customer has refused to disconnection.In addition clause 17 states that ifa customer’s meter has
accept the alternative payment option or failed to make not been able tobe read for the purposes of issuing three consecutive bills
payments under it. duetoa lackof accesstothe Supply Address. Origin can only arrange for
Energy Coordination disconnection in this instance if Origin have:
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(Customer Contracts) Reg12(6), given the customer a chanceto offer reasonable alternative
Clause5.1.1.3 AGA Code access arrangements;

42. A licensee must not disconnect supply toa customer 5 e on each occasion that your Supply Address could not be N/P 1
whodenies access toa meter until: the customer has accessed, given the customer five Business Days’ written notice
refused access on atleast 3 concurrent billing cycles, of the next scheduled meter reading andrequested accesstothe
the customer is given the option to offer alternative meter at thattime; and
access arrangements; the customer is provided written e usedourbest endeavoursto contactyou and given you five
advice on each occasion access was denied; ithas used Business Days’ notice of our intention to arrange for
its bestendeavours to contact the customer; and it has disconnection;
providedthe customer a written notice of itsintention
todisconnect at least 5business days prior tothe
disconnection date.

Energy Coordination (Customer Contracts)
Reg 12 (6), Clauses5.1.2.1&
5.1.2.2 AGA Code

43. A licensee who disconnectsin the event of an 5 Through examination of thenon-standard contract we confirmed that N/P 1
emergency must provide a 24 hour information clause17 of the contract addresses disconnecting customers. Per the
service, estimate the time when gas supply will be contractwhen a customer is to be disconnected Origin must supply the
restored and use best endeavours to restore supply following:
when theemergency is over.

e 24 hour information service, provided by the distributor
Energy Coordination (Customer Contracts) including information on thenature of theemergency and an
Reg 12 (6), Clauses5.1.3.1 & 5.1.3.2 of the AGA Code estimate of the time when supply will be restored.

e  Thedistributors mustusebest endeavours to reconnect

44. A Ticensee who disconnects supply for health and safety | 5 customers as soon as possible;
reasons must provide the customer written notice of e for health and safety reasons, exceptin an emergency or where
the reason; allow the customer 5 business days to thereis aneed toreducethe risk of fire or where required by the
remove thereason where the customer is ableto; and Regulatory Requirements:
after the 5 business days issued a notice tothe a. written notice of the reasons;
customer of itsintention to disconnect supply atleasts b. five Business Days toremove the reason (where customers
business days’notice prior tothe disconnection date. areabletodoso);and
Energy Coordination (Customer Contracts) c. attheend of thefive Business Days give customers another
Reg 12 (6), Clauses5.1.4.1& five Business Days’ notice of Origin intention to discon nect
5.1.4.2 AGA Code
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License Obligation

A licensee who disconnects supply for planned
maintenance must provide the customer 4 days written
notice; andusedbest endeavours to minimise
disruption andrestore supply.

Energy Coordination (Customer Contracts)
Reg 12 (6), Clauses5.1.5.1 &5.1.5.2 AGA Code

1011

AuditPr

Observations & Recommendations

d. Requirementstoprovide notice and providethe customer
with opportunity to remove the reason where the customer
is able

Where your Distributor intends to undertake inspections, repairs, testing
or maintenance of the distribution system the notice period will be:
e four daysfor planned maintenance and
e for anyotherwork,atleast24 hours or such longer period
specified by the Regulatory Requirements.

Distributor will use its best endeavours to minimiseinterruptions dueto
planned maintenance or augmentation and restore your gas supply as soon
as practicable.

Controls rating

Compliance
Rating

46. A licensee must not disconnect supply for failure by a 5 The Credit Insights Specialist, confirmed that Origin does not require N/P 1
customer to pay a refundable advance without giving a customers to pay a refundable advance as security over consumption in
written notice to the customer of its intention to case of default. However per thenon-standard contract clause 17 Origin
disconnect atleast 5 business days prior tothe may disconnect a customer if a custom er refused to provide a Security
disconnection date. Deposit solong as Origin provides the customer not less than five Business
Energy Coordination (Customer Contracts) Days’notice of our intention todo so.
Reg 12 (6), Clause 5.1.7.2 AGA Code

47. A licensee must not disconnect supply where the bill 5 Through discussion with the Credit Insights Specialist, we determined that ; N /P 1
owing islessthan the average bill over thepast12 Origin’s procedures donotallowa disconnection request tobe submitted if
months and the customer has agreed to pay. the outstanding bill is lower than the average bill for the past 12 months or

if Origin has entered a payment arrangement with the customer.
Energy Coordination (Customer Contracts) Service requ ests for disconnection. can only be submitted when Origi'nh as
Reg 12 (6), Clause 5.1.8.1(a) AGA Code g:xh austed its methods fqr contacting the customer .and the outstanding bill
: - - is greater than $300. Origin has not identified any instance where such

48. A li censee must not dlsqonnect supply where th.e issue i 5 procedures havenot been complied with. N/P 1
is the subject of complaint by the customer and is being
reviewed extglrnal!y and is not resol ved. Although thereisnointernal policy regarding not disconnecting customers
Energy Coordination (Customer Contracts) when bills owed are less than the average bill over the past 12 months the
Reg 12 (6), Clause 5.1.8.1(b) AGA Code
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49. A licensee must not disconnect supply where an 5 disconnection checklist ensure customers who have committedtoa N/P
application for a government concession has not been payment plan are not disconnected.
decided.
Energy Coordination (Customer Contracts) As per the non-standard contract clause 18 Origin will not disconnect
Reg 12 (6), Clause 5.1.8.1(c) AGA Code customers in the following circumstances:

50. A licensee must not disconnect supply where a 5 e wheretheamountoutstandingislessthan an averagebill over N/P 1
customer has failed to pay a debt that is not a direct thelast12 months and the customer has agreedtorepay the
service charge. amount;
Energy Coordination (Customer Contracts) . if the customer has made a complaint which remains unresolved
Reg 12 (6), Clause 5.1.8.1(d) AGA Code and the complaintis directly related to the reason for the

proposed disconnection;

51, 'ATicensee must not disconnect supply after gpm on 5 e  wherethecustomer has made an application for a government N/P 1
any day; and noton a Friday, weekend or public concession or grantand the application has not been decided;;
holiday or on a day before a public holiday unlessit is a e  wherethecustomer has failed to pay an amount on a bill which
planned interruption. does not relate to the supply charge, energy usage chargeor
Energy Coordination (Customer Contracts) other charges contemplated by the Regulatory Requirements;
Reg 12 (6), Clause 5.1.8.1(e) and (f) AGA Code e after 3pm on a weekday;

e on a Friday, aweekend, a publicholiday or the day beforea
publicholiday.

52. If a licensee is under an obligation to reconnect supply i 5 Through examination of thenon-standard contract we confirmed that N/P 1
and the customer makes a request for reconnection clause20 of the contract addresses Origin’ contract terms for reconnecting
after 3pm on abusiness day, the licenseeshall use best customers. Per the contract when a customeristobe reconnected and the
endeavourstoreconnectthe customer assoon as request was after 3pmona business day, Origin must ask the Distributor
possible on the next business day. toreconnect customer assoon as possible on the next Business Day
Energy Coordination (Customer Contracts)
Reg 12 (6), Clause 5.2.2.2 AGA Code

53. It a l1censee uses a refundableadvance to offsetan 5 The Credit Insights Specialist con firmed that Origin does not require N/P 1
amountowed, it must provideto the customer an customers to pay a refundable advance as security over consumption in
account of its use and pay any balance within 10 case of default.
business daystothe customer.

Through examination of thenon-standard contract we confirmed that
clause6 of the contract addresses Origins contract terms for security
Energy Coordination (Customer Con tracts) gepOS}t's. Perthecontract the following conditions arein place for security
eposit:
Reg 13 (1), Clause 4.4.6.2 AGA Code
Origin
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54. A licensee must place refundable advanoes inseparate | 5 If Origin uses a customer Security Deposit or any interestto
trustaccounts and separately identify the amountsin offset amounts owed to them they tell the customer and refund
its accounting records. them thebalance of the Security Deposit (if any) within 10
Energy Coordination (Customer Contracts) Business Days
Reg 13 (3) e  Origin mustkeepany Security Deposit in a separate trust

account and separately i dentify the Security Depositin their

55. ATicensee must return interest earned on refundable 5 accounting records . . .

advances accounts to custom ers. e  If Origin nolonger require the Security Deposit, they’ll return it
and any interest through a credit on the customer’s bill, or if the
customer has closed their account, through Origin’s standard
o processes torefund account credits.
Energy Coordination (Customer Contracts)
Reg13(4)

56. A licensee must inform customers that thesupply 5 Through discussion with the Credit Insights Specialist and observation of N/P 1
chargeiseither for residential or non residential Origin’s training materials, customer welcome pack and publicly available
supply; includes a specified fixed component and information on the Origin website, we determined that Origin provides a
specified usage component; and describes the breakdown of supply charges by contract type, in accordancewith the
circumstances a customer needs to meet to qualify for requirement of Regulation 14(2).
residential tariffs.

Energy Coordination (Customer Contracts) Per the non-standard contract clause 8, if a customer is a Small Customer,

Reg 14 (2) the supply charge and energy usage charges are either residential or non-
residential charges. A customer must pay the residential Chargesifthey
are a Residential Customer and the non-residential Charges if they are not.

57. A Ticensee must give notice of the tariffs charged and 5 Through examination of thenon- standard contract clause 8 Origin will N/P 1
provide thesenotices to customers without charge give notice of the chargesin the Government Gazette, newspaper, a notice
upon request. tothe customer or as agreed with the Economic Regulation Authority.

Energy Coordination (Customer Contracts) Customers can also ask Origin to send them a copy of the Chargesatno
Reg 14 (3),Clauses 4.1.2.1 & 4.1.2.2 charge.
AGA Code

58. A licensee must give notice of a variation in tariffs 5 Through examination of thenon-standard contract clause 9 allowsforthe i N/P 1
charged and providethese notices to customers notice of variation tobe provided, nolater than the customer’s next bill.
affected by thechange nolater than the next bill.

Energy Coordination (Customer Contracts)
Reg 14, Clause 4.1.3.1& 4.1.3.2
Origin
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59.

A licensee must issue a bill to a customer at least once
every 3 months, unless agreed otherwise.

Energy Coordination (Customer Contracts)

Reg 15 (1), Clause4.2.1 AGA Code

Through examination of thenon- standard contract clause 10 the Billing
Period will beatleastevery three months.

NP

60.

A licensee must prepare a bill in accordance with the
terms specified in the AGA code, including the
inclusion of any refundable advance.

Energy Coordination (Customer Contracts)

Reg 15 (1), Clause4.2.3.1, 4.2.3.2 & 4.2.3.3 AGA Code

Through examination of thenon- standard contract clause 12 the Content
of customers bill will include the following in accordance with the AGA

code:

the dates and values of previous and current meter readings or
estimates;

usage, or estimated usage;

the number of days covered by the bill;

Charges;

meter or property number;

the amount due;

the Due Date;

a summary of the payment methods and instalment payment
options available;

Supply Address and any relevant mailing address;

name and account number;

a statement that the late payment fee may apply for payments
after the Due Date;

the averagedaily usage and cost;

the amount of arrears or credit;

details of any Security Deposit you have provided;

the amount of any other charge and details of the service
provided;

if e a Residential Customer, a referenceto any concessions
available to the customer and any Government concessions that
may be available;

the telephone number for billing and payment enquiries;

a 24 hour contact telephone number for faults and emergencies;
that a customer may ask to havetheir meter testedsolong as, if
Origin ask the customer to, they first pay the feefor doing so and

NP
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that the fee will be refundedifthe meter is not foundto be
working accurately;

e theavailability of interpreter services; and

e atelephone number tocontact if you are experiencing financial

difficulties.

Controls rating

Compliance
Rating

61. A Ticensee must apply payments received from a 5 Through discussion with the Com mercial Retail Analysts we confirmed N/P 1
customer as directed by the customers (if the bill that Origin does not currently offer its gas customers oth er goods and
includes charges for other goods and services). services not relating to gas services.

Energy Coordination (Customer Contracts) Through examination of thenon- standard contract clause 12 Origin will
Reg 15 (1), Clause4.2.3.2 AGA Code include any other amounts on a bill for other goods or services provided

62. If a customer does not direct how a payment istobe 5 unless agreed otherwise Origin will separately itemise those amounts on
allocated, a licensee must apply the payment — the bill and include a description of the goods and services. Origin will
(i) to charges for the supply of gas before apply payments as directed by the customer, or if they donot give any
applying anyportion of it to such goods or services; or direction:

(ii) if such goods or servicesinclude e tothecharges and feessetoutin clause 8 before applying any

electricity, tothe charges for gas and the charges for payment totheamounts for other goods or services; or

electricity in equal proportion before applying any e if thegoods or servicesinclude electricity, equally to the

portion of it to any other such goods or services. amounts referred toaboveandtothe amounts for el ectricity
before applying any payment to any other goods or services.

Energy Coordination (Customer Contracts) Reg 15 (1)

and (2)

63. A licensee must provide available bill data to customers ;| 5 Through examination of thenon- standard contract clause 13 upon N/P 1
upon request freeof chargesubjectto clause 47 (2) and customer request Origin must provide a customer their Billing Data.If the
(4) of the Energy Coordination (Customer Con tracts) requested Billing Datais (Reg 15):

Regulations 2004. e for a period lessthan the previous twoyears and no more than
Energy Coordination (Customer Contracts) Reg 15 (1) once a year; or
and 47 (2)and(4), Clause 4.2.3.4 AGA Code e in relation toadispute with Origin, they will not charge the
customer for providing the data. Oth erwise they may ask the
customer to pay areasonable charge.
Any requests for billing data Origin will use best endeavours to supply the
customer with the requested data. A charge may be imposed on the
customer for the data. For instances where the customer hasrequested
billing data in relation to a complaint no charges will be imposed to the
customer. (Reg 47)
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A licensee must base a customer’s billon a meter
reading and meters mustbe read atleastonce per year.
Energy Coordination (Customer Contracts)

Reg 15 (1), Clause 4.2.4.1

GA Code

1011

AuditPr

Observations & Recommendations

Through examination of thenon- standard contract clause 10 a customer
meter willbereadatleastoncea year.

Controls rating

N/P

Compliance
Rating

65. A'Ticensee, who accepts a customer reading of the 5 The Commercial Retail Analysts confirmed that Origin does not accepta N/P 1
meter, mustnot adjustthe billin favour of the licensee customer meter reading as an actual read. ATCO Gas requires areadtobe
if the licensee subsequently discovers the reading was performed by a meter reader before a customer’s read will be updated.
incorrect in favour of the customer.
(Customer Contracts) Reg15(1), Clause 4.2.4.2 AGA Per the non-standard contract clause 10 a bill isbased on an estimate of
Code usage and an adjustment will bemade on cethe measurement of actual
usage is obtained unless:
e estimatedbill wasyour final bill; or
e  Originaccept customers reading of their meter as the meter
reading tobase their bill on and the later reading reveals an
error in the customers favour
66. A licensee, who provides a customer with an estimated | 5 Through examination of thenon- standard contract clause 10 when a billis ;| N /P 1
bill andis subsequently able toread the meter, must based on an estimate of usage and Origin later have a measurement of
adjustthe estimated bill in accordance with the meter actual usage:
reading. . for a Small Customer Origin will adjusta subsequentbill for the
Energy Coordination (Customer Contracts) difference; and
Reg 15 (1), Clause 4.2.4.4 AGA Code e  for Other Customer Origin may adjust a subsequent bill for the
difference ifthis is reasonable in the circumstances,
67. A licensee must read a customer’s meter upon request § 5 Through examination of thenon- standard contract clause 10 when a N/P 1
and may impose a fee for doing so. Customer ask Origin toreplace an estimated billwith a bill based on a
Energy Coordination (Customer Contracts) reading of their meter, then solong as they allow access to their meter and
Reg 15 (1), Clause 4.2.4.5 AGA Code pay any reasonable charge Origin request, they will doso
68. A licensee must offer paymentin person and payment ; 5 Through examination of thenon- standard contract clause 11a customer N/P 1
by mail. mustpay each bill in full by the Due Date or make paymentsin accordance
Energy Coordination (Customer Contracts) with their payment schedule or instalment plan. Customer can pay their
Reg 15 (1), Clause 4.3.2.1AGA Code bill:
e over the counterin person ata third party retailer or outlet
specified on your bill; or
e bymail;or
e by anyof theother optionslisted on your bill
Origin
PwC 95



69.

Reference No

Licensereference & Summary of
License Obligation

A licensee must offer customers who areabsent for a
long period, payment in advance facilities and the
option of redirecting the bill.

Energy Coordination (Customer Contracts)

Reg 15 (1), Clause 4.3.2.2 AGA Code

1011

AuditPr

Observations & Recommendations

Through examination of thenon- standard contract clause 11a customer
may ask Origin if they wish want to pay their bill in advance or have their
bill redirected.

Controls rating

N/P

Compliance
Rating

70. Alicensee must not terminate a contractif a customer | 5 Through discussion with the Group Manager, Retail Com pliance & Origin i N /P 1
commits a breach of the contract (other than a Privacy and consideration of Origin’s disconnection processes, we
substantial breach) unless — determined that:
(a) thelicensee hasa rightto disconnect Origin’s processes provide for:
supply under the contract, a written law or a relevant e Disconnection of a customer tobe Origin's lastresort
code; and e Disconnection toonly be effectedifa customer breaches the
(b) thelicensee has disconnected supply atall conditions of the contract
supply addresses of the customer covered by the e  Credit Managementstaffto only request disconnection of
contract. o customers for specified reasons, in accordance with the
Energy Coordination Customer Contracts) Reg 16 (3) Compendium.
Per the non-standard contract clause 21 Origin may end the agreement if
the customer commits a substantial breach in addition clause 17 sets out
Origin's right to disconnect supply under the contract as well as the
circumstances in which disconnection might occur.
71. A Ticensee must provide a customer 5 Through inspection of the Non Standard Form Contract it was determined ; N /P 1
(a) a copy of their customer service charter7; that Origin provides custom ers with a the following i nformation upon
(b) copies of regulations or any relevant code; request:
(c) information about fees and charges e acopy of the Energy Coordination (Customer Contracts)
payable under the contract; Regulations 2004;
(d with information on energy efficiency; e  acopy of the 2015 and 2017Gas Marketing Code of Conduct
(e) billing data; and (which Origin must complywith) andinformation about the
(63) with information on Government scope of this code;
Ass1§tan§e Programs and Financial Counseling e acopy of the Com pendium of Gas Customer Licence Obligations;
Services if requested by the customer.
7 Please note that the format and contents of the Customer Service Charteris not defined in the Energy Coordination (Customer Contracts) Regulations 2004.
Origin
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Energy Coordination (Customer Contracts) Reg 19 information about the Charges andfees payableunder this
Agreement,including alternative tariffs that may be available to
the customer;
e information about service levels that may apply toyou;
e information about energy efficiency;
e Billing Data;
e contactdetails for obtaining information about Government
assistance programs or financial counselling services; and
e general information about our gas customer safety awareness
program.
72. A licensee must offer a customer whois experiencing 5 Through examination of thenon- standard contract clause 14a customer N/P 1
payment difficulties: installment plan options; rightto whois experiencing payment difficulties will be offered:
have bill redirected to third person; information or e installment plan options;
referral on government assistance programs; and e righttohave billredirected to third person;
inf OI:matiOD on independent financial counseling information or referral on government assistance programs; and
services. information on independent financial counseling services.
Energy Coordination (Customer Contracts) Reg 20 (2)
Clause 4.3.5.1AGA Code
73. A Ticensee must not supply gas tothecustomer undera | 5 The Commercial Retail Analysts confirmed that Origin did not engage in N/P N/R
door todoor contract during the cooling-off period door to door marketing during the audit period.
unlessthe customer requests supply.
Energy Coordination (Customer Contracts) Reg 27 (4)
and 40(3)
74. A licensee must not commence legal action in relation 5 Per Origin’s non-standard contract (clause11) Originwon 't commence N/P 1
toa customer debt if the customer has enteredinto legal proceedings against a customer for an unpaid amount if (Regulations
arrangements to pay and is maintaining this 20(3)):
arrangement. e Thecustomerhasentered into an instalment planfor the
amountandthey are complying with that plan; or
® Thecustomerisa Residential Customer andhasinformed Origin
that they are experiencing Payment Difficulties or Financial
Hardship.
Origin
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Reference No

Licensereference & Summary of
License Obligation

A licensee must onlyprovide a credit reporting agency
with default information relevant to one of their bills.
Energy Coordination (Customer Contracts)

Reg 22 and 49(2)

1011

AuditPr

Observations & Recommendations

Through discussion with the Credit and Insights Specialists and
examination of Origin’s procedures and policies published online we
determined that Origin uses Equifax andIllion as their creditreporting
agencies and various external debt collectors including; Probe, ARL,
Recoveries Corp and Milton Graham. Origin’s default proced ures require
staffto:
e Only log relevant bill information with the credit reporting
agencies
e  Update the default payment status within the system within 4
business days of receiving payment
¢ Remove thedefault on the customer’s accountifthe accountis
remedied

The Credit and Insights Specialists also confirmed that Origin:
e  Can lodge a default, following prior notification to the defaulter
for amounts of $150 or above
e  Has taken the business practice of not lodging a default against a
customer unless the debtis above $150
e  Hasnotidentified any instance where its default procedures
have not been com plied with.

Per the non-standard contract clause 31 Origin will comply with the
Privacy Act 1988 (Cth) and the Australia Privacy Principlesin relation to
customer personal information. In particular, they will keep your personal
information confidential and secure and only disclose it to the peoplewho
need toknow the information and as otherwisesetoutin the non-
standard contract agreement and Origin’s privacy policy.

Their credit reporting statement (which is Origin’s credit reporting
policy) explains how Origin will:
e determinecreditworthiness by doing a credit assessment;
e disclose credit information and when they disclose it to third
partiesincluding creditreporting bodies;
e disclosure may affect creditworthiness, and
e howtoaccess, correct or complainabouttreatment of credit
information.

Controls rating

N/P

Compliance

Rating
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76.

A licensee must notify a credit reporting agency
immediately ifa customer has cleared their debt.
Energy Coordination (Customer Contracts) Reg 49 (3)

77-

It a customer remedies a default and demonstrates
extenuating circumstances, a licensee must requ est the
credit reporting agency to remove thedefault record.
Energy Coordination (Customer Contracts) Reg 49 (4)

78.

A licensee must not refer a defaulttoa creditreporting
agency that is the subject of a complaint or matter of
review.

Energy Coordination (Customer Contracts) Reg 49 (5)

Confirmedwith Creditand Insights Specialists that during the audit
period, that in instances where the customer had cleared their debt, Origin
updatedthe default payment status in the system within 4 business days of
receiving payment. In addition Originhad the following procedures in
place:

e  Reviewof amonthly reconciliation reportbetween the credit
bureausto SAP toidentify any discrepancies

e Accounts are locked when customers were disputing or had an
unresolved query, prohibiting default processes tobe placed on
the account.

e Instanceswhere customers disputed the default, Origin had a
checklist tofollowin order todiscuss and decide as well asto
update/remove or leave the default

e  When a customer remedies the default by paying defaulted
amount, the default will be updated to “paid” status via the
credit reporting agencies.

. Where a customer may demonsstrate extenuating circumstances;
Origin has procedures in placeto request thereporting agency to
remove these customers from the default record. Note no
instances of this occurred during the audit period.

NP

79-

Alicensee must include information aboutits
complaint handling process and contact details of the
energy ombudsmanon anydisconnection warning
giventoa customer.

Energy Coordination (Customer Contracts) Reg 50

Through discussion with the Credit Insights Specialist and sample testing
of disconnectionsitwas determined that Origin has establishedand
applied processes toinform customers of their ability to make a com plaint
toOrigin or refer to the Ombudsman. The warning includes the following:
. Ombudsman contact details
e  How customers can contact Origin for any questions or
complaints

Thereforeall required information per regulation 50 is provided on the
disconnection warnings.

7P

8o.

When a non-standard contractis dueto expire,a
licensee must issuea notice in writing to a customer
not more than 2 months and not less than one month
before the day on which the contract is due to expire

Through discussion with the Marketing Automation Manager and
examination of Origin’s non-standard customer contract as well as the
communication sentto customers we determined that:

N7
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Reference No

Licensereference & Summary of
License Obligation

1011

AuditPr

Observations & Recommendations

Controls rating

Compliance
Rating

gor atthe commencement pf the contract if the contract Origin made contact with the customers and presented new plan
is lessthan 1 month) with information about: the detailsnolonger than two months from the current end date and
expiry date; alternative supply options, and the terms noless than one month from the current enddate
and. conditions for continued supply post contract e  The customer was provided with information such as the expiry
expiry. o date of their current contract, alternative supply options and
Energy Coordination (Customer Contracts) Reg 44 terms and conditions for continued supply post contract.
e Originhasnot identified any instance where its contract renewal
procedureshavenot been complied with.

81. Upon request, alicenseemust provide a customer free i 5 The customer charterisno longer required for gas customers. Therefore N/A N/A
of chargewith a copy of its customer service charter[ 2] this obligation has been marked as not applicable.
within2 business days of the request.
Coordination (Customer Contracts) Reg 45 (1)

82. A licensee must from time to time provide the 5 The customer charterisnolonger required for gas customers. Therefore N/A N/A
customer with advice with their bill thata customer this obligation has been marked as not applicable.
service charter is available freeof charge.
Energy Coordination (Customer Contracts)
Reg 45 (2

83. Upon request, alicenseemust provide a customer with § 5 We confirmed that the Energy Coordination (Customer Contract) B N/R
a copy of the Energy Coordination (Customer Contract) Regulations 2004 or a relevant code are available to customers on request,
Regulations 2004 or a relevant code. atnocost.
Energy Coordination (Customer Contracts)
Reg 46 (1) &(2) While Origin does not track customer request for therelevant codes they

have the procedures and training in placeto ensure customers are
providedthe information in required format and timeframe.

84. A'Ticensee must ensure thata copy of the Energy 5 Through discussion with the Group Manager, Retail Com pliance we N/P 1
Coordination (Customer Contract) Regulations 2004 determined that the Energy Coordination (Customer Contract) Regulations
or a relevant code is available for inspection at its 2004 or a relevant code are available for inspection at Origin’s offices at
offices atnocharge. nocharge.
Energy Coordination (Customer Contracts)
Reg 46 (4)

Origin
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Reference No

Licensereference & Summary of
License Obligation

A standard form contract mustinclude a provision that
theretailer or distributor must provide, install and
maintain equipment for the supply of gas uptothe
point of supply.

Energy Coordination (Customer Contract)

Reg 28, clause3.1.1(a) AGA Code

1011

AuditPr

Observations & Recommendations

Through discussion with the Group Manager, Retail Com pliance & Origin
Privacy and examination of Origin’s standard form contract we determined
that clause 16 details Origin’s and the Distributor’s requirementsto
provide,install and maintain:

e  Equipment for the supply of gas up to the point of supply

e  Metering and necessary equipment at thesupply address.
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Compliance
Rating

86. A standardform contract mustinclude a provisionthat ;| 5
the retailer or distributor must provide, install and
maintain metering and necessary equipment at the
supply address.
Energy Coordination (Customer Contract) Reg 28,
clause3.1.1(b) AGA Code
90. A licensee must ensure that any representatives seeking i 5 This obligation only applies to standard form contracts, which hasbeen N/A N/A
access tothe supply address on its behalf wear, carry approvedby the ERA. Therefore this obligation is not applicable.
and show official identification. (Customer Contract)
Reg 33 (3), clause 3.5.2.2 AGA Code
91. A licensee must notify a customer of any amendment 5 The Legal team confirmed there has been no amendment toOrigin’snon- { N/P N/R
toa nonstandardcontract. standardform contract during the audit period.
Energy Coordination (Customer Contract) Reg 42
96. A Ticensee must comply and require 1ts expert to 4 The Audit Plan approved by the ERA in July 2019 commits Originand PwC ; N /P N/R
comply with the ERA’s standard guidelines dealing (as the appointed independent expert) to com plying with the prescribed
with the performance audit. audit guidelines and reporting manual issued by the ERA.
Trading Licence clause 16.2
PwCconfirms that this is the first audit and was undertaken utilising the
March 2019 issueof the Audit and Review Guidelines, Electricity and Gas
Licences.
97. A licensee’s independent auditor must beapprovedby i 5 PwCwas appointed as theindependent auditor by Origin andapprovedby i N/P 1
the ERA prior to the audit. the ERA on 17 May 2019.
Trading Licence clause 164
Origin
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AuditPr
Rating

Reference No
Controls rating
Compliance

99. Unless otherwise specified, all notices mustbe in 5 Through discussion with the Com pliance Manager and observation of N/P
writing and will be regarded as having been sent and email communications, we determined that Origin retains records of its
received in accordance with defined parameters. formal communications with the ERA, which are all made via email.

Trading Licence clause 20

100. A'licensee and any related body corporate must 4 Through examination of Origin's 2017 and 2018 Annual Reports we N/P 1
maintain accounting records that comply with the determined that Origin’s financial reports:
Australian Accounting Standards Board or equivalent e Areprepared in accordancewith the requirements of the
International Accounting Standards. Corporations Act 2001, Australian Accounting Standards and
Trading Licence clause 21.1 other authoritative pron ouncements of the Australian

Accounting Standards Board (AASB).

e Adoptall new and amended Accounting Standards and
Interpretationsissued by the AASB that are relevant tothe
operations of the Group and effective for reporting periods.

101. A licensee must report tothe ERAifthelicensee is 4 Through examination of Origin's 2017 and 2018 Annual Reports we N/P N/R
under external administration or experiences a determined that during the audit period, Origin:
significant change in its corporate, financial or e  Was not under external administration
technical circumstances that may affect the licensee’s e Didnot experience a significant change in its corporate or
ability tomeetits obligations under thislicence within financial circumstances that may affect its ability to meet its
10 business days of the change occurring. licenceobligations.

Trading Licence clause 22.1

Origin
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Reference No

Licensereference & Summary of
License Obligation

A licensee must provide tothe ERA any information
that the ERA may require in connection with its
functions under the Energy Coordination Act 1994in
the time, manner andform specified by the ERA.
Trading Licence clause 23.1

1011

AuditPr

Observations & Recommendations

Gas Trading License Performance Reporting submittedtothe ERA

is approved by Origin’s Executive General Manager following a review and
validation process including a wide range of business subject matter
expertsandlinemanagers. The data is extracted from Origin’s systems by
code which hasbeen specifically developed to ensurethat the requirements
of the Gas Trading Licence Performance Reporting Handbook are met. We
determined thatthe performance reporting complied with the Gas Trading
Licence Performance Reporting Handbook based on the following
procedures:

e  Discussions with operational reporting team and data analysts

®  Walkthroughof performancedata queries with the Reporting
Delivery Manager and Senior Operational Reporting Analysts

Review of internal performancereporting guidelines

For a sam ple of performance indicators the number reported
havebeen agreedto management's detailed listings

®  Reviewof the performancedata submitted for FY17, FY18 and
FY 19

During the audit we observed management run reports used to derive the
performance indicators required to be reported to the ERA, which

were aligned to the data reported in the annual performance

reports. Based on our discussions with management, review of guidelines
and procedures performed we determined that the processes and
procedures are in placeto ensure Origin’s reporting is in accordance with
the handbook.

Through discussion with the Com pliance Manager and examination of the
2016/17 and 2017/18 and performance datasheets submitted tothe ERA

8 PwC notes that based on our assessment of the inherent risk and control adequacy for obligation 102 the audit priority is a 4; however, the assigned audit priority is a 2 asdirected by the Authority.

9 Pw C notes this non-compliancewas only identifiedin FY 17, no issues with reporting were identified during the FY 18 audit.

103

Compliance
Rating
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Reference No

Licensereference & Summary of
License Obligation

1011

AuditPr

Observations & Recommendations

we determined that Origin published a copy of its 2016/17 and 2017/18
performance datasheets on its websiteby the due date setby the ERA.
Origin entered the WA market and firstacquired customers in August
2017, it didnot have any performance data to report for theyear ending 30
June 2017. Asan oversight, Originfailed to submita nil performance
report for FY17 on time. Origin submitted its nil performance data report
tothe ERA on 9 October 2017.

WA reporting requirements are included in the Com pliance team’s
reporting calendar to ensurethat relevant reports are submitted on time.

Origin hasremediated itslatesubmission of it performance report by

implementing a com pliance calendar with all deadlines. All regulatory
reporting requirements are clearly documented and monitored by the

Retail Compliance team.

Controls rating

Compliance
Rating

103. A Ticensee must publish any information it 1s directed 4 Through discussion with the Com pliance Manager and examination of the { N/P 1
by the ERA to publish, within thetimeframes specified. 2016/17 and 2017/18 and performance datasheets submitted tothe ERA
Trading Licence clause 24 we determined that Origin published a copy of its 2016/17 and 2017/18
performance datasheets on its websiteby the due date setby the ERA.
106. A licensee must, if directed by the ERA, review the 5 Through discussion with the Com pliance Manager and examination of N/P N/R
standardform contractand submit to the ERA the clause28 of the standard form contract we determined that Origin hasthe
results of that review within the time specified by the following procedures in place:
ERA.
Trading Licence clause 12.2 e  Should the ERArequest changes tothestandard form contract,
Origin would review and progress, according to clause 12.2,
107. A licensee must comply with any direction given by the i 5 withina time frame specified by the ERA.
ERA inrelation to the scope, process and methodol ogy e  Recognises and would complywith the Energy Coordination Act
of the standard form contract review. 1994 when amending standard form contracts and report
Trading Licence clause 12.3 accordingly tothe ERA
Origin
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A licensee must onlyamend the standard form contract | 4 The Compliance Analyst confirmed (supported by the ERA
in accordance with the Energy Coordination Act 1994 website) thatthe ERAreviewedits standardform contract
and Regulations. during the audit period
Trading Licence clause 13.1
Note nodirection from the ERAhasbeen directed to Origin toamend the
standard contract during the audit period.
109. A licensee must maintain supply toa customerifit 4 Through discussion with the Com pliance Manager and examination of N/P 1
supplies, or within thelast 12 months supplied, gas to Origin's standard and non-standard contract, we determined that Origin:
that customer’s premises unless another supplier starts . Maintains supplyto all customers until the customer breaches
supplying the customer. the terms and conditions such as for failure to pay, in which
Trading Licence clause 15.1 and 15.2 case, Origin may initiate credit and collection activities for
accountsin arrears, and then as a last resort, follow procedures
for disconnection.
e Originmay initiatecreditand collection activities for accountsin
arrears,andthen as alastresort, follow procedures for
disconnection
We understand that during theaudit period Origin did not disconnect for
Vacant Consumption.
110. A Ticensee must provide the ERA within 3 business 4 The Compliance Manager con firmedthatthe ERA hasnotmade a request i N/P N/R
days of a request by the ERA with reasons for refusing for information relating to the refusal of supply toa customer during the
tocommence supply toa customer if requested by the audit period.
ERA.
Trading Licence Schedule 3 clause 1.5
111. A licensee must comply with a direction from the ERA | 4 The Compliance Manager confirmed thatthe ERA hasnotmade a N/P N/R
tosupply a customer, subject to specified conditions. direction tosupply a customer during the audit period.
Trading Licence Schedule 3 clause 1.7
112. A licensee must provide reasonableinformation 4 The Compliance Manager con firmed that during the audit period: N/P 1
relating toits activities under the licence asrequested e  Origin hasnot refusedinformation requested by ATCO Gas.
by the holder of a distribution licenceto enable for the e  Originreceives an automatic meter read process from ATCO.
safe and efficient operation of the relevant distribution e ATCOhas not raised any major complaints about Origin.
system, provided such disclosure does not prejudice e ATCOhas requested customer details during the audit period
the comme reial interests of the licensee. e  Originrespondedtorequested information from ATCOin a
Trading Licence Schedule 3 clause 2.1t02.2 tim ely manner.
Origin
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s AuditPr

Observations & Recommendations

Controls rating

Compliance

Rating

113. A licensee must notify the Minister at least one month Through discussion with the Com pliance Manager and examination of N/P
before a change to any price, pricestructure, fee or records of formal communications with the Minister for Energy, we
interest rate under the standard form contractisto determined that Origin notified the Minister at least one month before
come into effect. changes were made to fees and prices, effective from 1 July 2018.
Trading Licence Schedule 3 clause 3.1
114 A Ticensee must comply with the Gas Marketing Code 4 Through discussion with the Quality Assurance Team leader and B
of Conduct. Trading Licence clause 19.1 examination of Quality Assurance document and Training Modules we
determined that Origin’s processes cover the Gas Marketing Code of
115. A licensee must ensure all agents and employees 4 Conduct in the compulsory employee induction training . N/P
comply with the Gas Marketing Code of Conduct.
Trading Licence clause 19.2 Refer toobligation 121 for recommendation 01/2019relating to obligations
under the Gas Marketing Code of Conduct.
116. A retailer must ensure thatits gas marketing agents 4 Through discussion with the Quality Assurance Team leader and N/P
comply with Part 2 of the Code of Conduct. examination of the Annual com pliancereport submitted by Originto the
Trading Licence clause 19.1 ERA we determined that Originh as internal protocol s which require staff
tocomplete Code of Conducttraining on an annual basis and monitors
training attendance through SAP, which notifies the Customer Service
Team Trainer of any outstanding employee training requirements for
further attention.
Origin hasdeveloped a Gas Marketing Code of Condu ct Training Modu le
and Kiosk Training Manual, Origin staff aretrained to provide services to
customers in accordance with the Gas Marketing Code of conduct, which
have controls builtin to maintain compliance with relevant obligations
associated with the process. Origin expects all agents and employees to
com ply with the Gas Marketing Code which has been builtinto the scripts
and training provided tostaffas wellas the Quality Assurancefor
delivering services.
As detailed in the findings for obligations 117 to 129 below, we determined
that there were instances where Origin or its agents and employees have
not complied with the Gas Marketing Code of Conduct during the audit
period, specifically obligations 121, refer below for details.
117. A retailer or gas marketing agent must ensure that 4 Clause 2.2(1) of the Code of Conduct statess: N/P
standardform contracts that are not unsolicited
Origin
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Reference No

Licensereference & Summary of
License Obligation

consumer agreements are entered intoin the manner
and satisfying the conditions specified.
Trading Licence clause 19

1011

AuditPr

Observations & Recommendations

(1) When entering into a standard form contract thatis not an unsolicited
consumer agreement, a retailer or gas marketing agent must —

(a) record the date the standard form contractwas entered into;

(b) give, ormake available to the customer atno charge, a copy of the
standard form contract - (i) at the time the standard form contractis
entered into, if the standardform contract was not e ntered into over the
telephone; or(ii) as soon as possible, but not more than 5 business days
after the standard form contract was entered into, if the standard form
contractwas entered into overthe telephone.

Through discussion with the Assurance Team Leader examination of
Origin’s Custom er Welcome Pack and website, and consideration of
Origin’s customer connection procedures, we determined that Originh as
applied processes to ensure that for all standard form contracts entered
into during the audit period, the:
e Datethecontractwasenteredintoisrecorded within Origin’s
systems
e Contractwasgiven toor made available tothe customer atno
chargewithin the required timeframe (not more than 5business

Controls rating

Compliance
Rating

days).
118. A retailer or gas marketing agent must ensure that the | 4 Through discussions with the Assurance Team Leader, and examination of { N /P 1
information specified in clause 2.2(2) is given tothe Origin's standard form contracts, website and 'Power On' brochure, it was
customer no later than on or with the customer’s first observed that Origin provides all the required information to the customer
bill, unless the retailer or gas marketing agent has nolater than on or with the customer’s first bill.
providedthe information to the customer in the
preceding 12 months or informed the custom er how
the information may be obtained (unless the customer
has requested toreceive the information).
Trading Licence clause 19
119. A retailer or gas marketing agent must ensure that 4 Through discussion with the Quality Assurance Team Leader and N/P 1
nonstandard contracts that are not unsolicited examination of Origin’s Gas Marketing Code of Condu ct Training Modu les
consumer agreements are entered intoin the manner we determined that during theaudit period, Origin m aintained processes
and satisfying the conditions specified. designedto:
Trading Licence clause 19
Origin
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Licensereference & Summary of
License Obligation

1011

AuditPr

120.

A retailer or gas marketing agent must ensure that the
information specified is provided to the customer
before enteringinto a non-standard contract.
Trading Licence clause 19

Provide customers with a copy of its non-standard contract

Observations & Recommendations

withinthe required timeframe (not more than 5business days)

e  Obtainrecorded consent prior toa customer entering into the
contract

Customers were considered to have provided therequired information if
providedin the preceding 12 months. This information includes the

following:

e that the customeris able to choose the standard form contract
offered by the retailer,

e thedifference between the non-standard contract and the
standardform contract;

e  detailsof any right the custom er may have torescind the non-
standard contractduring a

e  cooling-off period and thecharges that may apply if the
customer rescinds the nonstandard contract;

e  how the customer may obtain—

a.
b.

c.
d.

a copy of the Code and the Compendium; and

details on allrelevant tariffs, fees, charges, alternative
tariffs andservicelevels that may applyto the customer,
the scope of the Code;

that aretailer and gas marketing agent must comply with
the Code;

how the retailer may assist if the customer is experiencing
payment difficulties or financial hardship;

with respect to a residential customer, the concessions that
may applytothe residential customer;

the distributor’s 24 hour telephone number for faults and
emergencies;

with respect to a residential customer, how the residential
customer may access the retailer’s—

(i) multi-lingual services (in languages reflective of the
retailer’s customer base); and

(i1) TTY services;

how tomake an enquiry of, or complaint to, the retailer;
and

Controls rating

Compliance
Rating
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1011

AuditPr

Observations & Recommendations

j. general information on theretailer’s gas customer safety
awareness program.

Originisrequiredto provide the information outlined in clause 2.3 of the
Gas Marketing Code of Conduct prior to Origin obtaining verifiable
consent. Of the 13 custom ers that were identified in our testing procedures
the information that was provided varied for each sample selection.

Refer toobligation 121 for the detailed observations and recommendations
in regards to gas marketing agents not providing custom ers with the
required information prior to entering a non- standard contract

Controls rating

Compliance
Rating

121.

A retailer or gas marketing agent must obtain a
customer’s verifiable consent that the information
specified in clause 2.3(2) has been given, unless the
retailer or gas marketing agent provided the
information to the customerin the preceding 12
months or informed the customer how the information
may be obtained (unless the customer requested to
receive the information).

Trading Licence clause 19

Through our testing of Verifiable Consent we sample tested 25 customers
toverify Origin had obtained the verifiable consentand provided
customers with the requiredinformation as outlined in the Gas Marketing
Code of Conduct. As part of our testing procedures welistened to phone
recordings, examined Agreement Packs, Explicit Informed Consent and
terms and conditions. As a result of our testing procedures we observed
the following:
e 12 0f the 25 samples were provided the required information
prior to providing verifiable consent
e 12 0f the 25 samples were not provided all required information
prior toproviding their verifiable consent
e 1o0fthe25sampleswas providedthe terms and conditions for
theincorrectstate prior to providing their verifiable consent

Through discussion with the Com pliance Manager Origin has updated its
procedures andscripts for obtaining verifiable consent, we did see in our
testing an improvement in the delivery of required information to
customers in late2018 and 2019.

Recommendation 01/2019: We recommend that management update
theiragent scripts and procedures in regards to obtaining verifiable
consentof customers to ensure it includes all required information in the
Gas Marketing Code of Conduct. We recommend that management update
training modules for agents and continue to communicate the importance
of providing customers with the required information.

Origin
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1011

AuditPr

Observations & Recommendations

Controls rating

Compliance
Rating

A retailer or gas marketing agent mustensure that the § 4 Through discussions held with the Com pliance Manager, we understand N/P N/R
inclusion of concessionsis made clear to residential that in WA, concessions and rebates areonly available for electricity. As
customers and any prices that exclude concessions are Origin currently only sells Gasin WA, this obligation is not applicable.
disclosed.
Trading Licence clause 19 Origin provides details of how customers can access a hardship grant
under the Hardship Utility Relief Grant Scheme (HUGS), through
customer advocacy team. Details are availableonline.

123. A retailer or gas marketing agent must ensure that a 4 Through discussion with the Quality Assurance Team Leader and N/P 1
customerisable to contact the retailer or gas examination of sample customer bills and Origin’s website, wedetermined
marketing agenton theretailer’s or gas marketing that during the audit period:
agent’s telephone number during the normal business e  Originphonecontactdetails weremade available to Customers
hoursof the retailer or gas marketing agent for the e  The Customer Service Call Centre phone lines were open during
purposes of enquiries, verifications and complaints. business hours from Monday to Friday (7am to 5.30pm).
Trading Licence clause 19

124. A retailer or gas marketing agent who contacts a 4 Through discussions with the Quality Assurance Team Leader and the N/P 1
customer for the purposes or marketing must, on Senior Quality Analyst, as well as inspection of Origin'sinternal training
request, provide the customer with the retailer’s documents,itwas concluded that Origin agents are trained to, on request,
complaints telephone number, the gas ombudsman’s note down any complaints a customer may haveand/or arrange a call back
telephone number and, for contact by a gas marketing tothe customer, provide the gas ombudsman’s telephon e number, where
agent, the gas marketing agent’s marketing required. The training materials also specified therequirement for the gas
identification number. marketing agent’s to provide customers with their marketing identification
Trading Licence clause 19 number.

125. A'retailer or gas marketing agent who meetswith a 4 Through discussion with the Quality Assurance Team Leader and N/P 1
customer face toface for the purposes of marketing examination of Origin’s Code of Conduct Training Modules we determined
must: that Origin’s kiosk staff are required to wear their identity cards at all times
« wear a clearly visible and legible identity card whichinclude:
showing theinformation specified; and ¢ Name of theindividual
+ assoon as practicable provide the customer, in ¢  Photograph
writing, the information specified. Trading Licence ¢ Marketing IDnumber
clause19 e Arenot allowedtoworkifthey donot have their name badges.

e Nameof the retailer
Origin
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1011

AuditPr

Observations & Recommendations

Kiosk agents provide the customer with relevant information atthe time of
the sale interaction. Thisis automated and triggered via an online portal
and customers are sent an email confirmation with allrelevant information
including:

e Nameof the agent

e  marketing identification number

e thename of the retailer on whose behalfthecontactisbeing
made;

e thecomplaintstelephone number of the retailer on whose behalf
the contact is being made;

e thebusiness address and Australian Business or Com pany
Number of theretailer on whose behalf the contact is being
made; and

. the telephone number of the gas ombudsman.

as soon as practicable following a request by the customer for the
information (pricefact sheets, terms and conditions, contract form with
digital signature (EIC))

Controls rating

Compliance
Rating

126. A retailer or gas marketing agent who visitsa person’s ; 4 The Compliance Analyst confirmed that Origin has not conducteddoor to : N/P N/R
premises for the purposes of marketing, must com ply door sales marketing during the audit period to residential customers.
with any clearlyvisible signs at the premises indicating
that canvassing is not permitted or no advertising
material is tobe left at the premises.
Trading Licence clause 19
127. A person who carries out any marketing activity in the ;| 4 Through discussion with the Com pliance Manager, all Originagents are N/P 1
name of or for the benefit of a retailer or a gas trained toidentify themselves as Origin employees.
marketing agentistobe taken tohavebeen employed
or authorised by the retailer or gas marketing agent to Through discussion with the Quality Assurance Team Leader and
carry out that activity, unless the contrary is proved. examination of Origin's Code of Conduct Training Modules, we determined
Trading Licence clause 19 that:
e  Originkioskstaff are specificallytrained and informed thatany
marketing activity conducted by them wouldbe regarded as
having been conducted on behalf of Origin
e  Staff are provided with call scripts that h ave been specifically
designedto com ply with the requirements of the Code of
Conduct
Origin
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AuditPr

Observations & Recommendations

Controls rating

Compliance
Rating

Origin call centre staff are also trained to provide services to
customers in accordance with the Com pendium, which
specifically encapsulates the standards required under the Gas
Marketing Code

e Aspartof Origin's performance review process, staff are
supervised and ‘spot checked on a daily and weekly basis to
determinewhether the conversations with customers arein line
with the Code of Conduct.

128. A gas marketing agent must: 4 Through discussion with the Executive Liaison Manager and examination : N /P 1
« keeparecord of each complaintmade by a of Origin's Code of Conduct Training Modules, we determined that Origin
customer, or person contacted for the purposes of applies the following processes for maintaining customer complaint
marketing, about them arketing carried outby or on records relating to marketing:
behalf of the gas marketing agent; and e  Thekiosk staffare trained in managing and handling customer
» onrequest bythegasombudsman inrelation toa complaints
particular complaint, give to the gas om budsman all e  Customer complaints are loggedinto the SAP system and are
information that the gas marketing agent has relating reviewed by the Channel Sales Representative
tothe complaint within 28 days of receiving the e  The Channel Sales Representative assesses, forwards and follows
request. up each complaint with the relevant Origin department
Trading Licence clause 19 e A Customer Com plaint Form is available to the customer via the

Origin website
Staff are trained to forward required com plaint information on request of
the Energy Ombudsman in relation to a particular complaint, within 28
days of receiving the request.
Through our review of the complaints register we noted complaints
relating to marketing. These were handledin accordance with Origin’s
complaints procedures.

129. Any record that a gas marketing agent 1s required to 4 Through discussion with the Group Manager, R etail Com pliance and SAP N/P 1
keep by the Code of Conduct, mustbe kept for at least lead we determined that Origin has established the following processes to
2 years after the last timethe person to whom the ensure customer contactrecords established or in existence during the
information relates was contacted by or on behalf of audit period were:
the gas marketing agent. e  Stored within the SAP system with appropriate traceable
Trading Licence clause 19 information (e.g. account details, dateand commentary)

e  Kept for at least 2 years for each instance where a personis
contacted for the purposes of marketing
Origin
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Controls rating

Compliance
Rating

To be providedtothe Energy & Water Ombudsman if requested.
134. If a retailer agrees tosell gastoa customer orarrange i 4 Through discussion with the Compliance Manager and examination of { N /P N/R
for the connection of the customer’s supply address, Origin’s new connections within SAP as well as review of the SAP queryrun
the retailer must forward the customer’s request for in which identifies noconnection during the period, we determined that
the connection to the relevant distributor. Origin did noth aveany new connections during the audit period.
Compendium clause 3.1(1)
135. Unless the customer agrees otherwise, a retailer must 4
forward the customer’s request for the connection to
the relevant distributor that same day, if the requestis
received before 3pm on a business day; or the next
business day, ifthe requestis received after 3pm or on
a weekendor publicholiday.
Compendium clause 3.1(2)
136. A'retailer mustissue a bill nomore than onceamonth | 4 Through discussion with the Billing Manager and examination of Origin’s B 2
unlessthe conditions specified in 4.1(a)(i)-(iii) apply. billing policies and procedures, we determined that Origin’s billing process
Compendium clause 4.1(a) is driven by the meter reads received from ATCO. We determined that
Origin hasthe following in place:
e  SAP isconfigured tobill customers on their scheduled billing
cycle (monthly or quarterly)
Through our observation of billings we determined that a custom er may be
invoiced more than once a month in the following scenarios:
e Amendedbills
e FinalBills
In addition there wereinstances of customers being billed more than on ce
a month attributed to Origin receiving multiple meter reads from ATCO
withina month (including instances where the submission of meter reads
have been delayed). As Origin’s automated billing processis based on the
receipt of meter reads, multiple bills may be issued within a month.
Recommendation 02/2019: We recommend that management
monitors exception reporting on aregular basis toidentify customers
invoiced more than once a month to ensure the billing is appropriate.
137. A retailer mustissue a bill at least every 105 days 4 Through discussion with the Billing Manager and examination of Origin’s B 2
unlessthe conditions specified are met. billing procedures and annual compliance reporting, we determined that:
Origin
PwC 113



Reference No

Licensereference & Summary of
License Obligation

Compendium clause 4.1(b)

1011

AuditPr

Observations & Recommendations

Origin’s billing processis driven by meter reads received from
ATCO

e  Where ATCOfailsto provide an actual read within a 3month
period, Origin will issue a bill based upon an estimated read

e  Origin’s system is set up to automatically initiate the billing

process upon an estimated or actual read being entered in the

system.

Through discussions with the Billing Manager and examination of the
performance reporting we understand that Origin billed customers ou tside
of the prescribedbilling timeframe. Custom ers werenot being billed every
three months during the audit period. These instances werea result of the
following:
®  Exceptions were relatedtoan “implausible read check” that
Origin performed as part of the billing process. Itindicated that
theread wasnot obtained timely from the previous billing
period requiring a validation and confirmation with the
distributor prior to billing the customer.

® A servicelevel agreement (SLA) is in place between Origin and a
3" party operational team to process the exceptions. The
exceptions had not been completed within the SIA.

Recommendation 03/2019: We recom mend that management clearly
identify the SLAs with the third party andrequire on a regular basis to
ensure bills are sentto customers atleast every 105 days.

In addition, we recommend to review bills with invoice dates greater than
105 daysby developing compliance reporting parameters designed to
detect billing outside of 100 days. While it will not prevent this from
occurringitprovides a detective control.

Controls rating

Compliance
Rating

146. A retailer mustissue a bill to a customer at theaddress i 4 Through discussion with the Analyst for Billing and Device, walkthrough of { N /P 1
nominated by the customer, which may be an email Origin's billing process and examination of Origin's Training Modules as
address. well as standard and non-standard contract, wedetermined that Origin’s
Compendium clause 4.4 billing procedures ensured customers on standard and non-standard form
contracts are issuedbills to the supplied address or an alternative mailing
address nominated by the custom er during the customer sign-up
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The supply address and billing addresses are verified by SAP when a
customer service agent inputs the address in the customer contract to
ensure the correct and valid addressis putintothe system.
Customer mailing address and other contact details areupdated in the
customer accountin SAP
147. Unless the customer agrees otherwise, aretailer must § 2 Through discussion with the Analyst for Billing and Device,and testing a B 2
include the minimum prescribed information in sample of Origin’s invoi ces we determined that SAP auto generates the
clauses 4.5(1)(@)(cc) on the customer’s bill. billing document by pulling required data from the system and publishing
Compendium clause 4.5(1) an invoice by completing the standard template form.
Our testing of the 25 samples confirmed that these invoices contained the
minimum prescribed information required as outlines in Com pendium
Clause 4.5(1). We did note that per compendium clause4.5 (1) (z) Originis
required to provide residential customers, the telephone number for
interpreter services together with the National Interpreter Symbol and the
words “Interpreter Services”. We have identified that Origin's bill state
"Need an Interpreter” instead of “Interpreter Services,” refer to Obligation
250 for the recommendation 06/2019.
148. Notwithstanding clause 4.5(1)(bb), a retailer is not 4 Through discussions with the Analyst for Billing and Device and the Group i N /P 1
obligedtoinclude a graph or bar chart on the bill,if Manager Retail and Com pliance and examination of sample invoices we
the bill meets the criteria specified in clauses 4.5(2)(a)- determined that Origin’s customer billsinclude a graph (based on units),
(). which illustrates last year’s consumption, last bill consumption and current
Compendium clause 4.5(2) bill consumption.
149. If a retailer identifies and wishes tobill a customerfor ; 4 Through discussion with the Portfolio Program Manager, we determined N/P N/R
an historical debt, the retailer mustadvise the that Origin has not billed any custom ers for historical debt during the
customer of the amount of the historical debt and its period.
basis, before, with or on the customer’s nextbill.
Compendium clause 4.5(3)
150. A retailer mustbase a customer’s bill on the 4 Through discussion with the Analyst for Billing and Device and Group N/P 1
distributor’s or metering agent’s reading of the meter Manager, Retail Com pliance & Origin Privacy and the examination of
at the customer’s supply address, or the customer’s Origin's Billing policies and procedures Origin has applied thefollowing
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Compliance
Rating

reading of the meter provided the retailer and the processes andsystems for generating bills based on the metering agent’s
customer agreed that the customer will read the meter. meter readings:
Compendium clause 4.6(1) e  ATCOis responsible for all meter readings, which are uploaded
intoOrigin's SAP system via an automated process
e Customerinvoices are autom atically generated via SAP based on
meter reading data
e ATCOrequires a meter read tobe undertaken by a meter reader.
Origin accepts Customer readsifan actual meter read is denied
or unavailable. Customer reads can be submitted to Originby
calling customer service or online by logging into the customer
portal.

152. A retailer mustuse 1ts bestendeavours to ensure that 5 Through discussion with the Group Manager, Retail Customer Operations, ; N/P 1
metering reading data is obtained as frequently as is Analystfor Billing and Device and Group Manager, Retail Com pliance &
required to prepare its bills. Origin Privacy and consideration of Origin's billing process, we determined
Compendium clause 4.7(1) that Origin's meter reading schedules aremanaged by ATCO, with meters

scheduledtobe read on a quarterly basis to coincide with Origin's current

55, K etailer ust ensure that a1 east on e every 13 3 billing arrangements. Origin ensures that meter readlqg dataisobtainedat
months it obtains metering data in accor dance with least qgarterly by obtaining ATCO's annual meter reading scheduleand
clause4.6(1)(@). uploading the schedule to SAP.

Compendium clause 4.7(2) . . . .
In the event meter accessis denied or unavailablefor that billing cycle,
ATCOprovides an estimated meter read to enable an estimated bill tobe
produced. The meter read team at Origin liaises with ATCO to follow up
with customers to gain access to the meter. The distributor estimated bills
areissuedwhere an actual read is unavailable.
In cases where an actual meter reading has notbeen obtained after 3
billing periods (9 months)the Customerisalso sent aletter with estimated
bills toinform them of the nextscheduled meter read aswell as a letter to
remindthem that it's mandatory that the meter is read at least once every
12 months.

154. A retailer must give the customer an estimated bill in 4 Through examination of Clause 10 of Origin's standard form contractand ; N/P 1
the manner specified,iftheretailer is unable to non-standardform contract, aswell asthrough testing of sampled invoices
reasonably base a bill on areading of the meter. we verified thatin the event where Origin is unable to perform a meter
Compendium clause 4.8(1) read, Origin will issue an estimated bill based on either of:

e  Thecustomer’s reading of the meter
e  Thecustomer’s prior billing history (provided by ATCO)
Origin
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Where the Customer does not have a prior billing history, the
average usageof gasatthe relevant price, the average usage for
the typeof gasinstallation or the average usage at thesupply
address (provided by ATCO)

155. Where the customer’s bill is estimated, a retailer must { 4 Through discussion with the Analyst for Billing and Device and Group N/P 1
clearly specify on the customer’s bill the information Manager, Retail Com pliance & Origin Privacy, and consideration of
prescribed in clauses 4.8(2)(a)-(c). Origin’s estimated billing process and examination of invoices we
Compendium clause 4.8(2) determined that:

156. {Fpon Tequest, a retailer mustinform a customer of the | 4 . }'f abillis eﬁtimated, itw'i'll clearl"y state that themeter read is
basisandthe reason for the estimation. Estimated" rather than "Actual )

Com pendium clause 4.8(3) e Customerservice agents aretrained to advise customers on the
basisandreason for estimations

e  Thecustomer profile in SAP provides relevant information
required for the Customer Service agents when advising
customers on the reason and basis for their estimated bill.

e  Examination of the current bill templates and an estimated bill
complies with the minimum information required by section
4.8(2) of the Com pendium. In particular, the estimated bill:

e Informs the customer thattheinvoiceisbased on an estimated
meter reading

e  Providesa contact number for Origin if the customer wishes to:

e Discuss the basis and reason for the meter reading estimate

e  Request ameter verification or reading.

157. If a retailer gives a customer an estimated bill,andthe { 4 Through discussion with the Analyst for Billing and Device and N/P 1
meter is subsequently read, the retailer must include examination of clause 10 of Origin’s non-standard form contract and
an adjustment on the nextbill to takeaccount of the standardform contract terms and conditions, we determined that Origin
actual meter reading. has appliedits processes, which requireadjustments, if any, tothe
Compendium clause 4.9 estimatedbill tobe made on the next bill in accordance with themeter

reading data iftheestimate does not match the actual usage (unless the
estimatedread was used to finalisethe customer’s account).

Origin
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We have tested invoices and identified for a sample of estimatedreads an
adjustment wasincluded on the nextbill.

158. If a retailer has based a bill upon an estimation 5 Through discussion with the Analyst for Billing and Device and N/P 1
because the customer failed to provideaccess tothe examination of clause 10 of Origin’s non-standard form contract and
meter, and the customer subsequ ently requests the standardform contract terms and conditions, and Origin’s Training
retailer toprovidea bill based on a reading of the Modules, wedetermined that during the audit period, Origin allows
meter and provides access to the meter,and paysthe customers torequest:
retailer’s reasonable charge for reading the meter (if e  Special meterread tobe conducted through a service requestto
any),the retailer mustdo so. ATCOand
Compendium clause 4.10 e  Meter testing through a service request to ATCO, upon payment

of a reasonablecharge

159. If a customer requeststhemetertobe tested and pays | 4 o . N/P 1
a retailer’s reasonable charge (if any) for doing so, a Origin dqes refund the customer for any charge where a meter is found to
retailer must request the distributor or metering agent be defective.
todo so. Compendium clause 4.11(1)

160. If the meteris tested and found to be defective, the 4 There were noinstances of defective meter reads requiring a refund N/P N/R
retailer’s reason able charge for testing the meter (if identified during the audit period.
any) istobe refunded to the customer.
Compendium clause 4.11(2)

161. If a retailer offers alternative tariffsanda customer 4 Through discussion with the Group Manager, Retail Customer Operations i N/P N/R
appliestoreceive an alternatetariff (and demon strates and examination of the standard and non-standard contracts we
totheretailer that they satisfy the conditions of determined that Origin does not offer alternative tariffs.
eligibility), a retailer must change the customer toan
alternate tariff within 10 business days of the customer
satisfying those conditions.
Compendium clause 4.12(1)

162. For the purpose of clause 4.12(1), the effective date of 4
change in the tariff will be the date on which the last
meter reading at the previous tariff was obtained; or, if
the change requires an adjustment tothemeter at the
customer’s supplyaddress, the date the meter
adjustmentis completed.
Compendium clause 4.12(2)
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163. If a customer’s gas use changes and the customerisno i 4
longer eligible to continue to receive an existing, more
beneficial tariff, a retailer must give the customer
written notice prior to changing the customertoan
alternativetariff.
Compendium clause 4.13
164. If a customerrequests aretailer toissue a final bill at 5 Through discussion with the Analyst for Billing and Device and Group N/P 1
the customer’s supply address, a retailer must use Manager, Retail Com pliance & Origin Privacy and consideration of Origin’s
reasonable endeavours to arrange for that final billin billing processes, we determined that during the audit period, Originhad
accordance with the customer’s request. processes and procedures in place to finalise customer accounts at the
Compendium clause 4.14(1) customer’s request. In these circumstances, a final meter read service
order is arranged, from which a final bill is generated. Origin issuesa
service order to the distributor, ATCO, to obtain a finalread of the meter,
whichisused toissue a final bill to the customer. SAP then raises a
notification of the final bill,and issues the final bill.
165. If the customer’s account 1s in credit at the time of 4 ‘Through discussion with the A ccounts Receivable Team leader and Senior ; N /P 1
account closure, the retailer must, subject to clause Payments and Receipting Officer, inspection of Origin's Billing processes
4.14(3), at thetime of thefinal bill ask the customer for and testing of refunds, PwCunderstands thatatthe time of account
instructions on where to transfer the amount of credit closure,ifan accountisin credit, Origin sends the customer aletter along
(based on clauses 4.14(2)(a) or (b)), and pay the credit with the finalbill which asks the customer to goto Origin's website and
in accordance with the customer’s instruction s within claim the credit balance or call Origin to discuss other arrangements.
12 business days or another time agreed with the In accordance with clause 4.14(2) the customer can:
customer. e transferthe credit to another account by calling Origin
Compendium clause 4.14(2) e transferthe credit toa bank account nominated by the customer.
The customer can go onlineand has options to claim the credit
throughdirect bank deposit, cheque or refund on their credit
card.
This processis automatedin SAP and ifan account isin credit during the
final bill, SAP automatically includes the credit refund letter as a standard
irrespective of the credit amount; therefore is within the required 12
business days.
For final accounts with balances over $500 credit, the customeris
contacted by Origin when a refundis requ ested by a customer todo
verification checks and the amountis transferred to the customer's
nominated account once the checks are cleared.
Origin
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For the audit period there wereonly 2 instances where a final account had
a balance in credit over $500, we confirmed the refunds were completed
within12 business days of receiving customer's instructions.
165A. If the customer’s account is in credit at the time of 4 Through discussion with the Accounts Receivable Team [eader, Payments N/P N/R
account closure and the customer owes a debt tothe and Senior Payments and Receipting Officer, we con firmed that Origin did
retailer, theretailer may, with written notice tothe not apply credit from a closed accountto a previous debt during the audit
customer, use that creditto set offthedebt.If after the period. Thisis based on our understanding that Origin performs a rolling
set off, there remains an amount of credit, the retailer bill, for instancea customer with a credit wouldbe applied tothedebt;
mustaskthe customer for instructions in accordance therefore,itwould not be possible tohavea credit on the accounts with a
with clause4.14(2). debt.
Compendium clause 4.14(3)
166. A retailer mustreview the customer’sbill on request by ;| 4 Through discussion with Analyst for Billing and Device and Group N/P 1
the customer, subject to the customer paying the lesser Manager, Retail Com pliance & Origin Privacy and inspection of Origin's
of the portion of the bill agreed to not be in disputeor Billing processes and Training Modules, wedetermined Origin applied the
an amount equal to the average of the customer’s bill following processes to facilitate thereview of a customer account on
over the previous 12 months, and paying any future request during theaudit period:
bills that are properly due. e  Origin Customer service agents and case management teamsare
Compendium clause 4.15 trained to perform bill reviews upon customer requ est;
e Customerservice agents aretrained to explain the possible
167, Tfa Fetailer is satisfied affer conducting a review of a 4 reason for high usage. If the customer is not satisfied with the
bill that the bill is correct, the retailer possible explanation, Origin advises the customer of the option
«  may require a customer to pay the unpaid tohave their meter tested at a fee, which isrefundedifthe meter
amount; is found tobe faulty;
+ mustadvisethe customer that the customer may e Customerservice agents aretrained tobe familiar with Origin's
request theretailer to arrange a meter testin Complaints Handling Process and Procedure and are required to
accordance with applicable law; and advise customers of theexistenceand operation of that process
« mustadvisethe customer of the existence and and procedures as evidenced by review of the training materials;
operation of the retailer’s internal complaints handling e  Requestsforreview of a customer’s bill areresolved
processes anddetails of any applicab]e external imm ediately, or referred to a relevant team for resolution.
complaints handling processes. ¢  Wherethebill isassessed as correct by Origin informs the
Compendium clause 4.16(1)(a) customer of the options available and provides the standard
amount of time to settle the billbefore alate payment feeis
168. If a retailer is satisfied after conducting a review of a 4 applied;
bill that the bill isincorrect, the retailer must adjust
the bill in accordance with clauses 4.17 and 4.18.
Origin
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The customerisalsoadvised of the options available where the
customer isnot happy with the assessment, including the
avenues tolodge a complaint and;

Controls rating

Compliance
Rating

169. Theretailer mustinform a customer of the outcome of | 4

thereview (of the bill) as soon as practicable. e Intheinstance that abill is assessed as incorrect, Origin amends

Compendium clause4.16(2) thebill and issues a new invoice, crediting the customer’s
account with any amount overcharged. Customers have the

170. If the retailer has not informed a customer of the 4 0pt~15m togetarefundon the amountovercharged if they already
. 1 . paid the bill

outcome of the review within 20 business days from

the date of receipt Of, the request fgr review under Through our testing of 25 invoicesamples, we have determined that the

clause4.15, the retailer must provide the customer Origin billsincluded a contact number for the Gas ombudsman and Origin.

with notification of the status of the reviewas soon as

practicable. The procedures in place in Customer service where case m anagement

Compendium clause4.16(3) agents review status on aregular basis and follows up with the customers

toensure thatthe customers are informed of the outcome of a review
within20 business days from the dateof receipt of the request, or a
notification of the status of the review where the ou tcome has not been
informed within 20 business days.
171. If a retailer proposestorecover an amount 4 Through discussion with the Group Manager, Retail Customer Operations i N /P 1
underchargedasa resultof an error, defect or default and Analyst,Billing and Device, and a walkthrough of the SAP

for which the retailer or distributor is responsible undercharge process, we understands that Origin had the following

(including where a meter has been foundtobe process in place during the audit period to recover from customers:

defective), theretailer must follow the procedure e  Originnotifies the customer nolater than the nextbill ifan

specified in clauses 4.17(2)(a)-(e). undercharge is discovered. The bill consists of the undercharge

Compendium clause 4.17(2) amountin accordance with clause4.17(2)(c) and a letter is
attached with thebill explaining the reason for the undercharge.

171A. Aretailer may charge the customer interest or require : 4 *  Thecustomerreceives extra time to pay off the newinvoice and
the customer to pay a late payment fee only if, after the amount of timegiven relates directly to the period of time
notifying a customer of theamount to be recovered the amount is being backdated.

under subclause (2)(c), the customer has failed to pay e Thereisan offer to customers for a payment extension or

the amount and has not entered into an instalment opportunity tosetup a payment plan by contacting Origin in

plan under subclause (2)(e). accordance with Com pendium clause 4.17(2)(e).

Compendium clause 4.17(3) e  Origindoesn't chargecustomersinterest on outstanding
amounts but after adhering to the above procedure (per clause
4.17(2)(a)-(e)), alate payment fee maybe applied in accordance
with clause4.17(3).
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PwC 121



Reference No

Licensereference & Summary of
License Obligation

1011

AuditPr

Observations & Recommendations

Controls rating

Compliance
Rating

Origin's processes are designed to recover undercharge credits
up 9 months, where WA allows recovery for the 12 months prior.
e  Origindoes not have alternative tariffs for WA customers;
therefore, Clause 4.17(2)(b) is not applicable.
172. If a customer (including a customer who has vacated 5 Through discussion with the Group Manager, Retail Customer Operations i N/P 1
the supply address) has been overcharged as a result of and Analyst, Billing and Device and examination of Origin's billing
an error, defect or default for which a retailer or overcharge procedures, PwC understands that during the audit period,
distributor is responsible (including where a meter has there were instances where a customer had been overcharged. Origin had
been found tobe defective), theretailer must use its the following processes to manage overcharges:
best endeavours to inform the customer accordingly e  Origin corrects the bill when an overcharge is identified by
within1obusiness days of the retailer becoming aware reversing the bill to which the overcharge pertains to and issuing
of the error, defect or default and, subject to clauses an amendedbill to the customer.
4.18(6) and (7) ask the customer for instructions as to e  Origin creates an amended bill by crediting the previous invoice
whether the amount should be credited to the amountunder 'Other Charges and Adjustments' andreflecting
customer’s account; or repaid to thecustomer. the correct figures on thenewinvoice
Nointerestshall accrue toa credit or refundreferred o Thisisan SAP automated process
toin this glause. e  Customeris sent an amendedbill as soon as possible where an
Com pendium clause 4.18(2) and 4.18(5) overcharge isidentified.
e Theamended bill isissued as soon as possible, usually overnight,
173. If a retailer receives instructions under clause 4.18(2), i 4 by the system when an overcharge is identified and posted to the
the retailer must pay the amount in accordance with customer's preferred billing address, allowing Origin to use its
the customer’sinstructions within 12 business days of best endeavours to inform the customers within 10 business days
receiving the instructions. of becoming aware of the error, defect or default.
Compendium clause 4.18(3) e  For customers, who have vacated the supply address, the
amended final bill willbe sent to their preferred billing address
174. If a retailer does not receiveinstructions under clause : 5 for the final bill
4.18(2) within 5 business days of making the request, . . . , .
the retailer must use reason able endeavours to credit Origin's process is to creditthe customer's account automaUCally. wher} an
the amount overcharged to the customer’s account. ovprch argeisi dentlﬁqd. Wher} the ov erchargeoccurs ona final bill Origin
Com pendium clause 4.18(4) w%ll askthe cus'tomer instructions (in the form (?f a credit r.efund lettelT)
with the finalbill on whatthe customer would like to do with the credit
balance. Regardless of the amount of the overcharge Origin will creditthe
175. If the overcharged amountisless than $100, the 5 customers’ accounts B 2
retailer may notify a customer of the overchargebyno
later than thenextbill after theretailer became aware . ..
of the error, and ask the customer for instructions Recommenfdatﬁ) n 04}/1201 9: O(rilgg} should ask customers for
under clause 4.18(2), or credit the amount to the instructions for all overcharges and adjustments over $100.
customer’s nextbill.
Origin
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Compendium clause4.18(6)
175A. If a customer has been overcharged by the retailer, and { 5 Through discussion with the Group Manager, Retail Customer Operations i N /P N/R
the customer owes a debt to the retailer, then provided and Analyst, Billing and Device we confirmed that Origin did not usean
the customerisnot aresidential customer overcharge to offset a previous debt during the audit period.
experiencing payment difficulties or financial
hardship, the retailer may, with written notice to the
customer, use the amount of the overcharge to set of f
the debt owed tothe retailer.
If, after theset off, there remains an amount of credit,
the retailer must deal with thatamount of creditin
accordance with clause 4.18(2); or 4.18(6) where the
amountisless than $100.
Compendium clause 4.18(7)
176. If a retailer proposes torecover an amount of an 4 Through discussion with the Group Manager, Retail Customer Operations ; N/P 1
adjustment which does not arise duetoany act or and Analyst, Billing and Device and consideration of Origin’s billing
omission of the customer, theretailer must follow the procedures, we determined that during the audit period there were
procedure specified in clauses 4.19(1)(a)-(d). instances where a customer had required an adjustment. Originapplied
Compendium clause 4.19(1) the following processes to m anage billing adjustments:
e Thecustomeristobeadvised of the adjustment amount andthe
reason for the adjustment nolater than via the nextbill
e Thecustomerisnot liable for any late fee for the amount owing
as a result of the undercharge
e Thecustomeristobe offered an agreed payment arrangement or
additional timeto pay based on the period of time over which
the undercharge occurred
177. If after the meter reading a retailer becomes aware of 4 Through discussion with the Group Manager, Retail Customer Operations i N /P 1
an amount owing to the customer, theretailer must and Analyst, Billing and Device and consideration of Origin's billing
useitsbest endeavourstoinform the customer adjustment processes, PwCunderstands that during the audit period, there
accordingly within 10 business days of the retailer were instances where adjustments made resultedin amounts owing to
becoming aware of theadjustmentand, subject to customers. Origin had the following processes to manage amounts owing
clauses 4.19(5) and 4.19(7), ask the customer for tocustomers:
instructions as to whether the amount shouldbe -
+ credited tothe customer’s account; e Customers can getin touch with Origin to ask for a refund of the
» repaidtothe customer;or amountowing tothe customer
» includedasa part of the newbill smoothing
Origin
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arrangementif the adjustment arises under clauses
4.3(2)(a)-(b).

Nointerestshall accrue toa credit or refundreferred
toin thisclause.

Compendium clause 4.19(2) and 4.19(6)

1011

AuditPr

Observations & Recommendations

®  Originwould automatically credit the customer's account with
amount owing to the customer — refer torecommendation
04/2019

®  Customeris tobe sent an amended bill as soon as possible where
an overcharge is identified

® Theamended bill isissued as soon as possible, usually overnight,
by the system when an overcharge is identified and posted to the

Controls rating

Compliance
Rating

178. gli igt:ﬁg; fne]cl‘;\;eg,lﬁfg;r;i?;st ?ﬁgﬁiggiig;?&?’ 4 customer's preferred billing address, allowing Origin to use its
\ s - 1 h best endeavours toinform the customers within 10 business days
the customer’sinstructions within 12 business days of .
receiving the instructions. qf becqmlng aware of the error, defect or default )
Co A 1 19(3) Through discussion with A&NR Team leader, Payments, Senior Payments
mpendium clause 4.19(3 and Receipting Officer, when a customer asked for refund during the audit
period the following occurred:
179 If a retailer does not receiveinstructions under clause e Thecustomerwould goonline or call Origin torequesta refund
4.19(2) within 5 business days of making the request, via banktransfer, cheque or credit card refand
theretailer mustuse reason able endeavours to credit e When therequestwas over thephone, customer was put through
the amount of theadjustment to the customer’s tothe refunds team and paymentis processed on the same day
account. after credit validations
Compendium clause 4.19(4) e  Refundswereprocessed within 12 business days of receiving a
request when customer passes all validation checks
180. If the adjustment amount owing to the customer is less B 2
than $100, the retailer may notify the customer of the Refer toobligation 175 for recommendation 04/2019 for obligations 180.
adjustmentby nolater than the nextbill after the
meter is read, and
» askthe customer for instructions under clause
4.19(2); or
» creditthe amount tothecustomer’s next bill.
Compendium clause4.19(5)
180A. If the amount of the adjustment isan amountowing to { 4 Through discussion with the Credits Insights Specialistandour N/P 1
the customer, and the customer owes a debtto the understanding of Origin's billing processitis a cumulative process in
retailer, then provided the customer is not a residential which debts and credits from previous billing periods are automatically set
customer experiencing payment difficulties orfinancial off against each other to reach the amount due for a specific period. All
hardship, the retailer may, with written notice to the customers are part of this process however, we did not identify any
customer, use the amount of the adjustment to set off hardship customers and customers experiencing payment difficulties that
the debt owed tothe retailer. had issuesaround credits to accounts.
If, after theset off, there remains an amount of credit,
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the retailer must deal with thatamount of creditin When an account isin debt from a previous period and a creditdue toan
accordance with clause 4.19(2); or 4.19(5) where the adjustmentisidentified, Origin usedthe credit to offset the debt and
amountisless than $100. provide written notice, on the nextbill to the customer with a breakdown
Compendium clause 4.19(7) of the application of the credit balance to the outstanding debt.

181. The due date on the bill must be atleast 12 business 4 Through discussion with the Credits Insights Specialist, and walkthrou gh N/P 1
days from the date of thatbill, unless otherwiseagreed of payments processes wedetermined that during the audit period, Origin
with the customer. The date of the dispatch is the date applied thefollowing arrangements to manage the payments cycle of
of the bill, unlesstheretailer specifies a later date. customer bills:

Compendium clause 5.1 e  Thebill due date is calculated automatically by SAP, with the
due date being 21 calendar days from the date of the bill as one
of the pre-set conditions

e  Existing Credit management policies and procedures
acknowledge thetimeframes specified in the Com pendium.
We examined a sample residential bills and business bills and observed the
due date was at least 12 business days from thedate of thebill.

182. Unless otherwise agreed with a customer, a retailer 4 Through discussion with the Analyst for Billing and Device and N/P 1
mustoffer the customer at least the following payment examination of Origin’s Invoices and Payments Training Module and a
methods: sample bill, we determined that during the audit period, Origin offered
« in person at1 or more payment outletslocated each of the payment methods prescribed in s.5.20f the Com pendium.
withinthe Local Government District of the customer’s
supply address;

» by mail;

» for residential customers, by Centrepay;

» by telephone by means of credit card or debit card.

» electronically by means of BPay or credit card; and

by telephone by means of credit card or debitcard.

Compendium clause 5.2

183. Prior toa direct debit facility commencing, a retailer 4 Through discussion with the Group Manager, Retail Com pliance & Origin i N/P 1
mustobtain the customer’s verifiable consent and Privacy,and examination of Origin’s Invoices and Direct Debit Consent
agree with the customer the date of commencement of terms and conditions they areavailable freeof cost on Origin's website.
the direct debit facility and the frequency of the direct During the audit period, Origin maintained processes for obtaining a
debits. customer’s verifiable consent (either verbally recorded over the telephone
Compendium clause 5.3 or written through the online sign-up website) before commencing a direct

debit.
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184. A retailer mustaccept payment in advancefrom a 4 Through discussion with the Credit Insights Specialistand Group N/P
customer on request. The minimum amount a retailer Manager, Retail Com pliance & Origin Privacy, examination of clause
will accept an advance paymentis $20, unless 11:Payments of 'Standard and non-standard form of contract and Origin’s
otherwise agreed with a customer. payments processes, we determined that Origin accepts payment in
Compendium clause 5.4 advance from customers and no m inimum amount applies.

Origin's EasiPay option also allows for customer to pay amounts towards
their future bills to reduce the amounts needed to pay in the future.

185. If a customerisunable to pay by way of the methods 4 Through discussion with the Credit Insights Specialist and examination of | N/P 1
described in clause 5.2,due toillness or absence, a Origins Financial Hardship policy, we determined that SAP allows
retailer must offer a residential customer a redirection customers to have different billing and supply addresses on their accounts,
of the customer’sbill toa third person, atno charge. allowing customer to update their billing address to a third party, free of
Compendium clause 5.5 charge. In addition this can be completed by calling Origin. During the

audit period Origin applied its standard procedures for customers to have
bills redirected to a third party at an alternative postal address,atno
charge.

186. A'retailer mustnot charge aresidential customer a late | 4 Through discussion with the Credit Insights specialistand examinationof i N /P 1
payment fee in the circumstances specified in clauses Origin’s internaldocumentrelating to Late Payment Fee, we determined
5.6(1)(a)-(d). that during the audit period, Origin's exempts late payment fees for the
Compendium clause 5.6(1) following:

e  Customerson hardship programs and government funded
concession and entitlement programs.
e customers whohave requested and granted a payment extension
e customers on the EasiPay program
e customers whoare on an instalment plan
e any bill under review dueto complaints made to Origin or the
gas ombudsman.
Origin staffare trained in supporting custom ers with waiving of late
payment fees where applicable as evidence in their training modules.

186A. If a retailer has charged a latepaymentfee in the 4 Through discussion with the Credit Insights specialist and Group Manager, i N /P N/R
circumstances set outin clause 5.6(1)(c) becausethe Retail Compliance & Origin Privacy, we determined that Origin’s processes
retailer was not aware of the complaint, the retailer require late fees to be suspended and where necessary, refunded as soon as
mustrefundthe late payment fee on the customer’s it becom es aware of a customer’s complaint.
next bill.

Origin
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Compendium clause 5.6(2) If a com plaint is received regarding a specific bill, alock is
placed on the account.

e  Origin will not allow for late payment fees tobe applied to bills
which are under review by the retailer or has a complaint
associated with ituntil a resolution isreached and the customer
is given the standard amount of time to settlethe bill from the
time of resolution.

Duringthe audit period there were noinstances of application of late
payment fees applied to accounts relating to om budsman complaints.

187. If a retailer has charged a residential customer a late 4 Through discussion with the Credit Insights specialist and Group Manager, | N/P 1
fee, a retailer must not chargean additional late Retail Com pliance & Origin Privacy, we understand that Origin's
payment fee in relation to the samebill within 5 application of a late payment fee is a one off process for an overdue bill
business days from the date of receipt of the previous applied through configuration of SAP.
late payment fee notice.

Com pendium clause 5.6(3) Through our walkthrough procedure we determined that SAP is configured
torestrictlate payment feestoone per the bill and 12 per year. We

188. A retailer mustnot charge aresidential customer mare ; 4 validated this by obtaining the process flow diagram and the SAP
than 3 late payment feesin relation tothesame bill, or functional specification document for charging late payment fees.
more than 12 late payment feesin a year.

Compendium clause 5.6(4)

1809. If a residential customer hasbeen assessed as beingin i 4 Through discussion with the Credit Insights specialist and the Group N/P 1
financialhardship, a retailer must retrospectively Manager, Retail Com pliance & Origin Privacy and examination of Origin’s
waive anylate payment fee charged to the residential internal training documents, we determined that during theaudit period,
customer’s last bill prior to the assessment being Origin applied its standard procedures, which requireany late payment fee
made. tobe waived or refundedifthe customer has been assessed as being in
Com pendium clause 5.6(5) financialhardship. We have obtained evidence of one instance where a

customer was waived the late payment fee previously applied to their bill
after Originassessed the customer isin financial h ardship.

190. A retailer mustnot require a customer who has 4 Through discussion with the Credit Insights specialist and the Group N/P 1
vacated a supply address, and who has given the Manager, Retail Com pliance & Origin Privacy and examination of Origin’s
retailer notice, to pay for gas consumedatthe standard andnon-standard form contract, we understand that during the
customer’s supplyaddressin the circumstances audit period therewere instances in which customers had vacated. The
specified in clause 5.7(1), unless the retailer and the vacated supply addresses included those as result of eviction or being
customer have agreed to an alternative date. required tovacate. Origin has the following procedures in place:
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e Contracttermsoutline the customer’s obligation to provide at
least 5 days’ noticeto Originto finalise their account

Controls rating

Compliance
Rating

191. If a customer reasonably demonstrates to a retailer 4
that the customer was evicted or otherwise requiredto e Originistoarrange for a special meter read to invoice the
vacate a supply address, a retailer must not require a customer to the point of a final read for the property
customer to pay for gas consumed atthe customer’s e Thecustomer’s liability for any gas usage is limited to the point
supply address from the date the customer gave the at which the customer notifies Origin they have been evicted
retailer notice. from their supply address Customer's liability for any gas usage
Compendium clause 5.7(2) is limited to the point at which the contract terminates or when

192. Noticeisgivenifa customer informs a retailer of the 4 customer notifies Originthey have been evicted from the supply
date on which the customer intends to vacate, or has address.
vacated the supply address, and gives the retailer a e Origin’s management of the customer account closure
forwarding address to which a final bill may be sent. accommodates theevent of eviction.

Compendium clause 5.7(3)

193. Notwithstanding clauses 5.7(1) and 5.7(2), a retailer 4 Through discussion with the Credit Insights specialist and the Group N/P 1
mustnotrequire a customer to pay for gas consumed Manager, Retail Com pliance & Origin Privacy and examination of Origin's
at the customer’s supply addressin the circumstances standard and non-standard contract, we determined that during the audit
specified in clauses 5.7(4)(a)-(c).[4] period Origin had proceduresin place to ensure that:

Compendium clause 5.7(4) e A customer was not required to pay for any gas supplied at the
supply address after thetime when the new customer becomes
liable to pay

e When another retailer becomes responsible for thesupply of gas
the contract willend and Origin will nolonger be able tobillthe
customer for the gas supplied to the supplyaddress

e  Disconnection of the gas supply will end the contract; therefore,
Origin will nolonger be able tobill the customer who has
consumedatthe supply address.

e  Debtis recoverable only from the customer who contracted with
Origin

195. A retailer must not commence proceedings for 4 Through discussion with Credit Insights specialist and examination of N/P 1
recovery of a debt from a residential custom er who has Origin’s Training Modules, we determined that during the audit period,
informed aretailer that the customer is experiencing Origin's procedures are designed to ensure thatitdoes not commence
payment difficulties or financial hardship; or while a proceedings for recovery of a debtfrom a residential customer who has
residential customer continues to make payments informed a retailer that the customer is experiencing payment difficulties
under an alternative payment arrangement. or financial hardship; or whilea residential customer continues to m ake
Com pendium clause 5.8(1) payments under an alternative payment arrangement. The processes

include (Regulation 48):
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Origin's best endeavours to contact the customer prior to
escalating collection efforts and referring the customer to
external collection agencies.

Offering access to customers who have been assessed as
experiencing payment difficulties to alternative interest-free and
fee-free payment arrangements, such as:

Additional time to pay

An instalment payment plan; and/or

Other arrangements

Updating customer status in the notesin SAP once successful
payment arrangements have been agreed with the customer
Customers who haveentered and maintained a payment
arrangement with Origin being shielded from legal action,
additional recovery costs and restriction of supply.

Per Origin’s non-standard contract (clause 11) Origin won’t commence
legal proceedings against a customer for an unpaid amount if (Regulations

20(3)):

The customer has entered into an instalment planfor the
amountandthey are complying with that plan; or

The customerisa Residential Customer and h as informed Origin
that they are experiencing Payment Difficulties or Financial
Hardship.

Controls rating

Compliance
Rating

196. A retailer mustnot recover or attempttorecoveradebt | 4 Through discussion with the Credit Team Leader and examination of N/P 1
relating toa supply address from a person other than Section 23 of Origin’s standard form contract, we determined that during
the customer with whom the retailer has or had the audit period, Origin applied the following procedures to managethe
entered intoa contract for the supplyof gastothat account finalisation process in a m anner which ensures that it does not
supply address. attempt torecover a debt from a person other that the customer with
Compendium clause 5.8(2) whom ithas entered a contract for the supply of gastothat supply address:

e Thecustomerisnot required to pay for any gas suppliedat the
supply address after thetime when the new customer becomes
liable to pay

e Thedebtis recoverable only from the customer who entered into
the contract with Origin.
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Aftera final bill is sentand an account is finalised for a supply
address, the customer is not liable for consumption of gas at the
address.
196A. If a customer with a debt owing to a retailer requests 4 Through discussion with the Credits Insights Specialistand walkthrough of { N /P 1
the retailer to transfer the debt to another customer, Origin’s payment collection process, we understand that:
the retailer must obtain the other customer’s verifiable . Debt can be transferred from one customer to another.
consenttothe transfer of debt. e  Originonly allows debt transfers when the verifiable consentin
Compendium clause 5.9 the form of letter of Authority/ Statutory declaration has been
obtained from new debtrecipient.
198. A retailer must assess whether a residential customer 3 Discussions with the Support Consultant - Customer Payment Solutions A 1
is experiencing payment difficulties or financial and the Compliance Manager confirmed that Origin has completed
hardship, within 5 business days from when the assessments of residential custom ers within 5 business days from whenthe
residential custom er informs the retailer about the residential customer informed Origin about their payment problems and
payment problems. therefore had not referred residential customers to relevant consumer
If the retailer cannot make the assessment within 5 representatives for the period in scope.
businessdays, it must refer the customer to a relevant
consumer representativeto make the assessment. Sample testing of residential customers on a payment plan or a hardship
Compendium clause 6.1(1) plan confirmedthat Originassessed residential custom ers within 5
business days from when the residential customers informed Origin about
their payment problems.
198A. If a residential customer provides theretailer with an 3 The Support Consultant - Customer Payment Solutions and the N/P N/R
assessment from a relevant consumer representative, Compliance Manager advised that noinstances of residential customers
the retailer may adopt that assessment asits own providing Origin with an assessment from a relevant con sumer
assessment for the purposes of clause 6.1(1)(a). representative occurred during the period in scope.
Compendium clause 6.1(2)
Through testing of a sample of customers on a payment plan or hardship
plan ithasbeen validated, that there wereno instances where residential
customers provided Origin with an assessment from a relevant consumer
representative.
199. When undertaking an assessment regarding payment 3 Sample testing of residential customers on a payment plan or a hardship A 1
difficulties or financial hardship, the retailer must, plan confirmedthat Origingave reason able consideration tothe
unlessthe retailer adopts an assessment from a information provided by theresidential customer andinformation held by
relevant consumer representative, give reasonable Origin when undertaking assessments regarding payment di fficulties or
consideration tothe information given by the financialhardship.
residential customer and requested or held by the
Origin
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retailer; or advice given by a relevant consumer Assessments were performed in accordance with the hardship policy and
representative. the following information was requested, collected and considered as part
Compendium clause 6.1(3) of the assessment:
e  customer’s personal andfinancial circumstances
e customer’s outstanding account debt
e  customer’s consumption history
e  customer's capacity to pay outstanding debt and future
consumption
customer’s financial position to enable them to service an proposed
instalment plan

200. A retailer mustadvise a residential customer on 3 Sample testing of residential customers on a payment plan or a hardship A 1
request of thedetails of an assessment. plan confirmedthat Originprovides custom ers with details of the
Compendium clause 6.1(4) assessment process and theassessment outcome during the interaction

with the customer (phone conversation ). In addition a payment plan
confirmation letter is provided tothe customer toinform the customer
about the agreed payment plan details (e.g. starting date, payment
frequency, balance information, plan terms and conditions, further
assistance available to customer)

200A. If a retailer refers a residential customer to a relevant 3 Discussions with the Support Consultant - Customer Payment Solutions N/P N/R
consumer representativeunder clause 6.1(1)(b), the and the Com pliance Manager confirmed, that Origin has not referred
retailer must grant theresidential customer a residential customers torelevant consumer representatives under clause
tem porary suspension of actions. 6.1(1)(b) for the period in scope.

Com pendium clause 6.2(1)
Through testing of a sample of customers on a payment anda hardship
plansit hasbeen validated, that there were no instances where Origin
referred customers to a relevant customer representative.

201. If a residential customer informs a retailer that the 3 Discussion with the Support Consultant - Customer Payment Solutions, A 1
customer is experiencing payment problems, the confirmed that Originautomatically applies a temporary suspension of
retailer must not unreason ably deny a residential actionifa customer is experiencing payment problems.
customer’s request for a temporary suspension of
actions,ifthecustomer demonstrates to theretailer Through testing of a sample of customerson a paymentanda hardship
that the customer has an appointment with a relevant plansit hasbeen validated, that Origin automatically applied a temporary
consumer representativeto assess the customer’s suspension of action, at the time the customer informed Origin that they
capacity topay. experience payment difficulties, until the assessment was completed and
Compendium clause 6.2(2) an instalment plan was agreed with the customer and/ or the customer

representative.
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actions for a period of atleast15business days.
Compendium clause 6.2(3)

1011
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Discussion with the Support Consultant - Customer Payment Solutions,
confirmed that Originautomatically applies a temporary suspension of
action for a period of 10 business days. Management advised, that to meet
the 15 day requirement a manual extension of the suspension is applied.

Review of the customer agent training documents scripts; confirmed that a
temporary suspension of actions for a period of 15 business days is granted
tocustomers in payment difficulties that contact Origin.

Sample testing of residential customers on a payment plan or a hardship
plan confirmedthat Originwhen contacted by the customer advising that
they areexperiencing payment problems, completed the assessment within
10 business day. Hence noinstances were noted, where a manual extension
was required.

@ Controlsrating

Compliance
Rating

203. If a rel evant consumer representative is unable to 3 The Support Consultant - Customer Payment Solutions and the N/P N/R
completethe assessment on time and the consumer Com pliance Manager advised that noinstances occurred during the period
representative or residential customer requests for in scope, where a relevant consumer representative was unable to com plete
additional time, a retailer must give reasonable an assessment on time.
consideration to the request.

Compendium clause 6.2(4) Through testing of a sample of customers on a paymentanda hardship
plansit hasbeen validated, that there were no instances where Origin
referred customers toa relevant customer representative.

204. If the assessment carried out under clause 6.1 indicates i 3 Discussion with the Support Consultant - Customer Payment Solutions B 2
totheretailer that the residential customer is and the Compliance Manager and sample testing of customers on a
experiencing payment difficulties or financial payment plan or a hardship plan confirmed that Origin considered the
hardship, the retailer must follow the procedure customer’s ability to meet the overall costs of their basicliving needs and
specified in clause 6.3(1). 1° any cl}anges in personal circumstances in order to help determine their
Compendium clause 6.3(1) capacity topay.

: . : . Sample testing of customers experiencing payment difficulties, validated
205. A retailer mustotfer a residential customer whois ¢ 3 that Origin followed the procedure specified in clause 6.3(1); andoffered i 2 1
experiencing payment difficulties or financial hardship
10 1 accordance with clause 6.3(2), clause 6.3(1) does not apply if aretaileris unable tomake an assessment under clause 6.1 as aresult of an act or omission by a residential customer.
Origin
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alternative payment arrangements specified in clauses 6.4(1)(a) and (b).

This includes the following:

e additional timeto pay the bill

e an interest-free and fee-free instalment plan under which the
residential customer is given additional time to pay abill or to
pay an arrear (thisincludes any disconnection and reconnection
free of charge)

e advice about additional assistance that can be available in case
the arrangements offered at that moment cannot be respected
duetofinancialhardship.

Sample testing of customers ex periencing financial hardship, validated
that Origin followed the procedure specified in clause 6.3(1); and offered
alternative payment arrangements specified in clauses 6.4(1)(a) and (b).
This includes the following:
e additional timeto pay the bill
e an interest-free and fee-free instalment plan under which the
residential customer is given additional time to pay abill or to
pay an arrear (thisincludes any disconnection and reconnection
free of charge)
e  permission tocontinue consumption
e  payment arrangements that assist the customers via the
following:
e reduced fees, charges or debt;
o revision of alternative payment arrangements;
o provision of information;
o payment in advance; and
o reduced fees, chargesor debt.

It was noted in relation to clause 6.8(a) that Origin does not advise
customers who are experiencing financial hardship that they havethe right
tohave their billsredirected at no chargeto a third person. (see obligation
211 for observation and recommendation 05/2019)

Controls rating

Compliance
Rating

206. When offering or amending an instalment plan toa 3 Discussion with the Support Consultant - Customer Payment Solutions 1
residential customer aretailer must ensurethat the and the Compliance Manager, and sample testing of customers on a
instalment planis fair and reasonable taking into payment plan or a hardship plan confirmed that when Origin offered or
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amended an instalment plan, it was fair and reasonable, taking into
account information regarding a residential customer’s capacity to pay and

Controls rating

Compliance
Rating

2006A. If the residential customer accepts an instalment plan § 3 their corresponding consumption history.
offered by the retailer, the retailer must provide the
information specified in clauses 6.4(3)(a)(i)-(iii)within Sample testing of customers on a payment plan or a hardship plan (new or
5 business days of the customer accepting the plan and amended plans) confirmed that Origin:
notify thecustomer of any amendments to the e consideredeach customer's capacity to pay and consumption
instalment planatleast 5 business days before they history;
come into effect (unless agreed oth erwise with the e  offered instalment plans in accordance with the customer's
customer) and provide the customer with information situation;
explaining the changes. e notified customers of the amendments tothe payment plansat
Compendium clause 6.4(2) least 5 business days beforethe amendedinstalment plan
became effective;
e complied with the requirements of clause 6.4(3); and
e sent payment plan confirmation lettersto customers within 5
business days outlining the details of the customer's instalment
plans.
207. If a residential customer hasin the previous 12 months { 3 Discussions with the Support Consultant - Custom er Payment Solutions A 1
had 2 instalment plans cancelled due tonon-payment, and the Compliance Manager,inspection of Origin's financial hardship
a retailer does nothave to offer that residential policy confirmedthatifa customer had 2 instalment plans cancelled due to
customer another instalment plan, unless the retailer non-payment in the preceding 12 month Origin attempts to contact the
is satisfied that the residential customer will comply customer in order to understand the custom er’s financial circumstances
with the proposed plan. and toestablish a mutually agreeablerevised payment plan.
Compendium clause 6.4(4)
Testing of customers, that had 2 instalment plans cancelled due tonon-
payment in the preceding 12 month identified, that Origin established a
new payment plan, if:
e thecustomer contact Origin and agrees to the revised instalment
amount; and
e Originissatisfiedthatthe newly agreed instalment can be paid
by the customer.
208. A retailer must give reasonable consideration to a 3 Discussion with the Specialist Con sultant — Com munity Liaison and A 1
request by a customer, or a relevant consumer inspection of Origin's financial hardship processes, confirmed that Origin
agents take into account requests by customersin relation to a reduction of
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representative, for a reduction of the customer’s fees, the customer'sfees, charges, or debt. Inspection of internal procedural

charges,or debt. documents confirmed that all agents, have theauthority to waive customer

Compendium clause 6.6(1) fees, charges or debt, requests dorequire manager approval is certain
circumstances
Sample testing of hardship customers confirmed, that Origin gave
reasonable consideration to the customer’s financial situation by providing
different types of payment plans to assist customers with varying levels of
supporttoreduce their debt (including fees and charges). While none of
our samples requested a reduction, Origindid offer various fee reductions
tocustomers.

209. In giving reasonable consideration qnder clause 6.6(), | 3 Inspection of training modules and guidelines used by Origin's agents A 1
a retailer should refer to the hardship procedures confirmed that agents are trained as part of Origin’s on boarding process.
referred toin clause 6.10(3). Training materials contain content which support team membersin
Compendium clause 6.6(2) dealing with customers experiencing h ardship.

Sample testing of customers on a h ardship plan confirmed, that Origin
gave reasonable consideration to requests by the customer experiencing
financialh ardshipandapplied Origin’s processes, internal guidelines and
training in order to sensitively and respectfully address these customer’s
requests.

210. If it is reasonably demonstrated to the retailer that the § 3 Discussion with the Support Consultant - Customer Payment Solutions A 1
customer, experiencing financial hardship,is unableto and inspection of Origin'sinternal financial hardship documentation
meet thecustomer’s obligations under the previously confirmed that Originoffers customer an alternative or revised payment
elected payment arrangement, a retailer must give plan,if:
reasonable consideration to offering the customer an e  Origin’s IT systems detecta customer failing to adhere to their
instalment planor offering torevise an existing payment plans: or
instalment plan. e acustomer contacts Origin advising that they will not be able to
Compendium clause 6.7 meet their obligations per their previously elected payment

arrangement.

Sample testing of residential customers on a hardship plan unable to meet
theirobligation under the previously elected payment plan confirmed that
Origin gave reasonable consideration to the information provided by the
residential custom er and information held by Origin and offered a new or
revised instalment plan. This included offering payment plansto
customers when they h ad previously elected a payment extension.

Origin
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Re-assessments of the financial situation of hardship custom ers were
performed in accordance with the hardship policy and the following
information was requested, collected and considered as part of the
assessment:
e customer’s personal andfinancial circumstances
e  customer’s outstanding account debt
e customer’s consumption history
e customer's capacity to pay outstanding debt and future
consumption
e customer’s financial position to enable them to service an
proposed instalment plan

Controls rating

Compliance
Rating

211.

A retailer mustadvise a customer experiencing
financialhardship of the options specified in clause
6.8.

Compendium clause 6.8

Discussion with the Support Consultant - Customer Payment Solutions
and the Compliance Manager, examination of Origin’s financial hardship
procedures andinternal training handbook, and sample testing of
customers on a payment plan or a hardship plan validated Origin is
advising customers of thefollowing:

e alternative payment methods

e  availability of concessions and how to access them

e availability of different types of tariffs

e availability of independent financial counselling services

e availability of other financial assistance and grants schemes and

how toaccessthem.

It was noted in relation to clause 6.8(a) that Origin does not advise
customers who are experiencing financial hardship that they havethe right
tohave their billsredirected at no chargetoa third person.

Recommendation 05/2019: Origin should update their custom er a gent
scripts andfinancial hardship brochures to include content advising
customers who are experiencing financial hardship that they h ave the right
tohave their bills redirected at no chargetoa third person.

212.

A retailer must determine them immum payment in
advance amount for residential customers
experiencing payment difficulties or financial hardship

Through discussions with Group Manager, Retail Com pliance & Origin
Privacy, we confirmed that:

N7P

7R
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in con sultat.ion with relevant consumer Origin does not seta prescribed minimum paymentin advance
representatives. amount for residential customers experiencing financial hardship or
Compendium clause 6.9(1) payment difficulties
e  Origin’s processes and procedures allow for payment plan
513, A'Tétailer may apply different minimum paymentin 3 arrangements (including for paymentin advance) for customers
advance amounts for residential customers experiencing payment difficulties or financial hardship.
experiencing payment difficulties or financial hardship
and other customers. Managementadvised thatnoinstances occurred where a minimum
Com pendium clause 6.9(2) payment in advancehad tobe determined for a residential customer
experiencing payment difficulties or financial hardship who consulted a
relevant consumer representative.
214. A retailer mustdevelop a hardship policy and hardship i 4 Discussion with the Support Consultant - Customer Payment Solutions, N/P 1
procedures to assist customers ex periencing financial and inspection of Origin’s Financial Hardship Policy, Financial Hardship
hardshipin meeting their financial obligations and Assessment Procedures and Training Modules determined that:
responsibilities to the retailer. e  Origin’s Financial Hardship Policy and Procedures have been
Compendium clause 6.10(1) developed in consultation with relevant key stakeholders and
customer representative
515, A'Tetailer must ensure that 1ts hardship policy 4 e  Thepolicy (version August 2017) is available on Origin’s website ;g 5
complies with the criteria specified in clause 6.10(2). and alsoon the Authority’s website
Com pendium clause 6.10(2) e Originstaffare p‘ained to advice customers yvhere thepol iq can
215A. A'retailer mustensure thatits hardship procedures 4 beaccessed, or if requested to send a copy via post or emailatno N/P 1
comply with the criteria specified in clause 6.10(3). charge.
Com pendium clause 6.10(3) e the policy hasbeen developedin accordance with the criteria
216. If requested, a retailer must give residential customers | 4 specified in clauses 6.10(2) except for the requirements under N/P 1
and relevant consumer representatives a copy of the 6.10(2)(h)(D). Interpreter information’ i
hardshippolicy, including by postatno charge. »  thehardship procedures have been developed in accordance
Com pendium clause 6.10(4) with 6.10(3)
Requirement 6.10(2)(h)(i) in the Com pendium of Gas Customer Licence
Obligations states that the National Interpreter Symbol and the words
Interpreter Services have tobe included in thehardship policy.
Inspection of Origin’s Financial Hardship Policy identified thatthe
National Interpreter Symbol appears, but does notincludethe words
Interpreter services. Refer to obligation 250 for recommendation
06/2019.
Origin
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219. If directed by the ERA, the retailer mustreview its 4 Discussion with the Com pliance Manager, confirmed that Origin has not N/P N/R
hardshippolicy andhardship procedures and submit been directed by the ERA toreview its Financial Hardship Policy during
tothe ERA the results of that review within 5 business the period in scope. In addition we confirmed no amendments were made
days afterit is completed. toOrigin's hardship policy during the period the latest version is from
Compendium clause 6.10(6) August2017.
220. A retailer must comply with the ERA’s Financial 4 B 2
Hardship Policy Guidelines. Based on the inspection of ERA's Financial Hardship Policy Guidelines and
Com pendium clause 6.10(7) Origin's hardship policy, we have identified that Origin’s hardship policy
220A. If a retailer makes a material amendment toits 4 complies with the ERA’s Financial Hardship Policy Guidelines, except for N/P N/R
hardshippolicy, theretailer must submita copy of the therequirement under 6.10(2)(h)(i). ‘Interpreter information’ refer to
amended policy tothe ERA within 5 business days of obligation 250 for recommendation 06/2019.
the amendment.
Com pendium clause 6.10(8) Requirement 6.10(2)(h)(@) in ERA’ Financial Hardship Policy Guidelines —
Electricity & Gas Licences states that the National Interpreter Symbol and
the words ‘Interpreter Services  have tobe included in the hardship policy.
Inspection of Origin’s Financial Hardship Policy identified that the
National Interpreter Symbol appears, but does notincludethe words
Interpreter services.
221. A retailer must consider anyreasonable request for 4 Discussion with Customer A dvocacy team andinspection of the Financial N/P 1
alternative payment arrangements from a business Hardship Policy and training guidelines con firmed that Origin:
customer whois experiencing payment difficulties. e  offers different alternative payment arrangements to business
Compendium clause 6.11 customers
e  considersthe size of business and the customer’s financial situation
on case by case basis when offering alternative payment
arrangements
During the period in scope, there were occasions in which business
customers sought alternative payment arrangements after experiencing
financial difficulty.
222. A retailer must follow the procedures specifiedin 2 Through discussion with the Credit Insights Specialist and examination of i A 1
clause7.1(1) prior to arranging for disconnection of a Origin’s Annual Compliance Reports submitted tothe ERAand testing of
customer’s supplyaddress for failure to pay a bill. A disconnection s performed during the audit period, we determined that
customer has failed to pay a bill in the circumstances Origin’s disconnection process is designed to provide customers with the
specified in clause 7.1(2). following. A reminder notice generatedand sent to customer 16 days after
the bill issuedate if the following con ditions are met:
Origin
PwC 138




Licensereference & Summary of Observations & Recommendations
License Obligation

iori

AuditPr
Rating

Reference No
Controls rating
Compliance

Compendium clause 7.1 An actual liability of more than $300

e Thecustomerisnot isfacing payment difficulties or financial
hardship

e  Originwill use its best endeavours including phone-call
notification, sending an SMS to the custom er’s mobile number,
calling the customer’s land line or emailing the customer

e  Thedisconnection is not to proceed unless the mandatory
checklist, which outlines the above steps, hasbeen completed.

The disconnection notice includes thefollowing information:
e theretailer’stelephone number for billing and payment
enquiries;
e advice on how the retailer may assist in the event the customeris
experiencing payment difficulties or financial hardship; and
e Duedate on the disconnection noticeare 23 days after thebill
issue date

A disconnection warning, detailing customer’s outstanding balanceand
final payment due date, generated andsent to customer 24 days after the
billissue date. The disconnection warning includes the following:
e  Originwill disconnect after 10 business days in which the
disconnection warning is provided if no paymentisreceived
e Thegas ombudsmanand the Freecall telephone number of the
gas ombudsman
e  Contact number for Origin for any queries or complaints

223. A retailer must not arrange for disconnection of a 4 Through discussion with the Credit Insights Specialistand examination of ; N /P 1
customer’s supplyaddress for failure to pay a bill in Origin’s Annual Compliance Reports submitted to the ERAand testing of
the circumstances specified in clause 7.2(1). disconnections performed during the audit period, we determined that
Compendium clause 7.2(1) Origin’s disconnection process is designed to provide customer with the
following:
Origin
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Origin staff have to com plete a mandatory checKklist, with
guidelines asrequired by Clause 7.2(1) of the compendium, prior
toarranging for disconnection of a customer’s supply address

e Disconnectinga customeristhelast resort Origin willemploy

e Credit management staff are aware to only disconnect customers
for specified reasons

e A customer will not be disconnected where amounts owing do
not relate tothe supply of gas or the supply address does not
relate tothe bill

e  Origindoes not offer customers con cessions; however in
accordance with HUGS guidelines, will provide customers with
information about how to access and apply for HUGS

e Asthe ERA has not prescribed a minimum amount of the
balance outstanding, below which Origin is not permitted to

process a disconnection, Origin hasimplemented a minimum

amount for disconnection of $300.

Controls rating

Compliance
Rating

225. A retailer must not arrange for thedisconnection of a 4 The Credit Insights Specialist confirmed that Originhas not arranged for N/P N/R
customer’s supplyaddress for denying accesstothe disconnection of a customer’s supply for denying access during the audit
meter unless the conditions specifiedin clause?7.4(1) period.
are satisfied. A retailer may arrange for a distributor to
carry out 1or more of therequirementsreferredtoin
clause7.4(1) on behalfof the retailer.
Compendium clause 7.4
227. A retailer or a distributor must not arrange for 2 Through discussion with the Credit Insights Specialist and examination of ; A 1
disconnection or disconnect a customer’s supply Origin’s Annual Compliance Reports submitted to the ERAand testing of
addressin the circumstances specified in clause 7.6. disconnections performed during the audit period, we determined that
Compendium clause 7.6 Origin’s disconnection process is designed to provide to ensure thatit does
not arrange for disconnection of a customer’s supply address in the
circumstances specified in clause 7.6:
Disconnections are not performed:
e if a complaint hasbeen filed by the customer
In accordance with compendium 7.6 (2) the distributor is responsible to
ensure disconnections do not occur at the following times:
Origin
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e after 3pm Monday to Thursday
e  On a Friday, Saturday, Sunday, Public Holiday or on the eve of a
publicholiday
In addition Origin has the following proceduresin place:
e  Originhasan automated processto communicate disconnection
service requests to ATCO

Credit team staff are trained to ensure that prior to disconnection, the
credit status of the customer account in SAP is not subject to:
e  An open customer com plaint (which suspends the disconnection
workflow within thesystem)
e  Paymentdifficulty
e  Financial Hardship
e  Applicable medical conditions.

Through our testing we noted that disconnections that took place during
the audit period did not have any complaints or medical conditions nor
were customers on a payment or hardship plan at thetime of
disconnection.

Controls rating

Compliance
Rating

228. In the circumstances specifiedin clause8.1(1)(a)-(c),a i 4 Through discussion with the Credit Insights Specialist and consideration N/P 1
retailer must arrangefor reconnection of the of Origin’s reconnection procedures, we determined that during thea udit
customer’s supplyaddress if the customer makes a period there were occasions in which customers requested and met the
request for reconnection, and pays the retailer’s criteria for reconnection.
reasonable charges for reconnection (if any) or accepts
an offer of an instalment planfor the retailer’s Origin applied the following procedures to arrange for customerstobe
reasonable charges for reconnection. reconnected:

Compendium clause8.1(1) e A customerwhohasfailed topay a billwill be reconnected if the
customer has paid the balance owing, has agreed toa payment
plan,or has been assessed as being in financial hardship

e A customer whohasbeen unlawfully consuming gas, and has
subsequently set up an account with Origin (i.e. remedied the
breach), will be reconnected, and invoiced for the gas consumed:

e will work out the amount owing by contacting the customer’s
landlord or agentto assess when the customer moved intothe
premises

e Origin may alsorequest evidence of thedate when the customer
moved in to calculate the period from which tobackdate.

Origin
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229. A retailer mustforwardthe requestfor reconnection to | 4 Through discussion with the Credit Insights Specialist and examination of ;{ N /P 1
the relevant distributor that same business day if the Origin’s Reconnection procedures and exception reporting processes, we
request is received before 3pm on a business day; or no determined that Origin has maintained processes designed to detect:
later than 3pm on the next business day if the request e  Payments made to disconnected accounts (to identify instances
is receivedafter 3pm on abusiness day,or on the where a customer may have paid an outstanding fee, has
weekend or on a public holiday. requestedtobe reconnected, but therequest has failedin its
Compendium clause 8.1(2) submission to the distributor)
e  Failedreconnection requests within the system
Through performing sample testing reconnection requests, we did not
identify any instances of non -compliance.
231. A retailer must give notice to each of its customers 4 Through discussion with the Group Manager (Retail Com pliance & Origin { N /P 1
affected by a variation in its tariffs nolater than the Privacy), we determined that during the audit period, Origin notified the
next bill in the customer’s billing cycle. Minister for Energy of changes toprices and fees atleast 30 days before
Compendium clause 10.1(1) the effectivedate of thetariff variation, which last occurred from 1 July
2018 per email sent to the Minister of Energy on 1 June 2018. Therelevant
notification was provided vialetter andincluded explanations for the
increases.
Customers are informed of changes to tariffs atthe time of the nextbill.
ChangestoOrigin's Standard Prices & Fees are published on Origin’s
websitein prior to the effective date.
232. A retailer mustgive a customer on request, at no 4 Through discussion with the Group Manager (Retail Com pliance & Origin i B N/R
charge, reasonableinformation on the retailer’s tariffs, Privacy) and examination of Origin’s publicly available information and
including any alternative tariffs that may be available Training Modules, we determined that during the audit period:
tothe customer.
Compendium clause 10.1(2) Information regarding tariffs was readily available on Origin’s website.
Origin's publiclyavailable information outlines that the customer is also
233. A retailer mustgive a customer the information 4 agl ?lto cralllfrhflcusft(iﬂm e s.(a'vrllcellnettobr ecerlvei’([iar('iff}(rrllforr}?artlon Pve;lﬂli(le
requestedon tariffs within 8 business days of the date pho eto arrange tora written copy to be provided atno charge via ema
of receipt of the requestand, if requested, a retailer or pos
mustprovidethe information in writing.
Origin
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Compendium clause 10.1(3) While Origin does not track customer request for tariffs they have the
procedures andtraining in place to ensure customers are provided the
information in required format and timeframe.

234. A retailer must, on request, give a customer their 4 Through discussion with the Group Manager (Retail Com pliance & Origin ;| N/P 1
billing data. Privacy) and examination of Origin’s Training Modules, we determined
Compendium clause 10.2(1) that during the audit period, Origin appliedits standard practice to direct

the customer to access their billing data online through the Origin's online

235. A retailer mustgive the requested billing data at no 4 portal upon request. B N/R
chargeifa customer requ ests their billing data for a . .. e
period less than the previous 2 years and no mare than WhlledOrlgln d((l)fs not tre.lck iustotmer request ﬁor billing data t'}(lie\&l;ive the
once a year, or in rélation toa dispute with the retailer. procedures and training in place to ensure customers are provided the
Com pendium clause 10.2(2) information in required format and timeframe.

236. A retailer must give the requested billing data within 4
10 business days of the date of receipt of either the
request, or payment of the retailer’s reasonable charge
for providing thebilling data.

Compendium clause 10.2(3)

237. A retailer must keep a customer’s billing data fory 4 Through discussion with the Group Manager (Retail Com pliance & Origin i N /P 1
years. Privacy), we determined that during the audit period, Origin had applied
Com pendium clause 10.2(4) processes and systems for storing billing information from its SAP system

for more than 7 years as required

238. A retailer must give a residential customer on request, i 4 The Commercial Retail Analysts con firmed that Origin h as not offered N/P N/R
at nocharge, information on thetypes of concessions concessions (asreferred to by clause 10.3) during theaudit period.
available tothe customer, and the names and contact However in accordance with HUGS guidelines, will provide eligible
details of the organisation responsible for customers information regarding the grant (HUGS). For Energy Assistance
administering those concessions (if not the retailer). payments although Origin does not administer the payment, Origin can
Compendium clause 10.3 provide customers with Synergy’s contact details.

2309. A retailer must give, or make available, toa customer 4 Through discussion with the Group Manager (Retail Com pliance & Origin i N /P 1
on request and at no charge, general information on: Privacy) we determined that during the audit period Originhad applied its
cost-effectiveand efficient ways to utilise gas standardpractice torefer the customer to the gas usage efficiency
(including referring a customer to a relevant information locate on Origin’s website.
information source) andthe typical running costs of
major domestic appliances.

Origin
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Compendium clause 10.4
240. If a customer asks for information relating to the 4 Through discussion with the Com pliance Manager and examination of N/P 1
distribution of gas, a retailer must give the information Training Modules, we determined that during the audit period there were
tothe customer or refer the customer to the relevant occasionsin which customers requested information relating to gas
distributor for aresponse. distribution.In thisevent Origin directed all requests for distribution
Compendium clause 10.5 related information to ATCO. The direct numberistobe provided tothe
customer andifrequested via phone, the customer is to be transferred
directly to ATCO.
241. A retailer must, within 3 months of being subjecttothe | 4 The Commercial Retail Analysts confirmed that Origin’s submitted the N/P 1
Compendium, lodgewith the ERA, a gas customer Draft gas customer safety awareness program to ERA on 3July 2017 and
safety awareness programme. final version was approved by ERA on 5 Sept 2017, thisis in accordance
Compendium clause 10.5A(1) with the 3 monthsrequirements as Origin obtained their license in May
2017.
242. A retailer must consult with the ERA when preparing 4 The Commercial Retail Analysts confirmed that Origin’s consulted withthe { N /P 1
the gas customer safety awareness programme. ERA whilecom pleting their gas custom er safety awareness program. No
Compendium clause 10.5A(2) formal feedback was provided to Origin by the ERA.
243. A gas customer safety awareness programme 1s to 4 Through discussion with the Com mercial R etail Analysts and examination ; N /P 1
communicate information to customers regarding of Origin's gas customer safety awareness programwe noted thatthe
safety in the use of gas and must address, at a following was included in the document:
minimum, the information referred toin clause
10.5A(3)(a)-(e). (a) information on the properties of gasrelevanttoits use by customers;
Compendium clause 10.5A(3) (b) a notice of the requirement for proper installation and use of approved
appliances and equipment;
(c) a notice of the requirement to use only qualified trade persons for gas
connection and appliance and equipment installation;
(d) the proper procedurefor the reporting of gasleaks or appliance or
equipment defects; and
(e) safety procedures tobe followed and the appropriate telephone number
tocall in case of emergency.
245. A retailer and distributor must, to the extent 5 Through discussion with the Com mercial R etail Analysts and examination ; N /P 1
practicable, ensure that any written i nformation that of Origins’ publicly available documentation, we determined that Origin
mustbe given toa customer by the retailer, distributor has maintained and applied standard practices, which:
or gas marketing agent under the Gas Marketing Code e Requireinformation sent out to customers (such asa Residential
and the Compendium is expressed in clear, simpleand Reminder Noticeand Invoice) to be written in clear and concise
conciselanguageand isin a formatthat makesiteasy language and a format that is easily interpretable
tounderstand.
Origin
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Compendium clause 10.9 Provide customer support contact information on all written
information for further queries
e  Ensurecustomersunderstand all information provided tothem
and answer any qu estions that customers may have.

246. A retailer mustadvise a customer on requesthowthe 4 Through discussion with the Group Manager, Retail and Com pliance and B N/R
customer can obtain a copy of the Gas Marketing Code examination of the custom er Welcome Pack and Training Modules, we
and the Compendium; and make a copy of the Gas determined that Origin hasestablished standard practices, which enable
Marketing Code and the Com pendium available on the Origin staffto:
retailer’s website. e  Provide the Gas Marketing Code and Com pendium to a
Com pendium clause 10.9 customer upon request

e  Refer customerstothe Gas Marketing Code of Conduct and
Compendium, which are available on Origin’s website.
While Origin does not maintain specific records of customers requesting
information related to the Gas Marketing Code of Conduct, the
information is readily available on the website and provided within the
Welcome Packfor all customers.

249. A retailer and distributor must make available to a 4 From examination of Origin's, invoi ce templateand website, we N/P 1
residential customer on request,atno charge, services determined that for instances where a custom er had requested support
that assist the residential customer in interpreting services, Origin provides Interpreter Services, TTY (teletypewriter)
information provided by theretailer or distributor Serviceslargeprint copies and further customer assistance upon request at
(including independent multi-lingual and TTY nocharge.
services, and large print copies).

Compendium clause 10.11(1)

250. A'retailer and, it appropriate, a distributor must 4 Our examination of Origin’s customer bills, reminder noticesandthrough : B 2
include on a residential customer’s bill and bill related our testing of disconnection warnings indicates (refer tonote 1) that the
information, reminder notice and disconnection TTY number (with the words “Teletypewriter (National Relay Service)”),
warning the telephone numbers for: TelephoneInterpreter Services information (with the words "Needan
« its TTY services; interpreter?") and National Interpreter Symbol are included on those
» independent multi-lingual services; and documents.

« interpreter services with the National Interpreter
Symbol and the words “Interpreter Services”. While Origin did not include the language "Interpreter Services" on their
Compendium clause 10.11(2) bills, reminders notices or disconnection warnings the overall messaging is
providedto customers.
Origin
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Recommendation 06/2019: Origin toupdate their bills, reminder
notices, disconnection warnings and hardship policy toincludethe words
"Interpreter Services”.
251. A retailer and distributor must develop, maintainand § 4 Through discussion with, Executive Liaison Manager, and examination of N/P 1
implement an internal process for handling complaints Origin’s 'Standard complaints and dispute resolution (procedures and
and resolving disputes. Training Modules such as 'Difficult Calls (seeattached) and ‘Handle
Compendium clause 12.1(1) feedback or Com plaint'(See internal document a ttached), we determined
throughdiscussion with the Executive Liaison Manager and examination
of Origin's policies and Com plaint Handling Training Module, we
determined that. During the audit period, Origin:

e  Maintained a Com plaints Handling Procedure and Com plaints
Handling Process, supported by internal customer advocacy
training anda dedicated Case Management team, designed to
comply with Australian Standard AS/NZS 10002:2014,
specifically for gas related activities.

e  Had processes in placetoreview and update internal documents
as necessary when changes are made to complainthandling
guidelines or standards

®  Maintained a mature escalation process, whereby ifa customer
is not satisfied with the outcome offered, the complaint can be
escalated totheTeam Leader.

e  Useda monthly‘end of month report, generated from SAP and
submitted to the Senior Management Group to monitor the total
number of complaints, a breakdown of the different types of
complaintslogged and Energy Ombudsman escalations

252. The complaints handling process under clause 12.1(1) 4 Through discussion with the Executive Liaison Manager and examination : N /P 1
mustcomply with AS/NZS 10002:2014 and address,at of Origin’s Com plaints Handling Training Module, Com plaints Handling
theleast, the criteria specified in subclauses 12.1(2)(b)- Process and Com plaints Handling Procedure, we determined that:
(). Origins Com plaints Handling Processis structured and designed to comply
The complaints handling process must be available at with Australian Standard AS/NZS 10002:2014 Origin’s procedures and
no cost to customers. training modules outline the:
Compendium clause 12.1(2) e  Process of recording a complaint

e  Process of recording a resolution

e Responsetime and method

e  Managementhandling and monitoring process.

Origin
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Information on how tolodgea complaint is available to Origin
customers atno cost

e Complaintsbrochures are available on the website not cost to
customers.

254. When responding to a complaint, a retailer or 4 Through discussion with the Executive Liaison Manager, and examination i N /P 1
distributor must advise the customer that the customer of Origin’s Com plaints Handling Process document we determined that
has the right tohave thecom plaint considered by a Origin’s process includes:
senior em ployee within theretailer or distributor (in e  Escalation toa senior figure if the first line of contact was
accordance with its complaints handling process). unsuccessful in resolving the complaint to a satisfactory manner
Compendium clause 12.1(3)(a) (clause 12.1(3)(a) of the Com pendium)

e Thecustomertobe notified of the outcome and the reason for
the outcome in written form, upon request (clause 12.1(3) (b) of
the Compendium), where the complaint has not been resolved to
the customer’s satisfaction.

255. When a complaint has not been resolved internallyina | 4 Through discussion with the Executive Liaison Manager, and examination ;i B 2
manner acceptableto the customer, a retailer or of Origin’s Com plaints Handling Process document andits com plaints
distributor must advise the customer of thereasons for register,we determined that during the audit period, Origin:
the outcome (on request, the retailer or distributor e  Had received complaints, which were not resol vedinternallyin a
mustsupply such reasons in writing); and that the manner acceptableto the customer
customer has the righttoraise the complaint with the
gas ombudsman or another relevant external dispute Maintained processes and practices, which providefor:
resolution body and provide the Freecall telephone e Informationtobe provided toa customer in accordance with
number of the gas ombudsman. Com pendium clause clause12.1(2) of the Com pendium.
12.1(3)(b) e  Notifying customers of their right to refer their complaints to the

Ombudsman ifthey are still unsatisfied with Origin’s response,
and providing Freecall and Freefax number of the Om budsman
tothe customer.
Complaints and dispute resolution procedures states the response
timeframe and response method for lodged complaints:

e Origin's aim toacknowledge all complaints within 5 days of
submission. Origin will getin touch with the customer via
telephone or write/email the customer.

e The Consultant will then assess the expected time frame for
resolution based on the complexity of the complaint.The
Consultant will then providethe customer an expected
timeframe for resolution

Origin
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addresses the requirement to notify customers of their right to refer their
complaintstothe Ombudsman if they are still unsatisfied with Origin's
response, and providing Freecall and Freefax number of the Ombudsman
tothe customer. However this has notbeen consistently observed across
the business.

Origin’s Customer Service Charter also notifies customers of their right to
refer their complaints to the Ombudsman if they are dissatisfied with
Origin's response.

Recommendation 07/2019: Origin to update training toinclude the
responsibility to notify customers of their right to refer their complaints to
the Ombudsman if they arestill unsatisfied with Origin's response, and
providing Freecall and Freefax number of the Ombudsman to the
customer. In addition include this information in the close outletter
providedto customers.

It was identified that management does have third party sales training that

Controls rating

Compliance
Rating

255A. A retailer or distributor must, on receipt of a written 4 Through discussion with the Executive Liaison Manager, walkthrough of N/P 1
complaint by a customer, acknowledge the complaint the complaint handling process and examination of Origin’s Com plaints
within1o business days and respond to thecom plaint Handling Training Module, we determined that during the audit period
within20 business days. Origin hadreceived written Executive com plaints from customers and
Compendium clause 12.1(4) performed the following procedures aligned with their Com plaints

Handling Process:
e Thecomplaint acknowledgedand initial response on the
progress of thecom plaint was provided within 5 businessdays
e  Thecustomerwas keptinformed of how their complaint was
progressing and if the complaint required further investigation.
Our sample testing of customer complaints confirmed Originrespond to
customer complaints within 5 business days.

256. A retailer must comply with any guidelme developed 4 Section 3 of the Customer Com plaints Guidelines (Guidelines), 1ssued by N/P 1
by the ERA relating to distinguishing customer queries the ERA in October 2008, and provides energy retailers and distributors
from customer complaints. with the guiding principles on distinguishing com plaints from enquiries.
Compendium clause 12.2 Through discussion with the Executive Liaison Manager and examination

of Origin's Com plaints Handling Process, we determined that Origin
distinguishes customer complaints and customer qu eries as required by
the standard as follows:

Origin
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Complaints are defined as: “Expression of dissatisfaction made to or about
an organisation, related toits products, services, staff or thehandling of a
complaint, where a response or resolution is explicitly or implicitly
expected or legally required.”
Enquiries or feedbackis defined as: “A requestby a customer for
information about a product or service provided by theservice
Provider that does not reflect dissatisfaction.”
257. A retailer, distributor and gas marketing agent must 4 Through discussion with the Executive Liaison Manager, examination of N/P 1
give a customer on request, at no charge, information Origins’ Standard and non standard contract terms and consideration of
that will assistthe customer in utilising therespective Origins’ Com plaint Handling Training Modules, wedetermined that:
complaints handling processes.
Compendium clause 12.3 Origin's contracts includes information relating to Origin’s complaints
handling process, supplied to the customer free of cost when they sign up
with Origin. Customers can also ask to send them a copy through mail free
of cost.
During the audit period Origin's standard practice for custom er requests
included:
e Providinginformation relating to the complaints handling
process to customers upon request, atno charge
e  Referring customers tothe Complaints webpage on the Origin
websiteandthe ability tofill in a General Enquiries Form on
Origin's website,and getinformation free of cost, that will assist
the customer in utilising Origin's complaint handling process.
258. When a retailer, distributor or gas marketing agent 4 Through discussion with the Executive Liaison Manager andthe N/P 1
receives a complaint that does not relatetoits examination of recorded logged com plaints (written and via telephone), we
functions, it must advise the customer of the entity observed thatOrigin's customer service and complaints handling processes
that it reason ably considers to be the appropriate provide for:
entity todeal with the complaint (if known). e  Staff torecognise instances where a complaint does not relate to
Compendium clause 12.4 Origin's Functions within SAP
e Themattertobereferred tothe relevantentity (e.g. ATCO)
e Thecustomertobe madeaware of the reason for thereferral
Origin
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Reference No

Licensereference & Summary of
License Obligation

1011

AuditPr

Observations & Recommendations

Controls rating

Compliance
Rating

e Thecustomertobe offered the appropriate entity’s direct line, or
the call is transferred.
281. A retaileranda distributor must preparea report in 4 Through discussion with the Com pliance Analyst - Retailland examination ; N /P 1
respect of each reporting year setting out the of Origin's annual performance reports, wedetermined that during the
information specified by the ERA. audit period, Origin had prepared a report as required by Part 13 of the
Compendium clause 13.1 Compendium for each of the tworelevant years.
585. A'report referred toin clatse 13.1 mustbe providedto "} 4 As Ori.gi(rll'gntereild the WA mr?rket andfiirst acquired ‘%UStO}IIn ers in AggUSt B 5
the ERA by the date, and in the manner and form, 2017, 1t didnot have any performance atato repf)rt or theyear ending 30
specified by the ERA. June 2017. Asan overs 1ght,. Origin fal.led to submlt anil performance
Com pendium clause 13.2 report for FY17 on time. Origin submitted its nil performance data report
tothe ERA on 9 October 2017.
283. A report referred toin clause 13.1mustbe published by : 4 WA reporting requirements are included in the Com pliance team’s N/P 1
the date specified by the ERA. reporting calendar to ensurethat relevant reports are submitted on time.
Compendium clause 13.3
The 2018 report was submitted tothe ERA prior to September and
published on Origin's website within the prescribed 1 October timeframe.
Origin hasremediated its late submission of it performance report by
implementing a com pliance calendar with all deadlines. All regulatory
reporting requirements are clearly documented and monitored by the
Retail Compliance team.
Origin
PwC 150



T able 7: Recommendations to address current non-compliances and control deficiencies

Resolved duringthe current audit period

Licensereference &Summary | Non Compliance / Controls
ofLicense Obligation Improvement

: y ) G
102and 282 Rating: B2 31 May 2018 - Origin has action required
remediateditslate
Obligation(s): (102 and 282) Gas Trading Licence submission of it

clause 23.1 and 2.1 Schedule 2 Compendium clause 13.2 i performance report by
implementing a compliance
Origin failedto submita nil performancereportfor Fy1y | calendarwith all deadlines.
on time. Origin submitted its nil performance data All rggulatory reporting
report tothe ERA on 9 October 2017. This occurred due | equirementsare clearly
toan oversight,as Origin did not have any performance | documented and monitored

data toreport for the year ending 30 June2017. by the Retail Com pliance
team.

Unresolved during the current audit period

Licensereference & Summary Non Compliance / Controls Auditor’s Recommendation Action taken by thelicensee by
ofLLicense Obligation Improvement end of auditperiod

01/2019 Rating: B2,C3 We recommend Origin to update training Theremediation toaddressthisissuehas
modules, agentscripts and procedures to been determined, but will not be finalised
Obligation(s): (120, 121, 114) Code of Conduct ensure that all requiredinformation, outlined until 31/10/2019
clause 2.3(2), 2.3(3) and 2.3(4) in the Gas Marketing Code of Conduct, is

providedto customers prior to obtaining

It was identified that during the audit period, some i Verifiableconsentof customers.
customers were not provided all required
information prior to providing their verifiable
consent, and in one instance, a customer was
providedthe terms and conditions for the incorrect
state prior to providing their verifiable con sent.
02/2019 Rating: B2 We recommend that management Origin will include areport of thistype 2
monitors exception reporting on aregularbasis { non-compliance in its next annualbreach
Obligation(s): (136) Schedule 2 Compendium of | toidentify customersinvoiced morethanonce : report, apartfrom which, Origin propases
Gas Customer Licence Obligations 4.1(a) a month to ensure the billing is appropriate. not totake any further action.
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Unresolved during the current audit period

The auditor observed thata customer may be
invoiced more than once a month in the following
scenarios:

e Amended bills

e TFinalBills

Separately, however, there were instances of
customers being billed more than once a month
attributedto Originreceiving multiple meter reads
from ATCO within a month (including instances
where thesubmission of meter reads was delayed).
As Origin’s automatedbilling process is based on
the receipt of meter reads, multiple bills may be
issued within a month.

03/2019 Rating: B2 We recommend that management clearly Origin will include a report of thistype 2
identify the SLAs with the third party non-com pliance in its next annualbreach
Obligation(s): (137) Australian Gas Association i and monitor excretion reports on aregular report, apartfrom which, Origin proposes
Code clause 4.2.1 basistoensure bills are sent to customers at not totake any further action.
least every 105 days. In addition, we
It was observed that in some circumstances, Origin i recommend toreview bills with invoice dates
billed custom ers outside of the prescribedbilling greater than 105 days by developing compliance
timeframe. Customers were not being billed every reporting parameters de.sm.ned'to detectbilling
three mon ths during the audit period. These outsideof 100 days. While it willnot prevent
instances were a result of: this from occurring it provides a detective
. control.
®  Exceptions wererelatedtoan
“implausible read check” that Origin
performed as part of the billing process.
It indicated thatthe read was not
obtained timely from the previous billing
period requiring a validation and
confirmation with the distributor prior to
billing the customer.
® A servicelevel agreement (SLA) is in
place between Origin and a 3rd party
operational team to processthe
exceptions. The exceptions had notbeen
completed within the SIA.
04/2019 Rating: B2 Werecommend Origin to ask customers for Theremediation toaddressthisissuehas
instructions for all overcharges over $100, not been determined, but will not be finalised
just Final Bills. until 31/12/2019
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Unresolved during the current audit period

Compendium ofGas Customer Licence Obligations
4.18(6) and 4.19 (5)

It was observed that only final bill customers are
given instructions on how torequestrefundor
credited to customer’s account.

Origin's process is to credit the customer's account
automatically when an overcharge is identified.
When the overcharge occurs on a final bill Origin
will ask the customer instructions (in the form of a
credit refund letter) with the final bill on what the
customer would like to do with thecreditbalance.
Regardless of the amount of the overcharge Origin
will credit the customers’ accounts

05/2019 Rating: B2 We recommend Origin to update their Theremediation toaddressthisissuehas

customer agent scripts and financial hardship been determined, but will not be finalised

Obligation(s): (204, 211) Schedule 2 brochurestoinclude the relevant information until 31/10/2019

Compendium of Gas Customer Licence Obligations i in regardstoadvising customers who are

6.3(1) &6.8 experiencing financialh ardship that they have

Australian Gas Association Code clause 4.2.1 the right tohave their bills redirectedatno
chargetoa third person.

It was noted that Origin does not advise customers

who are experiencing financial hardship that they

have the rightto have their bills redirectedatno

chargetoa third person. In situations wherea

customer requests this, Origin will comply,

however the customer is not advised that they have

this option.

06/2019 Rating: B2 We recommend Origin to update their bills, Origin will include a report of this type 2

reminder notices, disconnection warningsand : non-com pliance in its next annualbreach

Obligation(s): (250, 215, 220, &147) Schedule 2 i hardshippolicy toincludethe words report, apartfrom which, Origin proposes

Compendium of Gas Customer Licence Obligations "Interpreter Services”. not totake any further action.

4.5(1), 6.10(2),6.10(7), 10.11(2)

Australian Gas Association Code clause 4.2.3.3

Origin
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Unresolved during the current audit period

Origin’s bill and hardship policy states "Need an
interpreter?" instead of “Interpreter Services.”

07/2019

Rating: B2

Obligation(s): (255) Schedule 2 Compendium of
Gas Customer Licence Obligations 12.1(3)(b)

Observation(s): It was identified that
management does not have a process in placeto
notifying customers of their right to refer their
complaints tothe Ombudsman if they are still
unsatisfied with Origin's response, and providing
Freecall and Freefax number of the Ombudsmanto
the customer.

We recommend Origin to update training
modules and agent scripts toinclude the
responsibility to notify customers of their right
torefer their complaints to the Ombudsman if
they arestill unsatisfied with Origin's response,
and providing Freecall and Freefax number of
the Ombudsman to the customer. In addition
include this information in the close outletter
providedto customers

Theremediation toaddressthisissuehas
been determined, but will not be finalised
until 30/11/2019
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5 Previous audit non-compliances and
recommendations

This is the firsttime that Originhasbeen required to engage anindependent auditor to assess the effectiveness of its measures takento meet the
conditionsofitslicence. Therefore, there are no previousaudit non-compliances and recommendations.
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Appendix A — References

Origin staff and representatives participating in the audit

I Group Manager, Retail Compliance & Origin Privacy

I G oup Manager, Retail Customer Operations

I Co mpliance Analyst, Retail

I [ ccutive Liaison Manager

B /A nalyst Billing & Device

I Support Consultant, Customer Payment Solutions

I Credit Insights Specialist

. i1in 2 Manager

I Reporting Delivery Manager

I Spccialist Consultant, Community Liaison

F, Credit Implementation & A ssurance Manager, Credit &
Collections

B [cadofLegal, Retail

I - [ cad of Customer Journey Transformation

B Price & Offer Delivery Manager

I S2cs Delivery Manager

B Governance and Quality Lead, Credit & Collections

I Group Manager, Third Party Sales

I Schior Sale Manager, Third party sales

I : Case Management Team Leader

I Scnior Operational Reporting Analyst

I Scnior Data Integrity Analyst

I Quality Assurance Team Leader

I 52 s Fulfilment Operational Support Analyst

I Sales Delivery Analyst

B A &NR Teamleader, Payments

I Scnior Payments & Receipting Officer

I - Opcration Manager, Customer Service

I 2 rketing Automation Manager
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I )V anager, Receipting & Vendor

I Business Readiness & Capability Manager

I )V 2nager, Industry & Network Relations

PwC staffparticipatingin the audit

I Partner I QRP
I Scnior Manager I S nior
I (21 2ger I S ot

Key documents and other informationsources examined

Disconnection Checklist

Hardship Policy

Hardship Procedures

Complaints 30 May 2017to 31 May 2019
Welcome Pack

Origin Customer Charter

WA Contracts — Standard and Non- standard
Disconnections 30 May 2017 to 31 May 2019
Connections 30 May 2017 to 31 May 2019
Reconnections 30 May 2017to 31 May 2019
2017 2018 Financial Statements

Call Handling Learner Pack

Gas Marketing Code of Conduct

Induction Sales Program Guide

SAP screenshots ofbillingarchive rules
SAPinstructions
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Standard Complaintsand Dispute Resolution Procedure

2017 and 2018 Annual Compliance Report for Origin Energy (GTL13)
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Example of Invoicesfor customersincluding
DirectDebit Termsand Conditions

Recorded callsfor Customer Consent

Quarterly monitoring of complaints

Business Continuity Plan

Customer Noticesand Warnings

Compendium of Gas Customer Licence Obligations
Natural Gas Safety Plan

Handlingdifficultcallslearner pack

ERA KPI Report FY17 FY18 & FY19

Manage my accountlearner pack

Origin Power on program supporting guide

Monthly and quarterly complaintsreports

Quality Assurance

Final accounts WA, refundslistingsforthe period 30/05/2017-31/05/2019,
SAP Refund Account History Screenshots

DNP checklist

Segment 13 Final account after DNP Final with Active
Australian Gasassociation (AGA)code

SAP screenshot that shows the suspensionofactions
KHUB Process-payment plans, disconnections and Easipay
Assist vulnerable customer steps

WA Tariffs

Customer Complaints Guidelines

Annual Meter Read Schedule

Compliance for Kiosk Field Sales

Obligations Register

SAP Specification Enhancement — Late Payment Charges
Power On Program Brochure
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