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Draft decision

1.

Following consideration of the Electricity Code Consultative Committee’s (ECCC)
Final Review Report: 2019-22 Review of the Code of Conduct for the Supply of
Electricity to Small Use Customers, the Economic Regulation Authority has made a
draft decision to accept all 115 recommendations made by the ECCC.! The ERA also
proposes various additional minor changes to the Code.

The ERA proposes to exercise its power under the Electricity Industry Act 2004 to
repeal and replace the Code of Conduct for the Supply of Electricity to Small Use
Customers 2018. Copies of the proposed new Code, with and without tracked
changes, are included as Appendices 1 and 2.

The ERA proposes a staged commencement for the replacement Code. Part 13
(Family violence policy) of the Code will commence two months after the Code is
gazetted by inserting the Part into the current Code. The other Parts will commence
on 1 January 2023 by repealing the amended Code and replacing it with the new
Code.

Consultation

4.

As required by section 87 of the Electricity Act, the ERA will refer the proposed
replacement Code to the ECCC for its advice.

Before the ECCC gives its advice to the ERA, it must give any interested person an
opportunity to offer comments on the proposed replacement Code. The ECCC must
take into account any comments received when formulating its advice back to the
ERA.?

Following receipt of the ECCC’s advice, the ERA will consider the advice and make
its final decision.

2

The ERA has proposed a change to recommendation 6 of the ECCC'’s Final Review Report, which
recommends changes for consistency with the Gas Marketing Code of Conduct 2019. Due to a drafting error
in the Gas Marketing Code, the ERA will not amend clause 2.2(2) to refer to a contract described in clause
2.2(1). This will maintain the current Code requirement that all customers on an unsolicited standard form
contract be given the information set out in clause 2.2(2).

Electricity Industry Act 2004 (WA) section 87.

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 1
Electricity to Small Use Customers 2018
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Executive summary

7.

10.

11.

12.

13.

14.

The Code of Conduct for the Supply of Electricity to Small Use Customers regulates
and controls the conduct of retailers and distributors that supply electricity to
residential and small business customers. The Code covers a broad range of areas
including billing, payment, financial hardship, disconnection and complaints.

Every two years, the ECCC must review the Code and present its findings to the
ERA.2 More information about the ECCC and review process is included in Appendix
4,

The ECCC provided its final report on the 2019 to 2022 review of the Code to the
ERA on 19 May 2021.* The review has been the most comprehensive review since
the Code commenced in 2004. The ECCC not only reviewed existing provisions, but
also looked for opportunities to better align the Code with the National Energy
Customer Framework and considered new protections for customers affected by
family violence.

In its report, the ECCC made 115 recommendations to the ERA to amend the Code.
The ERA has decided to accept all the ECCC’s recommendations.

The amended Code will greatly expand the protections offered to electricity
customers in Western Australia. All residential customers will now be entitled to a
payment extension or an instalment plan from their retailer.®* When a customer and
retailer enter into an instalment plan, the retailer will have to offer the customer
assistance to manage their ongoing consumption over the duration of the plan. The
customer will also be able to seek a review of their plan up to twice a year.

Under the new requirement for retailers to have a family violence policy, customers
affected by family and domestic violence will be entitled to protections such as safe
methods of communication. Retailers will only be allowed to ask customers for
evidence of family violence in limited circumstances. Additionally, a customer affected
by family violence will be provided with a nine-month period during which they cannot
be disconnected for not paying their bill.

Retailers will also benefit from the changes proposed to the Code. Some changes
will likely reduce regulatory burden, such as the removal of the minimum billing cycle
and increased flexibility in the way mandatory information may be provided. Other
changes will allow retailers to offer customers more flexible and innovative electricity
products. For example, retailers will be able to offer electricity plans where the bill is
not based on meter readings, such as capped price billing. Retailers will also be able
to offer customers different ways to receive their bill, such as through an app or online
account.

In addition to the ECCC’s recommendations, the ERA proposes various minor
amendments to the Code. The additional amendments proposed by the ERA stem
from the ECCC’s recommendation that the ERA ask the Parliamentary Counsel’s

The Electricity Code Consultative Committee, or ECCC, is a statutory committee appointed by the ERA. It
consists of four consumer representatives, four industry representatives, two government representatives, a

chairperson and an executive officer.

4 Electricity Code Consultative Committee, 2021, Final Review Report 2019-22 Review of the Code of
Conduct for the Supply of Electricity to Small Use Customers, (online)

financial hardship are entitled to this assistance.

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of
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16.
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Office to review the drafting of the Code to improve clarity.® Although the amendments
proposed by the ERA generally do not affect the interpretation of clauses, some will,
or could, do so. Where relevant, Appendix 3 explains how the interpretation of a
clause may be affected by the change and why the ERA has proposed the change.

To make its draft decision, the ERA has had regard to the requirements of section
79(2) of the Electricity Act and section 26 of the Economic Regulation Authority Act
2003. More information about the regulatory framework and the matters the ERA has
had regard to in making its draft decision is in paragraphs 88 to 90.

Given the large number of proposed amendments, the ERA proposes to repeal and
replace the Code rather than amendment it. However, for ease of reading, the
remainder of this draft decision refers to amendments rather than repeal and
replacement.

6

ECCC recommendation 1 of the Final Review Report.

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 3
Electricity to Small Use Customers 2018
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Reasons

17.

18.

Appendix 3 lists all amendments the ERA proposes to make, and the reason for each
amendment.

The substantive amendments are discussed below.

National Energy Customer Framework

19.

20.

21.

The ECCC conducted a comparative review of the Code requirements against the
National Energy Customer Framework (NECF). The NECF governs the supply of
electricity and gas from retailers and distributors to customers in Australian
jurisdictions other than Victoria and Western Australia and deals with many of the
same matters as the Western Australian Code.

Although the ECCC identified various opportunities to improve consistency between
the Code and the NECF, it limited its recommendations to provisions where it
considered that the amendment would clearly benefit customers, retailers or
distributors, or where drafting changes would make it clearer where the Code and the
NECF differ.

The ERA proposes to accept the ECCC’s recommendations, including:

e Removing the minimum duration for a billing cycle. The ERA agrees with the
ECCC that it is unnecessary for the Code to set a minimum duration for a
retailer’s billing cycle. As stated by the ECCC, the amendment is unlikely to
materially affect customers because the associated increase in costs will
disincentivise retailers from issuing bills more frequently.’

e Allowing retailers to offer customers on a non-standard contract the option to
agree to base their bill on another method (that is, a method other than a meter
reading or estimation). This will increase flexibility for retailers and customers
as it will allow retailers to offer customers on non-standard contracts new
products.®

o Consolidating several information provision requirements into a single provision
that will set out what information retailers and distributors must provide to
customers, and how that information must be provided. The information will
have to be published on retailer and distributor websites, which will make it
more accessible to customers. Retailers and distributors will also be able to
refer a customer to their website for certain information, which will make
providing this information easier for retailers and distributors.®

e Requiring retailers to provide advanced notice of tariff variations to customers
on unregulated tariffs, except in limited circumstances.*® The amendment will
improve the quality of information provided to these customers and ensure they
have the necessary information to make an informed choice about their
electricity retailer.?

10

11

ECCC recommendation 14 of the Final Review Report.

ECCC recommendation 23 of the Final Review Report.

ECCC recommendation 82 of the Final Review Report.

Customers on regulated tariffs will continue to receive notice of a tariff variation no later than their next bill.
ECCC recommendation 83(a) of the Final Review Report.

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 4
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24.
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The proposed amendments will benefit retailers by reducing regulatory burden and
compliance costs, for example, by removing or simplifying overly prescriptive
obligations. Retailers operating in both Western Australia and a jurisdiction covered
by the NECF may also be able to better align their systems and processes for different
jurisdictions.

Customers will benefit by being provided with more information, for example, about
tariff changes and shortened billing cycles. Access to information will also improve
with various matters having to be published online.

In proposing the amendments, the ERA has had regard to the legitimate interests of
service providers, and the long-term interests of consumers.

Contracting out

25.

26.

27.

28.

29.

30.

Clause 1.10 of the Code sets out specific clauses that a retailer and customer can
agree to contract out of in a non-standard contract. Elsewhere in the Code, there are
clauses that allow a retailer and customer to “agree otherwise”. Where a retailer and
customer can agree otherwise, they can agree in writing or verbally that a clause
does not apply, regardless of whether the customer is on a standard form contract or
a non-standard contract.

The ECCC found that the contracting out framework within the Code was confusing
and made several recommendations to clarify when a customer can contract out of
the Code.!?

Consistent with the ECCC’s recommendations, the ERA proposes that the Code
include two contracting out clauses. One clause will list the provisions retailers and
customers can agree to contract out of in a non-standard contract, while the other
clause will list the provisions that may be contracted out of in a standard form
contract.*® In both cases, retailers and customers may agree to the changes verbally
or in writing.

As each clause will list the provisions that may be contracted out of, references to
agree otherwise in other clauses will no longer be required and, therefore, be
removed.*

The ERA also proposes to reduce the number of clauses that retailers and customers
may agree to contract out of in a standard form contract. The ERA agrees with the
ECCC that, when a customer would only agree to contract out of a Code protection
in exchange for a benefit, the contracting out should only be allowed in non-standard
contracts - for example, when a customer agrees to set aside the Code’s minimum
payment options by agreeing to pay bills by direct debit in exchange for a reduced
tariff.

The proposed changes will reduce the scope of retailers and customers to contract
out of a standard form contract. This is consistent with the regulatory framework,
which requires the ERA to approve standard form contracts and ensure those
contracts comply with the Code and other relevant legislation. The standard form
contract is an important mechanism to ensure that customers are provided with a

12

13

14

ECCC recommendations 5(a), (b) and (c) of the Final Review Report.
Clauses 6 and 7 of the amended Code.
ECCC recommendation 5(a) of the Final Review Report.

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 5
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minimum set of standards. A customer should be able to be confident that the
standards under their standard form contract are in line with those approved by the
ERA.

The proposed amendments will promote fair market conduct by ensuring that the
Code clearly sets out which clauses can be contracted out of, and how they can be
contracted out of (that is, in writing or verbally). The proposed amendments will also
promote regulatory outcomes that are in the public interest by ensuring that the
minimum set of standards within a standard form contract are maintained.

Bill delivery

32.

33.

34.

A retailer must issue a bill to a customer at the customer’s nominated address. This
may be a physical address or an email address.*®

The ERA agrees with the ECCC that customers should be able to agree to receive
their bill through another channel, such as through an online account or a mobile
application.'® Allowing retailers to deliver a bill through alternative channels will
provide flexibility for retailers and customers. It may also lower costs for retailers and,
in turn, customers. The ERA therefore proposes that the Code no longer prescribe
how bills are issued to customers.

The ERA acknowledges that this could result in more customers moving to online
billing. To protect customers who have no, or limited, access to digital technology,
the ERA proposes to introduce a new safeguard for customers on a standard form
contract; they will be entitled to a paper bill or email bill on request.?’

Minimum bill debt for disconnection

35.

36.

37.

The Code provides that a retailer may not disconnect a customer’s supply address
for failure to pay a bill if their bill debt is less than an amount set by the ERA.*8 To
date, the ERA has not set a minimum disconnection amount.

As recommended by the ECCC, the ERA proposes to amend the Code so that, for
residential customers with a bill debt of less than $300, a retailer will be prohibited
from disconnecting the customer’s supply address, provided the customer has
agreed to repay the amount.*®

The ERA agrees with the ECCC’s assessment that $300 is an appropriate amount.
This is the amount set by the Australian Energy Regulator (AER) for customers
covered by the NECF. The AER found that setting the amount at $300 balanced the
interests of customers in maintaining supply, while avoiding unmanageable debt
levels. The amount is also consistent with the amount of bill debt a customer has to
have to qualify for the State Government’s Hardship Utility Grants Scheme (HUGS).?°

15

16

17

18

19

20

Code of Conduct for the Supply of Electricity to Small Use Customers 2018 (WA) clause 4.4.
ECCC recommendation 17(a) of the Final Review Report.

ECCC recommendation 17(b) of the Final Review Report.

Code of Conduct for the Supply of Electricity to Small Use Customers 2018 (WA) clause 7.2(1)(c).
ECCC recommendation 66 of the Final Review Report.

Government of Western Australia (WA.gov.au), ‘Hardship Utility Grant Scheme (HUGS)', (online) [accessed
17 November 2021].

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 6
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This will ensure that customers who do not qualify for this scheme due to an
insufficient bill debt will not be disconnected.

Electricity is an essential service, so disconnecting a customer’s electricity supply
should be a last resort. Setting a minimum level of debt before disconnection action
can occur will ensure residential customers are not unnecessarily disconnected for
relatively small amounts of debt.

The amendment will promote regulatory outcomes that are in the public interest by
providing a safety net for residential customers. Limiting this protection to where
customers have engaged with their retailer and agreed to repay the debt also
recognises the legitimate business interests of retailers.

Payment assistance

40.

The Code requires a retailer to assess a residential customer who informs their
retailer that they are having trouble paying their bill.?* If the assessment indicates that
the customer is experiencing payment difficulties or financial hardship, the retailer
must offer the customer payment and other assistance.??

Assistance available to all customers

41.

42.

43.

44,

Currently, a retailer only has to offer payment assistance, including extensions and
instalment plans, to residential customers who have been assessed as experiencing
payment difficulties or financial hardship.

The ECCC recommended that retailers be required to make payment extensions and
instalment plans available to all residential customers, without a customer needing to
be assessed as experiencing payment difficulties or financial hardship.?® This would
make payment assistance available to any residential customer who wanted it.

The ERA agrees with the ECCC’s recommendation but is aware that Synergy and
Horizon Power, which supply 99.9 per cent of residential customers, already provide
assistance similar to what is being proposed. Synergy allows customers to extend
their bill due date or set up an instalment plan online. Horizon Power allows
customers to extend their bill due date online. Although both retailers already provide
similar assistance, the ERA considers there is merit in regulating the availability of
payment extensions and instalment plans.

First, it will ensure that every residential customer will be entitled to an instalment
plan. This may make customers feel more empowered to seek assistance. Many
customers still find it difficult to contact their retailer to discuss payment problems.
Reasons for this are varied and may include a general lack of confidence, fear of not
achieving a good outcome, or feeling embarrassed or vulnerable.?* Establishing a
clear entitlement to assistance may address some of these factors.

21

22

23

24

Code of Conduct for the Supply of Electricity to Small Use Customers 2018 (WA) clause 6.1(1).
Code of Conduct for the Supply of Electricity to Small Use Customers 2018 (WA) clause 6.3.
ECCC recommendation 50(a) of the Final Review Report.

Essential Services Commission (Victoria), October 2019, Customer Impact Reporting for Victorian Energy
Market Report, Report prepared by Wallis, (online) [accessed 17 November 2021], p. 11.

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 7
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Second, it will ensure that all instalment plans, including those set up online, will have
to comply with the requirements of the Code, such as being interest-free and fee-free
and taking into account the customer’s capacity to pay.

A 2019 report commissioned by the Essential Services Commission of Victoria on the
effects on consumers of similar reforms to the Victorian Energy Retail Code
suggested that the amendment may also assist customers in other ways. The report
found, based on interviews conducted, that following the reforms some retailers
seemed to more actively offer assistance and use incentive programs, while being
less likely to challenge information about a customer’s circumstances provided by
financial counsellors.?

Data collected by the ERA shows that the average bill debt of residential customers
has steadily increased over the past four years.?® Although some of the recent
increases are likely due to the COVID-19 pandemic, they have, at least partly, been
offset by the State Government’s one-off $600 bill credit for all residential customers
in October 2020. Without this credit, average bill debt for 2020/21 would likely have
been even higher. It is important, for both retailers and customers, that customers do
not accumulate unmanageable levels of debt.

The ERA proposes two caveats to the new obligation, consistent with the ECCC’s
recommendations.?’ First, retailers will only have to offer one payment extension or
instalment plan per bill. Second, if a customer has had two instalment plans cancelled
for non-payment in the last 12 months, the retailer does not have to make another
instalment plan available to the customer. Retailers may also remove customers who
default on their instalment plan from their plan.

In proposing the amendment, the ERA has had regard to the long-term interests of
customers as well as the legitimate business interests of retailers.

Assessments

50.

51.

52.

The Code requires a retailer to assess if customers who have told the retailer they
are having trouble paying their bill, are experiencing payment difficulties or financial
hardship.?® If the retailer cannot perform the assessment within 5 business days, the
retailer must refer the customer to a relevant consumer representative for
assessment.

The ERA proposes to amend the Code to remove the option for a retailer to refer a
customer to a relevant consumer representative for assessment.

The amendment is consistent with the ECCC’s recommendations and will reduce the
workload of financial counsellors and other consumer representatives.?® The ECCC
found that retailers regularly unnecessarily referred customers to financial

25

26

27

28

29

Id, p. 15.

ERA, 2020, Annual data report 2019/20: Energy retailers, table 12; Synergy, ‘Regulatory Reports: Synergy
electricity retail licence ERL1 performance report datasheet 2020/2021’, (online) [accessed 17 November
2021]; Horizon Power, ‘Regulatory Reports: Electricity Licence Reporting Datasheets — Retail 2020/21’,
(online) [accessed 17 November 2021].

ECCC recommendations 50(a) and (b) of the Final Review Report.
Code of Conduct for the Supply of Electricity to Small Use Customers 2018 (WA) clause 6.1(1).
ECCC recommendation 51 of the Final Review Report.

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of
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counsellors for assessment and did not always accept a financial counsellor's
assessment.*

A report by the Financial Counsellors’ Association of Western Australia found that
retailer referrals demand a significant amount of a financial counsellor’'s time.3!
Reducing the level of retailer referrals to financial counsellors and other consumer
representative organisations will promote regulatory outcomes that are in the public
interest, by freeing up their time to deal with clients needing assistance with other
iISsues.

The proposed amendment will also reduce the waiting time for a customer in hardship
to access assistance as all assessments will be undertaken within five business days.
At present, waiting times for assessment can be long due to the high workload of
financial counsellors.

The additional burden on retailers of undertaking assessments is expected to be
partially offset by removing the requirement to assess customers in payment
difficulties.

The ERA further proposes that retailers be allowed to use a previous assessment if
a customer indicates that their circumstances have not changed since the previous
assessment was made.*?

The Code currently does not allow a retailer to use a previous assessment if a
customer advises the retailer that they are still experiencing, or have again begun to
experience, payment difficulties or financial hardship. The result of this limitation is
that a customer who has already been assessed as experiencing payment difficulties
or financial hardship must be reassessed to access assistance, even if the customer’s
circumstances have not changed.

Allowing an assessment to remain valid where the customer’s circumstances have
not changed will reduce regulatory burden and compliance costs for retailers and
ensure customers do not have to repeatedly disclose their personal circumstances.

Instalment plans

59.

60.

The Code requires retailers to offer residential customers who are experiencing
payment difficulties or financial hardship the option to pay their bill or debt via an
instalment plan that meets the minimum conditions set out in the Code.**

The ERA proposes various amendments to the minimum conditions for instalment
plans. The amendments are consistent with the ECCC’s recommendations and aim
to help customers better manage their (re)payments.

30

31

32

33

34

Electricity Code Consultative Committee, 2021, Final Review Report; 2019-22 Review of the Code of
Conduct for the Supply of Electricity to Small Use Customers, p. 106.

Financial Counsellors’ Association of Western Australia, September 2019, Who’s Got the Energy, (online)
[accessed 17 November 2021], p. 8.

Customers in payment difficulties will no longer be assessed because of the proposal to make payment
extensions and instalment plans available to all residential customers without the need for an assessment.

ECCC recommendation 52 of the Final Review Report.
Code of Conduct for the Supply of Electricity to Small Use Customers 2018 (WA) clause 6.4(1)(b).

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 9
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Outstanding debt

61.

62.

Performance data received from retailers suggests that repayments under instalment
plans are still not achievable for many customers.®® When setting the amount and
duration of any repayments, retailers should have regard to all relevant
circumstances, including any debt owing by the customer. The ERA therefore
proposes that, in addition to the existing requirement that an instalment plan must be
fair and reasonable and take into account a customer’s capacity to pay, a plan should
also take into account any debt owed by the customer.2¢ 3’

Setting instalment plan repayments that are achievable is important, particularly
because it can affect a customer’s access to HUGS. To qualify for HUGS a customer
must have entered into an instalment plan and complied with that plan for at least
180 days. Setting repayments that are unachievable increases the likelihood that a
customer will not be able to make repayments for the 180-day period required to
qualify for HUGS.

Ongoing consumption

63.

64.

65.

As highlighted by the ECCC, many customers who require an instalment plan not
only have problems paying their debt to the retailer; they also struggle to pay for their
ongoing consumption.®® If ongoing consumption costs are not managed well, the
customer may go further into debt. Assistance should therefore not be limited to
outstanding debt only; retailers should also offer customers assistance with managing
their ongoing consumption costs.

The Code currently addresses ongoing consumption costs by requiring an instalment
plan to have regard to a customer’s consumption history, as consumption history can
be an indicator of future consumption.® The ERA proposes to replace this
requirement with an obligation on retailers to offer a customer assistance to manage
the costs of ongoing consumption over the duration of the instalment plan.“° Rather
than relying on historical consumption amounts, retailers will have to work with
customers to manage the costs of their actual, future bills.

Retailers will have the flexibility to decide what assistance they offer. For example,
retailers could decide to offer to roll ongoing consumption costs into the plan or
estimate a customer’s expected consumption over the duration of the plan and build
it into the repayments. Retailers and customers will also have the flexibility to agree
not to take into account ongoing consumption in an instalment plan. For example,
some instalment plans may be for a short duration or relatively small amount, and it
may not be necessary for the retailer to take the customer’s ongoing consumption
into account when establishing the instalment plan.

35

36

37

38

39

40

For the year ended 30 June 2021, Synergy reported that 12,513 residential customers, other than hardship
customers, had their instalment plan cancelled for non-payment and 18,894 customers successfully
completed their instalment plan. The data for Horizon Power shows 1,040 customers had their plans
cancelled for non-payment and 131 customers successfully completed their plan.

ECCC recommendation 54(a) of the Final Review Report.

Retailers will no longer have to take into account a customer’s consumption history. Also see paragraph 64
of this draft decision.

Electricity Code Consultative Committee, 2021, Final Review Report; 2019-22 Review of the Code of
Conduct for the Supply of Electricity to Small Use Customers, p. 112.

Code of Conduct for the Supply of Electricity for Small Use Customers 2018 (WA) clause 6.4(2)(a).
ECCC recommendation 54(b) of the Final Review Report.

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 10
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Customer agreement to amendments

66.

67.

68.

As recommended by the ECCC, the ERA proposes that retailers no longer be allowed
to amend an instalment plan without the customer’s agreement.** Although most
unilateral changes made to an instalment plan are intended to help the customer,
they could unintentionally leave a customer worse off. For example, a customer could
incur bank dishonour fees if the repayment amount increases, and the customer’s
account has insufficient funds.

The proposed amendment should encourage more engagement between retailers
and customers about the conditions of existing instalment plans, and whether those
conditions are still appropriate. In particular, it will give retailers and customers an
opportunity to confirm that repayments under the plan reflect the customer’s current
capacity to pay.

As a result of the amendment, retailers will no longer be able to roll future bills into
an instalment plan without a customer’s explicit consent if this results in a change to
the repayment amount or the duration of the plan. However, seeking the customer’s
agreement to changes does not need to be overly cumbersome. For example,
retailers could phone, email or send a text message to a customer seeking their
agreement to the change.

Review of instalment plan

69.

70.

71.

The ERA shares the ECCC’s concern that the Code unnecessarily limits customers’
right to have their instalment plan reviewed if they can no longer meet the conditions
of the plan.*? The ERA therefore proposes to amend the Code to require retailers, at
the customer’s request, to review the instalment plan. If the review indicates that the
customer is unable to meet their obligations, retailers will have to amend the plan.
Retailers will only be required to review an instalment plan up to twice a year.*®

The ERA proposes that all residential customers be given the right to seek a review
of their instalment plan, not just hardship customers. Extending the right to all
residential customers will ensure that a customer’s capacity to pay is not only taken
into account at the time the instalment plan is entered into but can be reassessed
throughout the duration of the plan, at the request of the customer.

The proposed amendments balance the interests of customers and retailers. The
changes will improve customer access to, and rights under, an instalment plan, while
also giving retailers the flexibility to determine how they will assist customers to
manage their ongoing consumption, and limiting the number of plans, and plan
reviews, that a retailer must offer to a customer.

a1
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ECCC recommendation 55 of the Final Review Report.

Electricity Code Consultative Committee, 2021, Final Review Report; 2019-22 Review of the Code of
Conduct for the Supply of Electricity to Small Use Customers, p. 120.

ECCC recommendation 58 of the Final Review Report.
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Access to recharge facilities for customers with pre-
payment meters

72.

73.

74.

75.

For customers with pre-payment meters, the Code requires retailers to provide a
recharge facility as close as practicable to, and no further than 40 kilometres from,
the customer’s meter.*

Consistent with the ECCC’s recommendations, the ERA proposes two amendments
to this requirement:*®

e Specifying that the facility must be a physical facility, such as a shop, to ensure
that customers without access to the internet or mobile phone applications are
not disadvantaged. Retailers will still be able to offer online and mobile
application recharge facilities to customers.

e Removing the requirement for a recharge facility to be within 40 kilometres of a
meter and replacing it with a requirement for a physical recharge facility to be
as close as practicable to the meter.

Removing the requirement to have a recharge facility within 40 kilometres from the
customer’s meter will provide greater access to pre-payment meters for customers
who want them. There are many customers who want pre-payment meters but live in
remote areas where a suitable physical recharge facility is not available within 40
kilometres. In some areas, recharge facilities are no longer available following the
closure of the local shop or petrol station. The amendment will allow retailers to give
these customers the option of a pre-payment meter. Increasing the availability of pre-
payment meters to customers that want them is in the long-term interests of
customers, particularly of those customers who find it easier to budget for their
electricity use with a pre-payment meter.

The obligation will not affect customers for whom it is practicable to provide a
recharge facility within 40 kilometres, as retailers will still be required to provide a
recharge facility “as close as practicable” to the customer’'s meter. Customers can
take into consideration the availability of recharge facilities when deciding whether to
switch to a pre-payment meter. Customers will also continue to have the right to a
credit meter if they want one.

Family violence

76.

7.

In November 2019, the Hon. Bill Johnston MLA, Minister for Energy, wrote to the ERA
requesting it to consider introducing obligations on retailers in the Code to assist
customers who have been affected by family violence. The ERA referred the
Minister’s request to the ECCC for consideration as part of its review of the Code.

The ECCC recommended amending the Code to introduce protections for existing
and former residential customers affected by family violence.*® Many of the new
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Code of Conduct for the Supply of Electricity to Small Use Customers 2018 (WA) clause 9.7(a).
ECCC recommendation 81 of the Final Review Report.
ECCC recommendations 104 to 115 of the Final Review Report.
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Economic Regulation Authority
protections recommended by the ECCC are similar to protections already available
to Western Australian water customers and Victorian energy customers.*’

The ERA accepts the ECCC’s recommendations and proposes to amend the Code
accordingly.

Family violence policy

79.

80.

The ERA proposes that retailers be required to develop and publish a family violence
policy. The policy will have to address the following matters:

o Staff training: Require the retailer to provide for staff training about family
violence, with the training to be developed in consultation with, or delivered by,
relevant consumer representatives.

e Account security: Require the retailer to help protect a customer’s account
information from third persons. This includes, for example, taking reasonable
steps to establish a safe method of communication with the customer. Any
method agreed with a customer will take precedence over a prescribed method
of information delivery under the Code.

e Customer service: Require the retailer to establish a process that avoids a
customer having to repeatedly disclose or refer to their experience of family
violence.

o Debt management: Require the retailer to consider, before commencing debt
recovery, the possible effect of debt recovery on the customer, and whether
another person is responsible for the debt. The policy must also require the
retailer to consider reducing and/or waving fees, charges and debt.

o Disconnection: Require the retailer to consider a customer’s circumstances
before commencing disconnection for failure to pay a bill.

The proposed framework will be relatively light-handed as the Code will only
prescribe what matters must be addressed in a family violence policy. Retailers will
have the flexibility to decide how they address each matter. This will allow retailers to
tailor their policy to best meet the needs of their customers, while ensuring customers
receive a minimum level of protection. The ability for retailers to tailor their assistance
is important as there is no one-size-fits-all approach; the needs of each customer will
be different.

Evidence of family violence

81.

82.

It is important that retailers do not deter customers from seeking assistance by
requiring excessive evidence of their situation. The ERA therefore proposes to
prohibit retailers from requesting written evidence of family violence, except where
the retailer is considering debt or disconnection action and the evidence is reasonably
necessary to assess what measures to take.

The Code will also prescribe the types of written evidence that a retailer may request,
and that any request must be limited to one piece of evidence.

47

Water Services Code of Practice (Family Violence) 2020 (WA); Part 3 of the Energy Retail Code (Vic).

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 13
Electricity to Small Use Customers 2018



Economic Regulation Authority

Disconnection moratorium

83.

84.

85.

86.

87.

The ERA further proposes to introduce a nine-month prohibition on disconnection of
a customer affected by family violence. Disconnection will be prohibited from the date
that the retailer becomes aware that the customer is affected by family violence.

As noted earlier in this decision, electricity is an essential service and disconnecting
a customer’s supply should be a last resort. This is particularly relevant to vulnerable
customers, such as those affected by family violence. The ERA agrees with the
ECCC that the introduction of a disconnection moratorium is important for two
reasons.*”® First, electricity supply is required for the operation of some security
systems, such as cameras and alarm systems. Second, a disconnection prohibition
will provide a customer with time to access other support services and work with the
retailer to address bill debt issues.

Although retailers will be prohibited from taking disconnection action during the
disconnection moratorium period, including issuing disconnection warnings, retailers
will still be able to issue reminder notices. Reminder notices act as a prompt for
customers to contact their retailer if they are having trouble paying their bill.

The obligations around written evidence and the disconnection moratorium are
proposed to be prescribed within the Code, rather than as a requirement of a retailer’s
family violence policy. This means compliance with these protections will be audited
as part of regular performance audits of the retailers’ licences. The ERA also
proposes to require retailers to include data on the number of times evidence of family
violence has been requested in their annual performance reports to the ERA.*°

In making its decision, the ERA has considered the need to promote regulatory
outcomes that are in the public interest. The proposed amendments build on the work
already being undertaken by the State Government to reduce family violence and will
support residential customers affected by family violence.>°
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50

Electricity Code Consultative Committee, 2021, Final Review Report; 2019-22 Review of the Code of
Conduct for the Supply of Electricity to Small Use Customers, p. 193-195

ECCC recommendation 106(b) of the Final Review Report.

Department of Communities, 2020, Path to Safety: Western Australia’s strategy to reduce family and
domestic violence 2020-2030, (online) [accessed 8 December 2021].
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Regulatory framework

88. Whenever the ERA proposes to exercise its power under the Electricity Industry Act
2004 to repeal and replace the Code, the ERA must ensure that any replacement
Code is consistent with the purpose and objective of the Code as set out in section
79(2) of the Electricity Act:

[...] to regulate and control the conduct of —

(@) the holders of retail licences, distribution licences and integrated regional
licences; and

(b) electricity marketing agents,

with the object of —

(c) defining standards of conduct in the supply and marketing of electricity to
customers and providing for compensation payments to be made to customers
when standards of conduct are not met; and

(d) protecting customers from undesirable marketing conduct.

89. In performing its functions under the Electricity Act, the ERA must also have regard
to the requirements of section 26 of the Economic Regulation Authority Act 2003:

26. Authority to have regard to certain matters

(1) In performing its functions, other than the functions described in section 25(c)
and (d), the Authority must have regard to —

@ the need to promote regulatory outcomes that are in the public interest;

(b) the long-term interests of consumers in relation to the price, quality and
reliability of goods and services provided in relevant markets;

(©) the need to encourage investment in relevant markets;

(d) the legitimate business interests of investors and service providers in
relevant markets;

(e) the need to promote competitive and fair market conduct;

)] the need to prevent abuse of monopoly power or market power;

(9) the need to promote transparent decision-making processes that involve
public consultation.

(2) The Authority has the discretion as to the weight it gives to each of the matters
referred to in subsection (1) in the performance of a particular function.

3) Nothing in subsection (1) limits a provision of another written law that requires
the Authority, in performing a particular function, to have regard to, or take into
account, particular objectives, considerations or other matters.

4) If there is any conflict or inconsistency between subsection (1) and a provision
described in subsection (3), the latter provision prevails to the extent of the
conflict or inconsistency.

90. In proposing to repeal and replace the Code, the ERA has had regard to the
requirements of section 79(2) of the Electricity Act and section 26 of ERA Act. The
ERA has had particular regard to:

e Theneed to prevent abuse of monopoly power or market power:
Residential customers, and many small business customers, cannot choose
their electricity retailer. If they are unhappy with the service they receive, they
have no recourse other than to complain to their retailer or the Energy and
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Water Ombudsman. The ERA took this into account when it considered the
proposed amendments:

— For example, the ERA agreed to retain the requirement that customers on
a standard form contract must be able to pay their bill in person. This is not
a requirement in other Australian jurisdictions, but the ERA considers this
is an important protection for customers who are not digitally enabled.
Similarly, the ERA agreed that customers on a standard form contract
should have the right to a paper bill or email bill on request.

e The need to promote regulatory outcomes that are in the public interest:
Although it is often in the retailer or distributor’s interest to assist customers,
sometimes regulatory intervention is needed to achieve an outcome that is in
the public interest:

— An example of this is the introduction of protections for customers affected
by family violence, including a nine-month disconnection prohibition. It
intends to assist a vulnerable group of customers by providing them with
an entitlement to safe, supportive, and flexible assistance from their
retailer.

—  Other examples are the proposed changes to the frameworks for financial
hardship assessments and contracting out. The requirement that all
financial hardship assessments must be performed by retailers will free up
valuable time and resources for financial counsellors, who currently
undertake many of the assessments. The amendments to the contracting
out framework recognise the role of the standard form contract in providing
a minimum safety net for customers.

e Thelong-term interests of consumers in relation to the price and quality
of electricity services: An important purpose of regulation is to maximise the
long-term interests of customers. This can involve keeping prices low,
improving standards or services, or increasing choice:

— Several amendments will enable retailers to provide customers with more
choice. For example, the proposal to delete the requirement that all bills
must be sent to a physical or email address will allow retailers to issue bills
in an account portal or in a mobile application. The proposal to allow
retailers to base a bill on a method agreed with the customer will allow
retailers to offer new products, such as capped energy plans.

— The ERA does not have a role in setting retail prices, but it can set
standards around the payment for services. Some of the proposals aim to
assist customers who are struggling to pay for their service, for example by
requiring retailers to make payment extensions and instalment plans
available to all residential customers, and by setting standards for
instalment plans.

e The legitimate business interests of retailers, distributors and electricity
marketing agents: Regulation often results in costs for retailers and should
therefore only be introduced when needed, such as to prevent abuse of
monopoly or market power, to promote regulatory outcomes that are in the
public interest, or to ensure the long-term interest of consumers:

— The ERA considers that, for various Code protections, the same objective
could be achieved without regulation, or the benefits of regulation do not
outweigh the costs. Accordingly, the ERA proposes to remove several
existing regulatory obligations, such as the minimum billing period; the
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maximum timeframes for providing certain information; the standards for
bill smoothing and direct debit arrangements.

e The need to promote competitive and fair market conduct: A small
percentage of customers covered by the Code can choose their retailer. These
customers may be able to negotiate a lower price or better service by switching
retailers. To promote competitive market conduct, the ERA proposes that
retailers be required to give customers on unregulated tariffs five business
days’ notice of tariff variations. This will help customers make an informed
choice on whether to switch retailers or try to negotiate an alternative tariff.

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 17
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Electricity Industry Act 2004

Code of Conduct for the Supply of Electricity to
Small Use Customers 2022

Approved by the Authority under section 79 of the Act.

Part 1 — Preliminary

1. Citation

This code is the Code of Conduct for the Supply of Electricity to
Small Use Customers 2022.

2. Commencement

This code comes into operation as follows —

(@) clauses 1 and 2 — on the day on which this code is
published in the Gazette;

(b) the rest of the code — on 1 January 2023.

[Drafter’s note: It is intended to include Part 13 of this instrument
in the existing Code of Conduct for the Supply of Electricity to
Small Use Customers 2018 before the commencement of the new
Code on 1 January 2023. At this stage, the proposal is that the
Part will apply to retailers under the existing code 2 months after
it is published as an amendment to the current code after
consultation on this draft of the code.]

3. Terms used

In this code —

accumulation meter has the meaning given in the Metering
Code clause 1.3;

actual value has the meaning given in the Metering Code
clause 1.3;
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 1 Preliminary

cl. 3

alternative tariff, for a customer, means a tariff other than the
tariff under which the customer is currently supplied electricity;

appropriately qualified medical practitioner means —
(@ within the Perth metropolitan area —
(i) aspecialist medical practitioner; or
(i)  ahospice doctor; or

(iii)  a medical practitioner working in a specialist
department of a hospital;

or

(b) otherwise —
(i) aspecialist medical practitioner; or
(i) ahospice doctor; or

(iii)  amedical practitioner working in a specialist
department of a hospital; or

(iv) adoctor or general practitioner who works at a
local hospital or rural health service (whether or
not on a full-time basis);

AS, followed by a designation, refers to an Australian Standard
having that designation that is published by Standards Australia;

AS/NZS, followed by a designation, refers to an Australian/New
Zealand Standard having that designation that is published
jointly by Standards Australia and Standards New Zealand;

attach has the meaning given in the Obligation to Connect
Regulations regulation 2;

Australian Consumer Law (WA) has the meaning given in the
Fair Trading Act 2010 section 17(1);

basic living needs includes payments for —
(@) rent or mortgage; and
(b) other utilities (e.g. gas, phone and water); and
(c) food and groceries; and
(d) transport (including petrol and car expenses); and
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 1

cl.3

(e) childcare and school fees; and
(f) clothing; and
(g) medical and dental expenses;

billing cycle means the regular recurrent period in which a
customer receives a bill from a retailer;

bill issue date means the date on which a bill is sent by a retailer
to a customer;

business customer means a customer who is not a residential
customer;

business day means a day other than a Saturday, a Sunday or a
public holiday throughout the State;

Centrelink means the Commonwealth agency known as
Centrelink;

Centrepay means the facility that allows Centrelink customers
to have automatic deductions taken from Centrelink payments;

collective customer means a customer —

(@) who receives a single bill from the retailer for electricity
supplied at 2 or more supply addresses; or

(b) who is supplied electricity from the same retailer at
multiple sites at a single supply address;

complaint means an expression of dissatisfaction made to or
about an organisation, related to its products, services, staff or
the handling of a complaint, where a response or resolution is
explicitly or implicitly expected or legally required,

concession means a concession, rebate, subsidy or grant,
available to residential customers only, related to the supply of
electricity;

connect means to attach by way of a physical link to an
electricity network and to energise the link;

contact means contact that is —
(@) face to face; or
(b) by telephone; or
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 1

cl. 3

Preliminary

(c) by post or facsimile; or
(d) by email or other means of electronic communication;

contestable customer means a customer at an exit point where
the amount of electricity transferred at the exit point is more
than the amount prescribed under the Electricity Corporations
(Prescribed Customers) Order 2007 made under the Electricity
Corporations Act 2005 or under another enactment dealing with
customer contestability;

contract means a standard form contract or a non-standard
contract;

cooling-off period, in relation to a contract, means the period
specified in the contract as the cooling-off period,;

credit retrieval means the ability for a pre-payment meter
customer to recover any payments made for the supply of
electricity;

customer means a person —

(@ towhom electricity is sold for the purpose of
consumption; and

(b) who consumes not more than 160 MWh of electricity
per annum;

customer-experiencing financial hardship means a residential
customer who has been assessed by a retailer under clause 40 as
experiencing financial hardship;

de-energise means the removal of the supply voltage from a
meter at a supply address while leaving the supply address
attached;

disconnect —
(@) means to de-energise a customer’s supply address; but

(b) does not include de-energising a customer’s supply
address in the event of an interruption;

disconnection warning means a notice in writing issued in
accordance with clause 48(1)(c) or clause 51(2)(d);
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 1

cl.3

distributor means a person who holds a distribution licence or
integrated regional licence under Part 2 of the Act;

dual fuel contract means a non-standard contract for the sale of
electricity and for the sale of gas by a retailer to a contestable
customer;

electricity industry ombudsman means the Energy and Water
Ombudsman Western Australia performing the functions of
electricity industry ombudsman under a scheme approved under
Part 7 of the Act and an agreement under the Parliamentary
Commissioner Act 1971 section 34;

electricity marketing agent —
(@ means a person who acts on behalf of a retailer —

(i) for the purpose of obtaining new customers for
the retailer; or

(i) in dealings with existing customers in relation to
contracts for the supply of electricity by the
retailer;

and

(b) includes a representative, agent or employee of a person
referred to in paragraph (a); but

(c) does not include a customer representative or the
Housing Authority;

emergency means the actual or imminent occurrence of an event
that —

(@) inany way endangers or threatens to endanger the safety
or health of any person, or the maintenance of power
system security, in the State; or

(b)  destroys or damages, or threatens to destroy or damage,
any property in the State;

energise has the meaning given in the Obligation to Connect
Regulations regulation 2;

energy data has the meaning given in the Metering Code
clause 1.3;
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 1

cl. 3

Preliminary

family violence has the meaning given in the Restraining
Orders Act 1997 section 5A;

financial hardship, in relation to a residential customer, means
a state of long-term financial disadvantage as a result of which
the customer is unable to pay an outstanding amount as required
by a retailer without affecting the customer’s ability to meet the
basic living needs of the customer or a dependant of the
customer;

historical debt means an amount outstanding for the supply of
electricity by a retailer to a customer’s previous supply address
or supply addresses;

Housing Authority means the body corporate established under
the Housing Act 1980 section 6;

interruption means the temporary unavailability of supply from
the distribution network to a customer, but does not include a
disconnection under Part 7;

interval meter has the meaning given in the Metering Code
clause 1.3;

life support equipment means the equipment designated under
the Life Support Equipment Electricity Subsidy Scheme;

life support equipment address means an address registered
under Part 11;

marketing identification number means a unique number
assigned by-a retailer to each electricity marketing agent acting
on its behalf;

meter has the meaning given in the Metering Code clause 1.3;

metering data agent has the meaning given in the Metering
Code clause 1.3;

Metering Code means the Electricity Industry (Metering)
Code 2012;

metrology procedure has the meaning given in the Metering
Code clause 1.3;
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 1

cl.3

metropolitan area means —
(@) the Perth metropolitan area; and
(b) the local government district of Mandurah; and
(c) the local government district of Murray; and

(d) the townsites, as constituted under the Land
Administration Act 1997 section 26, of —

(i) Albany; and
(i)  Bunbury; and
(iti)  Geraldton; and
(iv) Kalgoorlie; and
(v) Karratha; and
(vi) Port Hedland; and
(vii)  South Hedland;

National Interpreter Symbol means the national public
information symbol “Interpreter Symbol” (with text) developed
by the State of Victoria in partnership with the Commonwealth,
State and Territory governments in accordance with

AS 2342-1992;

non-contestable customer means a customer other than a
contestable customer:

non-standard contract has the meaning given in section 47 of
the Act;

Obligation to Connect Regulations means the Electricity
Industry (Obligation to Connect) Regulations 2005;

overcharging —
(@  includes —

(i) the overcharging of a customer that is the result
of an error, defect or default for which the
retailer or distributor is responsible (including
when a meter is found to be defective); and
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 1

cl. 3

Preliminary

(i) an adjustment that results from the difference
between the amount due under an estimated bill
and the amount that would have been due if the
bill had been based on an actual value
determined in accordance with the Metering
Code clause 5.4(1A)(b);

but

(b) does not include an amount charged in accordance with
a bill smoothing arrangement;

payment plan has the meaning given in clause 4;

payment problems includes payment problems relating to a
historical debt;

Perth metropolitan area means the region described in the
Planning and Development Act 2005 Schedule 3;

pre-payment meter means a meter that requires a customer to
pay for the supply of electricity before consumption;

pre-payment meter customer means a customer who has a
pre-payment meter operating at the customer’s supply address;

pre-payment meter service means a service for the supply of
electricity where the customer agrees to purchase electricity by
means of a pre-payment meter;

protected period means —

(@ aMonday, Tuesday, Wednesday or Thursday after
3 pm; or

(b) - a Friday after 12 noon; or

(c) a Saturday, a Sunday or a public holiday throughout the
State; or

(d) abusiness day immediately before a public holiday
throughout the State;

recharge facility means a facility where a pre-payment meter
customer can purchase credit for a pre-payment meter;

reconnect means to re-energise the customer’s supply address
following disconnection;
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re-energise means to restore the supply voltage to the meter at
the supply address;

regional area means an area in the State other than the
metropolitan area;

relevant consumer representative —

(@) means a person who may reasonably be expected to
represent the interests of residential customers who are
experiencing payment difficulties or financial hardship;
and

(b) includes financial counsellors;
relevant standard —

(@) inrelation to a retailer, has the meaning given in
clause 81(1); and

(b) inrelation to a distributor, has the meaning given in
clause 81(2);

reminder notice has the meaning given in clause 48(1)(a);

residential customer means a customer who consumes
electricity solely for domestic use;

residential pre-payment meter customer means a residential
customer who has a pre-payment meter operating at the
customer’s supply address;

resolved, in relation to a complaint, means that —

(@) adecision or determination has been made by the
retailer or distributor (as relevant) with respect to the
complaint; and

(b) in making the decision or determination, the retailer or
distributor had regard to the nature and particular
circumstances of the complaint, and used all reasonable
steps to ensure the best possible approach to addressing
the complaint;

retailer means a person who holds a retail licence or integrated
regional licence under Part 2 of the Act;
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Preliminary

standard form contract has the meaning given in section 47 of

the Act;

supply address means the premises to which electricity was, is
or may be supplied under a contract;

time band refers to a period of time within a time of use tariff to
which a given tariff rate applies;

time of use tariff means a tariff structure in which some or all of
the tariff varies according to the time at which electricity is

supplied;

undercharging —
(@ includes —

(i)

(i)

but

the undercharging of a customer that is the result
of an error, defect or default for which the
retailer or distributor is responsible (including
when a meter is found to be defective); and

an adjustment that results from the difference
between the amount due under an estimated bill
and the amount that would have been due if the
bill had been based on an actual value
determined in accordance with the Metering
Code clause 5.4(1A)(b), other than if the
adjustment results from the customer denying
access to the meter at the supply address for
more than 12 months;

(b) - does not include an amount charged in accordance with
a bill smoothing arrangement;

unsolicited consumer agreement has the meaning given in the

Australian Consumer Law (WA) section 69;
verifiable confirmation means confirmation that is given —

(@ expressly; and
(b) inwriting or orally; and
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(c) by acustomer or a nominated person competent to give
the confirmation on the customer’s behalf;

verifiable consent means consent that is given —
(@) expressly; and
(b) inwriting or orally; and

(c) by acustomer or a nominated person competent to give
the consent on the customer’s behalf; and

(d) after the retailer or electricity marketing agent
(whichever is relevant) has, in plain language
appropriate to the customer, disclosed all matters
materially relevant to the giving of the consent,
including each specific purpose for which the consent
will be used;

vulnerable customer means a residential customer, or a former
residential customer —

(@ who has advised the retailer that they are affected by
family violence; or

(b) who the retailer has reason to believe is affected by
family violence.

Note for this clause:

Other terms used in this code have the same meanings as in the
Electricity Industry Act 2004. See the Electricity Industry Act 2004
sections 3 and 78 in particular, and the Interpretation Act 1984
section 44.

4. Payment plans

(1) For the purposes of this code, a payment plan is an interest-free
and fee-free plan or other arrangement between a retailer and a
residential customer under which the customer is allowed to pay
a bill, any arrears or a charge (including a disconnection or
reconnection charge) by at least 3 instalments while permitted to
continue consumption of electricity.
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(2) Insubclause (1), a fee includes any fee or charge associated
with the establishment or operation of a payment plan that
would not otherwise be payable if the residential customer had
not entered into the payment plan.

5. Provision of information to customers
(1) Inthis clause —
designated entity means —
(@) aretailer; or
(b) adistributor; or
(c) an electricity marketing agent.

(2) If this code requires a designated entity to give or provide
information to a customer on request, the designated entity may
satisfy this requirement by —

(@) referring the customer to a retailer’s or distributor’s
website (as the case requires); or
(b) providing the information to the customer.

(3) The designated entity must provide a copy of the information to
the customer if the customer requests a copy.

(4) This clause does not limit any other provision of this code
relating to the provision of information.

6. Variations relating to standard form contracts
(1) Arretailer and a customer may agree that the following clauses

do not apply, or are to be amended in their application, to a
standard form contract —

(8 18(2);
(b) 38(2);
(c) 53

(d) 98(1);
() 98(2).
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(2) An agreement under subclause (1) may be a written or a verbal
agreement.

7. Variations relating to non-standard contracts

(1) Arretailer and a customer may agree that the following clauses
do not apply, or are to be amended in their application, to a
non-standard contract —

(@ 18(2);
(b) 19;
(c) 20;
(d) 21(1)to (6);
) 33
() 34
(9 35
(h) 38
(i) 53;
() 98(1);
(k) 98(2).
(2) Anagreement under subclause (1) may be a written or a verbal
agreement.
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Part 2 — Marketing

Note for this Part:

This code is not the only compliance obligation in relation to marketing.
Other State and Federal laws apply to marketing activities, including
the Fair Trading Act 2010, the Spam Act 2003 (Commonwealth), the
Spam Regulations 2004 (Commonwealth), the Do Not Call Register
Act 2006 (Commonwealth), the Telecommunications (Telemarketing
and Research Calls) Industry Standard 2017 (Commonwealth) and the
Privacy Act 1988 (Commonwealth).

Division 1 — Obligations for retailers

8. Retailers must ensure electricity marketing agents comply
with Part

A retailer must ensure that its electricity marketing agents
comply with this Part.

Division 2 — Contracts and information to be provided to
customers

9. Entering into standard form contract

(1) When entering into a standard form contract that is not an
unsolicited consumer agreement, the retailer or an electricity
marketing agent must —

(@) record the date on which the standard form contract was
entered into; and

(b) give, or make available to the customer at no charge, a
copy of the standard form contract —

(i) if the standard form contract is entered into by
telephone — as soon as possible, but not more
than 5 business days, after the standard form
contract is entered into; or

(it)  otherwise — at the time the standard form
contract is entered into.

(2) Unless subclause (3) applies, if a customer enters into a standard
form contract with a retailer, the retailer or an electricity
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marketing agent must give the following information to the
customer before or at the time of giving the customer’s
1% bill —
(@ how the customer may obtain —
(i) acopy of this code; and

(i)  details of all relevant tariffs, fees, charges,
alternative tariffs and service levels that may
apply to the customer;

(b) the scope of this code;

(c) thatretailers and electricity marketing agents must
comply with this code;

(d) how the retailer may assist if the customer is
experiencing problems paying a bill;

(e) inthe case of a residential customer — a statement that
the customer may be eligible to receive concessions and
how the customer may find out about their eligibility to
receive those concessions;

(f) the relevant distributor’s 24-hour telephone number for
faults and emergencies;

(9) inthe case of a residential customer —

(i) the telephone number for interpreter services,
identified by the National Interpreter Symbol;
and

(if)  the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

(h) how to make an enquiry of, or complaint to, the retailer;
(i) general information on the safe use of electricity.
(3) Aretailer or an electricity marketing agent is not required to
give the information set out in subclause (2) to a customer if —

(@) the retailer or electricity marketing agent has given the
information to the customer within the preceding
12 months; or
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(b) the retailer or electricity marketing agent has informed
the customer how the customer may obtain the
information and the customer has not requested to be
given the information.

10. Entering into non-standard contract

(1) When aretailer and a customer enter into a non-standard
contract that is not an unsolicited consumer agreement, the
retailer or an electricity marketing agent must —

(@) obtain and make a record of the customer’s verifiable
consent to entering into the non-standard contract; and

(b) give, or make available to the customer at no charge, a
copy of the non-standard contract —

(i) if the non-standard contract is entered into by
telephone — as soon as possible, but not more
than 5 business days, after the non-standard
contract is entered into; or

(it)  otherwise — at the time the non-standard
contract is entered into.

(2) Before entering into a non-standard contract, the retailer or an
electricity marketing agent must give the customer the
following information —

(@) inthe case of a residential customer — a statement that
the customer may be eligible to receive concessions and
how the customer may find out about their eligibility to
receive those concessions;

(b)  details of any right the customer may have to rescind the
contract during the cooling-off period and the charges
that may apply if the customer rescinds the contract.

(3) Unless subclause (4) applies, if a customer enters into a
non-standard contract with a retailer, the retailer or an electricity
marketing agent must give the following information to the
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customer before or at the time of giving the customer’s
1% bill —

(@) how the customer may obtain —
(1) acopy of this code; and

(if)  details of all relevant tariffs, fees, charges,
alternative tariffs and service levels that may
apply to the customer;

(b) the scope of this code;

(c) thatretailers and electricity marketing agents must
comply with this code;

(d) how the retailer may assist if the customer is
experiencing problems paying a bill;

(e) the relevant distributor’s 24-hour telephone number for
faults and emergencies;

(f) in the case of a residential customer —

(i) the telephone number for interpreter services,
identified by the National Interpreter Symbol;
and

(it)  the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

(g) how to make an enquiry of, or complaint to, the retailer;
(h) general information on the safe use of electricity.

(4) Arretailer or an electricity marketing agent is not required to
give the information set out in subclause (3) to a customer if —

(@) the retailer or electricity marketing agent has given the
information to the customer within the preceding
12 months; or

(b)  the retailer or electricity marketing agent has informed
the customer how the customer may obtain the
information and the customer has not requested to be
given the information.
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()

(6)

11.
(1)

(@)

12.
(1)

Before a non-standard contract is entered into, the Electricity
Generation and Retail Corporation or Regional Power
Corporation, or an electricity marketing agent acting on behalf
of it, must give a customer the following information —

(a) that the customer is able to choose the standard form
contract offered by the relevant retailer;

(b) the difference between the non-standard contract and the
standard form contract.

A retailer or electricity marketing agent must obtain the
customer’s verifiable confirmation that the information referred
to in subclauses (2) and (5) (if applicable) has been given.

Division 3 — Marketing conduct

Standards of conduct

A retailer or an electricity marketing agent must ensure that the
inclusion of concessions is made clear to residential customers
of the retailer and that any prices that exclude concessions are
disclosed.

A retailer or an electricity marketing agent must ensure that a
customer of the retailer is able to contact the retailer or
electricity marketing agent on the retailer’s or electricity
marketing agent’s contact details, including telephone number,
during the normal business hours of the retailer or electricity
marketing agent for the purposes of enquiries, verifications and
complaints.

Contact for purposes of marketing

A retailer or electricity marketing agent who contacts a
customer for the purposes of marketing must, on request by the
customer, provide —

(@) the customer with the complaints telephone number of
the retailer on whose behalf the contact is being made;
and
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(b) the customer with the telephone number of the
electricity industry ombudsman; and

(c) inthe case of contact by an electricity marketing
agent — the customer with the electricity marketing
agent’s marketing identification number.

(2) Arretailer or electricity marketing agent who meets with a
customer face to face for the purposes of marketing must —

(@) display a clearly visible and legible identity card that
shows —

(1) the first name of the person who is meeting with
the customer; and

(i)  aphotograph of the person who is meeting with
the customer; and

(iii)  in the case of an electricity marketing agent —
the agent’s marketing identification number; and

(iv)  the name of the retailer on whose behalf the
contact is being made;
and

(b) on request by the customer, provide the following
information, in writing, to the customer —

(i) the first name of the person who is meeting with
the customer;

(i) inthe case of an electricity marketing agent —
the agent’s marketing identification number;

(ii1) - the name of the retailer on whose behalf the
contact is being made;

(iv)  the complaints telephone number of the retailer
on whose behalf the contact is being made;

(v) the business address and Australian Business or
Company Number of the retailer on whose
behalf the contact is being made;

(vi) the telephone number of the electricity industry
ombudsman.
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3)

13.

14.
(1)

(@)

(3)

A retailer or electricity marketing agent must comply with a
request under subclause (2)(b) as soon as practicable after it is
made by the customer.

Compliance with signs

A retailer or electricity marketing agent who visits a person’s
premises for the purposes of marketing must comply with any
clearly visible signs at the person’s premises indicating —

(@) that canvassing is not permitted at the premises; or

(b) that no advertising or similar material is to be left at the
premises or in a letterbox or other receptacle at, or
associated with, the premises.

Division 4 — Miscellaneous

Compliance with code
An electricity marketing agent who contravenes a provision of
this Part commits an offence.
Penalty for this subclause:

(@ for anindividual, $5 000;

(b) for a body corporate, $20 000.
If an electricity marketing agent of a retailer contravenes a
provision of this Part, the retailer commits an offence.
Penalty for this subclause:

(@ for anindividual, $5 000;

(b) for a body corporate, $20 000.
It is a defence to a prosecution for an offence under
subclause (2) if the retailer proves that the retailer used

reasonable endeavours to ensure that the electricity marketing
agent complied with this code.
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15.

16.

17.

1)

(2)

Presumption of authority

This clause applies to a person who carries out a marketing
activity in the name of or for the benefit of —

(@) aretailer; or
(b) an electricity marketing agent.

The person is taken, unless the contrary is proved, to have been
employed or authorised by the retailer or electricity marketing
agent to carry out the marketing activity.

Electricity marketing agent complaints

An electricity marketing agent must —

(@) keep arecord of each complaint made by a customer, or
person contacted for the purposes of marketing, about
the marketing carried out by or on behalf of the
electricity marketing agent; and

(b) on request by the electricity industry ombudsman in
relation to a particular complaint, give to the electricity
industry ombudsman, within 28 days after receiving the
request, all information that the electricity marketing
agent has relating to the complaint.

Records must be kept

A record or other information that an electricity marketing agent
is required to keep under this code must be kept for at least

2 years from the last time that there was contact between the
person to whom the record or other information relates and the
electricity marketing agent.
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Part 3 — Connection

18. Obligation to forward connection application

(1) If aretailer agrees to sell electricity to a customer or arrange for
the connection of the customer’s supply address, the retailer
must forward the customer’s request for connection to the
relevant distributor for the purpose of arranging for the
connection of the customer’s supply address (if the customer’s
supply address is not already connected).

(2) Arretailer must forward the customer’s request for connection to
the relevant distributor —

(@) if the request is received before 3 pm on a business
day — on that same day; or

(b) if the request is received after 3 pm or on a Saturday, a
Sunday or a public holiday throughout the State — no
later than the next business day.

Note for this clause:

The Obligation to Connect Regulations provide regulations in relation
to the obligation on a distributor to energise and connect a premises.
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Part 4 — Billing
Division 1 — Billing cycles

19. Standard billing cycle

(1) Unless subclause (2) applies, a retailer must issue a bill to a
customer at least once every 100 days.

(2) Arretailer may issue a bill that is outside the timeframe under
subclause (1) if the retailer —

(@) has not received the required energy data from the
relevant distributor for the purpose of preparing the bill,
despite using its best endeavours to obtain the energy
data from the relevant distributor; or

(b) is unable to comply with the timeframe due to the
actions of the customer in circumstances in which —

(i) the customer is supplied with electricity under a
deemed contract pursuant to the Electricity
Industry (Customer Contracts) Regulations 2005
regulation 37; and

(ii) the billis the 1% bill issued to that customer at
that supply address.

(3) Arretailer and a customer may agree to a billing cycle with a
regular recurrent period that differs from the customer’s
standard billing cycle if —

(@) the retailer has obtained the customer’s verifiable
consent to the new billing cycle; and

(b) the regular recurrent period of the new billing cycle does
not exceed 100 days.

20. Shortened billing cycle

(1)  Arretailer must not place a customer on a shortened billing cycle
unless subclause (2) or clause 19(3) applies.
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(2) Arretailer may place a customer on a shortened billing cycle
if —
(@) inthe case of a residential customer — the customer is
not experiencing financial hardship; and

(b) the retailer has given the customer a reminder notice for
3 consecutive bills; and

(c) before the 3™ reminder notice is given to the customer,
the retailer has given the customer a notice informing
the customer that —

(i) receipt of a 3 reminder notice may result in the
customer being placed on a shortened billing
cycle; and

(i)  inthe case of a residential customer — assistance
is available for residential customers
experiencing problems paying their bills; and

(iii)  the customer may obtain further information
from the retailer on a specified telephone
number; and

(iv) once on a shortened billing cycle, the customer
must pay 3 consecutive bills by the due date to
return to the customer’s former billing cycle.

(3) The retailer must, within 10 business days after placing the
customer on a shortened billing cycle under subclause (2), give
the customer notice that —

(@) the customer has been placed on a shortened billing
cycle; and

(b) the customer must pay 3 consecutive bills by the due
date shown on each bill to return to the customer’s
former billing cycle; and

(c) failure to make a payment may result in arrangements
being made for disconnection of the supply of
electricity.
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(4)

()

(6)

21.
(1)

(@)

3)

A billing cycle shortened under subclause (2) must be at least
10 business days.

A retailer must, on request, return a customer who is subject to a
shortened billing cycle under subclause (2) and has paid

3 consecutive bills by the due date to the customer’s former
billing cycle.

A retailer must inform a customer who is subject to a shortened
billing cycle under subclause (2), at least once every 3 months,
that if the customer pays 3 consecutive bills by the due date of
each bill, the customer will be returned, on request, to the
customer’s former billing cycle.

Division 2 — Contents of a bill

Contents of bills

In addition to any information required to be included on a
customer’s bill under another provision of this code, a retailer
must include the information set out in this clause on the
customer’s bill.

The bill must include the following information in relation to
the particular service —

(@ thesupply address;

(b) the customer’s name and account number;

(c) ameter identification number (if relevant).
The bill must include the following information in relation to
supply and consumption of electricity —

(@)  the start and end date of the supply period;

(b) the number of days covered by the bill;

(c)  the customer’s consumption, or estimated consumption;

(d) if the customer is on a time of use tariff, the customer’s
consumption or estimated consumption for each time
band in the time of use tariff;
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(e) unless the customer is a collective customer, the average
daily consumption.

(4) The bill must include the following information in relation to
amounts due and payments —

(@ the amount due;

(b) if there is an accumulation meter installed at the supply
address — the current meter reading or estimate or, if
the customer is on a time of use tariff, the current meter
reading or estimate for each time band in the time of use
tariff;

(c) if there is no meter installed at the supply address — the
basis on which the amount due has been calculated,;

(d) the applicable tariffs;

(e) the amount of any arrears or credit standing to the
customer’s name;

(f) the amount of any other fees or charges and details of
the service provided in connection with those fees or
charges;

(g) inthe case of a residential customer — a statement that
the customer may be eligible to receive concessions and
how the customer may find out about eligibility for
those concessions;

(h) if applicable, the value and type of any concessions
provided to the customer that are administered by the
retailer,;

(i)  astatement advising the customer that assistance is
available if the customer is experiencing problems
paying the bill;

() atelephone number for billing and payment enquiries;
(k) if applicable and not included on a separate statement —

(i) payments made under a payment plan that has
not been completed; and
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(if)  the total amount outstanding under the payment
plan;

(I) if applicable, a statement that an additional fee may be
imposed to cover the costs of late payment from the
customer;

(m) to the extent that the data is available, a graph or bar
chart showing the customer’s amount due or

consumption for the period covered by the bill, the
previous bill and the bill for the same period last year;

(n) the average daily cost of consumption, including charges
ancillary to the consumption of electricity, unless the
customer is a collective customer;

(o) the date by which the bill must be paid;
(p) asummary of the applicable payment methods.
(5) If the customer has an export purchase agreement with the
retailer, the bill must include the following information —

(@) if the customer has an accumulation meter installed and
an export meter reading has been obtained — the export
meter reading;

(b) either —

(i) if the customer is on a time of use tariff — the
amount, or estimated amount, of electricity

exported by the customer for each time band in
the time of use tariff.; or

(i) inany other case — the amount, or estimated
amount, of electricity exported by the customer.
(6) - The bill must include the following ancillary information —
(@ atelephone number for complaints;

(b)  the contact details for the electricity industry
ombudsman;

(c) the relevant distributor’s 24-hour telephone number for
faults and emergencies.
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(7)  Subclause (2)(b) does not apply if the customer is supplied
under a deemed contract pursuant to the Electricity Industry
(Customer Contracts) Regulations 2005 regulation 37.
(8) Subclause (4)(m) does not apply if the bill is —
(@ notindicative of a customer’s actual consumption; or
(b) not based on a meter reading; or
(c) for acollective customer.

(9) If aretailer wishes to bill a customer for a historical debt, the

retailer must give the following information to the customer no
later than the next bill in the customer’s billing cycle —

(@) the amount of the historical debt;
(b) the basis of the historical debt.

Division 3 — Basis of hill

22. Basis of bill

(1) A retailer must base a customer’s bill —

(@) on energy data provided for the relevant meter at the
customer’s supply address provided by the relevant
distributor or metering data agent; or

(b) if there is no meter installed at the customer’s supply
address — on energy data that is calculated in
accordance with the metrology procedure, the Metering
Code or any other applicable law; or

(c) if the customer has entered into a non-standard
contract — on any other method agreed between the
retailer and the customer.

(2)  Ahill will be taken to comply with subclause (1)(a) if the bill
reflects a smoothing or similar arrangement that has been
entered into between the retailer and the customer.
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(3) If aretailer is required to comply with subclause (1)(a), the
retailer must use its best endeavours to ensure that an actual
value is obtained as frequently as required to prepare its bills.

(4) The retailer must ensure that the customer is provided with a
written record of any method agreed between the retailer and
the customer under subclause (1)(c).

23. Estimations
(1) If aretailer has based a bill on an estimation, the retailer must
clearly specify on the customer’s bill that —
(@) the retailer has based the bill on an estimation; and
(b) the retailer will provide to the customer on request —
(i) the basis of the estimation; and
(if)  the reason for the estimation;
and
(c) the customer may request —
(i) averification of energy data; and
(i)  ameter reading.

(2) A retailer must provide to a customer on request —
(@) the basis for the estimation; and
(b) the reason for the estimation.
(3) For the purposes of this clause, a bill is taken to be based on an
estimation if —

(@)  more than 10% of the interval meter readings are
estimated interval meter readings; and

(b)  the actual energy data cannot otherwise be ascertained.

24. Replacement of estimation with actual value

(1)  This clause applies if —

(@) aretailer has based a bill on an estimation because a
customer failed to provide access to the meter; and
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@)

25.
(1)

@)

3)

(b) the customer —

(i) subsequently requests the retailer to replace the
estimated bill with a bill based on an actual
value; and

(i)  pays the retailer’s reasonable charge for reading
the meter (if any); and

(iii)  provides due access to the meter.

The retailer must use its best endeavours to replace the
estimated bill with a bill based on an actual value.

Division 4 — Alternative tariffs

Customer request for change of tariff

A retailer must comply with subclause (2) if the retailer offers
alternative tariffs or tariff options and a customer —

(@) requests a retailer to transfer from that customer’s
current tariff to another tariff; and

(b) demonstrates to the retailer that the customer satisfies all
of the conditions relating to that other tariff and any
conditions imposed by the customer’s distributor.

The retailer must transfer the customer to the other tariff
referred to in subclause (1)(a) within 10 business days after the
customer satisfying the conditions referred to in

subclause (1)(b).

If a customer transfers from 1 tariff type to another under this
clause, the effective date of the transfer is —

(@)  unless paragraph (b) applies — the date on which a
meter reading is obtained; or

(b)  if the transfer requires a change to the meter at the
customer’s supply address — the date on which the
meter change is completed.
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26. Tariff change if former tariff unavailable

(1) This clause applies if a customer is no longer eligible to receive
a tariff under which the customer is currently supplied
electricity at the customer’s supply address.

(2) The retailer must, before changing the customer to another
tariff, notify the customer of the proposed change.

Division 5 — Review of bill and energy data checking

27. Review of bill

(1) If a customer, after receiving a bill, disputes the amount to be
paid, the retailer must review the bill if the customer —

(@) requests a review; and

(b) if the customer has not already paid the bill, pays the
lesser of the following —

(i) that portion of the bill under review that the
customer and the retailer agree is not in dispute;

(i) an amount equal to the average amount of the
customer’s bills over the previous 12 months
(excluding the bill in dispute).

(2) If, after conducting a review, a retailer is satisfied that the
bill —
(@) s correct, the retailer —
(i) may require the customer to pay the amount (if
any) of the bill that is still outstanding; and
(i) must advise the customer that the customer may
request a meter test; and

(iif)  must advise the customer of the existence and
operation of the retailer’s standard complaints
and dispute resolution procedures and details
about making a complaint to the electricity
industry ombudsman;

or
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(b) isincorrect, the retailer —

(i)  must comply with clause 29 or 30, as the case
requires; and

(i)  may require the customer to pay the amount (if
any) of the bill that is still outstanding.

(3) The retailer must inform a customer of the outcome of the
review as soon as practicable after it is completed.

(4) If aretailer has not informed a customer of the outcome of the
review within 20 business days from the date of receipt of the
request for review, the retailer must notify the customer of the
status of the review as soon as practicable after the expiration of
that period.

(5) The initiation of a review does not remove the requirement for
the customer to pay future bills as they fall due.

28. Energy data checking

(1) If a customer, after receiving a bill, requests that the energy data
be checked or the meter tested, the retailer must arrange for a
check of the energy data or testing of the meter (as the case
requires).

(2) The customer may be required to pay the retailer’s reasonable
charge for a check or testing under subclause (1).

(3) If the energy data is checked and found to be incorrect or the
meter is tested and found to be defective, the retailer must
refund any payment made under subclause (2).

Division 6 — Undercharging and overcharging

29. Undercharging
(1) If aretailer proposes to recover an amount that has been
undercharged, the retailer must —

(@ limit the amount to be recovered to no more than the
amount undercharged in the 12 months before the date
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30.

(@)

(1)

on which the retailer notified the customer that
undercharging had occurred; and

(b) notify the customer of the amount to be recovered no
later than the next bill after the retailer becomes aware
of the undercharging, and provide an explanation of the
basis on which the amount was calculated; and

(c) unless subclause (2) applies, not charge the customer
interest on that amount or require the customer to pay a
late payment fee; and

(d) inthe case of a residential customer — offer the
customer time to pay that amount by means of a
payment plan in accordance with clause 42 for a period
at least equal to the period over which the recoverable
undercharging occurred.

If, after notifying a customer of the amount to be recovered in
accordance with subclause (1)(b), the customer has failed to pay
the amount to be recovered by the due date and has not entered
into a payment plan under subclause (1)(d), a retailer may do
either but not both of the following —

(@) charge the customer interest on that amount from the
due date;

(b) require the customer to pay a late payment fee.

Overcharging

If a customer (including a customer who has vacated the supply
address) has been overcharged, the retailer must use its best
endeavours to inform the customer of the overcharge within 10
business days after the retailer becomes aware of the
overcharging (being, where there has been an estimation of an
amount due, from the time that the retailer becomes aware of
the overcharging after a meter reading) and, subject to this
clause, ask the customer for instructions as to whether the
amount should be credited to —

(@) the customer’s next bill; or
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@)

3)

(4)

()
(6)

()

(8)

31.
(1)

(b) abank account nominated by the customer.

If a retailer receives instructions under subclause (1), the retailer
must deal with the amount in accordance with the customer’s
instructions within 12 business days after receiving the
instructions.

However, if a retailer does not receive instructions under
subclause (1) within 5 business days after making the request,
the retailer must use reasonable endeavours to credit the amount
overcharged to the customer’s next bill.

If a customer has been overcharged by less than $100, the
retailer may credit the amount to the customer’s next bill instead
of complying with subclause (1).

No interest is payable on an amount that has been overcharged.

Despite subclauses (1) to (5), if a customer has been
overcharged and the customer owes a debt to the retailer, the
retailer may, after giving notice to the customer, use the amount
of the overcharge to set off the debt.

Subclause (6) does not apply if the customer is a residential
customer experiencing financial hardship.

If there remains an amount in credit after a set-off under
subclause (6), the retailer must deal with the amount in
accordance with subclause (1) or (4) (depending on the amount
that remains in credit).

Division 7 — Final bill

Request for final bill

If a customer requests the retailer to arrange for the preparation
and issue of a final bill for the customer’s supply address, the
retailer must use its best endeavours to arrange for —

(@ ameter reading; and
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(b) the preparation and issue of a final bill for the supply
address in accordance with the customer’s request.

(2) Unless subclause (4) applies, if the customer’s account is in
credit at the time of account closure, a retailer must, at the time
of the final bill, ask the customer for instructions as to whether
the amount of the credit should be transferred to —

(@ another account the customer has, or will have, with the
retailer; or

(b) abank account nominated by the customer.
(3) The retailer must, in accordance with the customer’s

instructions under subclause (2), transfer the amount of the
credit within —

(@ 12 business days after receiving the instructions; or
(b) another period agreed with the customer.
(4) Ifacustomer’s account is in credit at the time of account
closure and the customer owes a debt to the retailer, the retailer

may, after giving notice to the customer, use the credit to set off
the debt.

(5) If, after a set-off under subclause (4), there remains an amount
of credit, the retailer must deal with the amount in accordance
with subclause (2).

Division 8 — Providing bills under standard form contracts

32. Provision of bills
(1) A retailer must allow a customer who has entered into a
standard form contract to choose to receive bills —
(@ by post as paper bills; or

(b) by email sent to an email address provided by the
customer.
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(2) Subclause (1) applies despite any other arrangement or
agreement that may be in place between the retailer and the
customer in relation to paying bills.
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33.

34.
(1)

(@)

35.

(1)

@)

3)

(4)

(5)

Part 5 — Payment

Payment date

The date by which a bill must be paid must be not earlier than
12 business days from the bill issue date.

Payment methods
A retailer must accept payment for a bill in the following
ways —

(@ inperson at 1 or more payment outlets located within
the local government district of the customer’s supply

address;
(b) by telephone;
(c) by post;

(d) for residential customers — by Centrepay;
(e) by electronic funds transfer.

This clause does not limit any other method for the payment of
a bill that may be agreed between the retailer and the customer,
including the option of payment by direct debit.

Payment in advance

Subject to this clause, a retailer must accept payment in advance
from a customer.

A retailer is not required to credit interest to an amount paid in
advance.

The amount of $20 is the minimum amount for which a retailer
IS required to accept payment in advance from a customer
(although the retailer may accept a lower amount if it thinks fit).

A retailer may determine an amount (a maximum credit
amount) that a customer’s account may be in credit.

A maximum credit amount must not be less than $100.
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(7)

(8)

36.

37.
(1)

If a retailer determines a maximum credit amount, the retailer
must publish the maximum credit amount on its website.

A retailer is not obliged to accept payment in advance if the
customer’s account is in credit for more than the maximum
credit amount.

If a customer’s account is in credit for more than the maximum
credit amount, the retailer may refund any amount in excess of
the maximum credit amount to the customer at any time.

Redirection of bills

A retailer must redirect a customer’s bill to a different address
(including to an email address or a different email address) on
the customer’s request and at no charge.

Late payment fee

A retailer must not charge a residential customer a late payment
fee if —

(@) the customer receivesa concession, unless the customer
has received 2 or more reminder notices within the
previous 12 months; or

(b) the customer and the retailer have agreed to —

(i) apayment extension under Part 6, and the
customer pays the bill by the new due date; or

(i)  a payment plan under Part 6, and the customer is
making payments in accordance with the
payment plan;

or
(c) subject to subclause (2), the customer has made a
complaint directly related to the non-payment of the bill

to the retailer or the electricity industry ombudsman
and —

(i) if the complaint has been made to the retailer —
the complaint has not been resolved by the
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retailer, or the complaint has been resolved by
the retailer in favour of the customer; or

(i)  if the complaint has been made to the electricity
industry ombudsman — the complaint has not
been determined, or has been upheld by the
electricity industry ombudsman;

or

(d) the customer is a customer experiencing financial
hardship.

(2) If aretailer has charged a late payment fee in the circumstances
set out in subclause (1)(c)(ii) because the retailer was not aware
of the complaint, the retailer does not contravene
subclause (1)(c)(ii) but must refund the late payment fee on the
customer’s next bill (unless a fee is payable under
subclause (3)).

(3) If acomplaint referred to in subclause (1)(c) is not resolved in
favour of the customer, any late payment fee must be calculated
from the date of the retailer’s or the electricity industry
ombudsman’s decision (as the case may be).

(4) If aretailer has charged a residential customer a late payment
fee, the retailer must not charge an additional late payment fee
in relation to the same bill within 5 business days after the day
on which the customer receives the previous late payment fee
notice.

(5) A rretailer must not charge a residential customer more than
2 late payment fees in relation to the same bill or more than
12 late payment fees in a 12-month period.

(6) If aresidential customer has been assessed as a customer
experiencing financial hardship, a retailer must retrospectively
waive any late payment fee charged under the customer’s last
bill before the assessment was made.

Consultation Draft page 39



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 5 Payment

cl. 38

38. Vacating supply address

(1) Except as set out in this clause, if a customer gives notice and
vacates the supply address within the time specified in the
notice, the retailer must not require the customer to pay for
electricity consumed at the customer’s supply address from —

(a) if the customer gave at least 5 days’ notice — the date
on which the customer vacated the supply address; or

(b) inany other case — 5 days after the customer gave
notice.

(2) If acustomer reasonably demonstrates to a retailer that the
customer was evicted or otherwise required to vacate the supply
address, the retailer must not require the customer to pay for
electricity consumed at the customer’s supply address from the
date on which the customer gave the retailer notice.

(3) For the purposes of subclauses (1) and (2), notice is given if a
customer —

(@) informs a retailer of the date on which the customer
intends to vacate, or has vacated, the supply address;
and

(b) gives the retailer a forwarding address (which may be an
email address) to which a final bill may be sent.

(4) Despite subclauses (1) and (2) —

(@) if the retailer and a new customer enter into a contract
for the supply address, the retailer must not require the
previous customer to pay for electricity consumed at the
supply address from the date on which the contract with
the new customer becomes effective; and

(b) if a new retailer becomes responsible for the supply of
electricity to the supply address, the previous retailer
must not require the customer to pay for electricity
consumed at the supply address from the date on which
the new retailer becomes responsible.
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39.
(1)

@)

3)

Despite subclauses (1), (2) and (4), a retailer’s right to payment
does not terminate in relation to any amount that was due up
until the termination of the contract.

Debt collection

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

(@) from a residential customer who has informed the
retailer in accordance with clause 40 that the customer is
experiencing payment problems, unless and until the
retailer has complied with all the requirements of
clause 40 and (if applicable) clause 41(3); and

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

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

If a customer with a debt owing to a retailer requests the retailer
to transfer the debt to another customer, the retailer may transfer
the debt to the other customer if the retailer obtains the other
customer’s verifiable consent to the transfer.
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40.
(1)

@)

3)

(4)

()

Part 6 — Payment assistance

Division 1 — Assessment of financial situation

Assessment

Unless subclause (2) or (5) applies, if a residential customer
informs a retailer that the customer is experiencing payment
problems, the retailer must, within 5 business days, assess
whether the customer is experiencing financial hardship.

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

When undertaking the assessment required by subclause (1) the
retailer must give reasonable consideration to —

(@ information —
(i) given by the residential customer; and
(it)  requested or held by the retailer; or
(b) advice given by a relevant consumer representative (if
any).
A retailer must, on request, advise a residential customer of the

outcome of an assessment, including the reasons for the
outcome of the assessment, under subclause (1).

A retailer is not required to undertake an assessment under
subclause (1) if the retailer has previously undertaken an
assessment in relation to the customer unless the customer has
indicated that there has been a change in their circumstances
since that previous assessment.
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Division 2 — Payment assistance

41. Payment assistance

(1) Subject to this Division, a retailer must make the following
available to residential customers —

(a) additional time to pay a bill;
(b) apayment plan for the amount owing.

(2) However, a customer is only entitled to select one option under
subclause (1) once per bill.

(3) A rretailer must offer a residential customer who has been
assessed as experiencing financial hardship at least the
following (without the need for the customer to make a
request) —

(@ apayment plan;
(b) assistance in accordance with clauses 44 and 45.

42. Payment plans

(1) Arretailer must ensure that a payment plan for a residential
customer is fair and reasonable, taking into account —

(@) information about the customer’s capacity to pay; and

(b) the amount of any arrears payable by the customer to
date.

(2) Arretailer must, in relation to a residential customer for whom a
payment plan is being considered, offer the customer assistance
to manage their bills for ongoing consumption during the period
of the payment plan.

Examples for this subclause:
A retailer may offer to assist a residential customer:

(@) by estimating the customer’s consumption over the period of
the plan and building this into any repayment schedule at the
start of the plan; or

(b) by giving consideration to rolling new bills into the plan as time
progresses.
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3)

(4)

()

(6)

43,
(1)

@)

If a residential customer has, in the previous 12 months, had

2 payment plans cancelled due to non-payment, a retailer is not
required to offer the customer another payment plan under this
Division unless the retailer is satisfied that the customer will
comply with the payment plan.

For the purposes of subclause (3), cancellation does not include
the variation of a payment plan under clause 43.

If a residential customer accepts a payment plan, the retailer
must, within 5 business days after the customer accepting the
payment plan, provide the customer with information in writing
that specifies —
(@) the terms of the payment plan, including the number of
payments, the amount of each payment, the duration of
payments and how the payments are calculated; and

(b) the consequences of not complying with the payment
plan; and

(c) the importance of making contact with the retailer to ask
for further assistance if the customer cannot comply
with, or continue to comply with, the payment plan
terms.

However, the retailer is not required to comply with
subclause (5) if the retailer has provided to the customer the
information referred to in that subclause within the preceding
12 months.

Variation of payment plans

A retailer must review a payment plan at the request of the
customer.

A retailer is not required to undertake a review under
subclause (1) on more than 2 occasions in any 12-month period
(but may do so at any time if the retailer thinks fit).
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3)

(4)

()

(6)

()

The retailer must offer to vary a payment plan if a review under
subclause (1) indicates that the customer is unable to meet
obligations under the payment plan.

The retailer must, within 5 business days after the customer
accepts an offer to vary the payment plan, provide the customer
with information that clearly explains, and assists the customer
to understand, the variation.

The retailer must not vary a payment plan without the
customer’s agreement.

An agreement under subclause (5) must relate to the particular
variation rather than under a general agreement to future
variations.

Nothing in this clause prevents a retailer from cancelling a
payment plan if the customer has failed to meet the
requirements of the payment plan.

Division 3 — Additional assistance available to residential

44,
(1)

@)

45,

customers experiencing financial hardship

Reduction of fees, charges or debt

A retailer must give reasonable consideration to a request by a
customer experiencing financial hardship, or a relevant
consumer representative for the customer, for a reduction of the
customer’s fees, charges or debt.

In acting under subclause (1), a retailer should take into account
its hardship policies and procedures under clause 46.

Provision of information
A retailer must advise a customer experiencing financial
hardship of the —

(@) customer’s right to have a bill redirected to a different
address (including an email address) at no charge; and

(b) payment methods available to the customer; and
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(c) concessions that may be available to the customer and
how to access them; and

(d) different types of tariffs that may be available to the
customer; and

(e) independent financial counselling services and relevant
consumer representatives available to assist the
customer; and

(f) availability of any other financial assistance offered by
the retailer, and how to access this assistance.

46. Hardship policy and hardship procedures

(1) Arretailer must develop, maintain and implement a hardship
policy and hardship procedures to assist customers experiencing
financial hardship to meet their financial obligations and
responsibilities to the retailer.

(2) The hardship policy must —

(@) include a statement encouraging customers to contact
the retailer if they are having trouble paying the
retailer’s bill; and

(b) include a statement advising that the retailer will treat all
customers sensitively and respectfully; and

(c) include a statement that the retailer may reduce or waive
fees, charges or debt; and

(d) include an objective set of hardship indicators; and
(e) include —

(i) anoverview of the payment and other assistance
available to customers under this Part (other than
the retailer’s requirement to advise the customer
of the ability to pay in advance and the matters
referred to in clause 45(a), (b) and (d)); and

(i)  astatement that the retailer offers residential
customers the right to pay their bill by
Centrepay; and
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(i)  a statement that the retailer is able to provide
further details on request;

and

(f) include an overview of any concessions that may be
available to the retailer’s customers; and

(9) include —

(i)  the telephone number for interpreter services,
identified by the National Interpreter Symbol;
and

(it)  the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

and

(h) for printed copies of the hardship policy — be available
in large-print copies; and

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

(3) The hardship procedures must —

(@) provide for the training of staff (including call centre
staff, field officers and all subcontractors employed to
engage with customers experiencing financial hardship)
about issues related to financial hardship and its
impacts, and how to deal sensitively and respectfully
with customers experiencing financial hardship; and

(b) - include guidance —

(1) that assists the retailer in identifying residential
customers who are experiencing financial
hardship; and

(if)  that assists the retailer in determining a
residential customer’s usage needs and capacity
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to pay when determining the terms of a payment
plan; and
(iii)  about the suspension of disconnection and debt
recovery procedures; and
(iv) about the reduction or waiver of fees, charges or
debt; and
(v) about the recovery of debt;
and
(c) require that the retailer’s credit management staff have a
direct telephone number and that the number be
provided to relevant consumer representatives;
(4) Arretailer must ensure that its hardship policy and hardship
procedures comply with the Authority’s Financial Hardship
Policy Guidelines.
Note for this subclause:
The guidelines are those applying at the time that this code is made.
(5) A rretailer must consult with relevant consumer representatives
whenever the retailer is —
(@) developing a hardship policy or hardship procedures; or
(b) making a material amendment to its hardship policy.
(6) Aretailer must—
(@) provide a copy of its hardship policy to the Authority;
and
(b)  provide a copy of the amended policy to the Authority if
it makes a material amendment to the policy.
(7) If directed by the Authority, a retailer must, within a period

specified by the Authority —
(@) review its hardship policy or hardship procedures; and

(b) consult with relevant consumer representatives for the
purposes of the review; and

(c) submit the results of the review to the Authority.
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Division 4 — Business customers experiencing payment
difficulties

47. Alternative payment arrangements

A retailer must consider any reasonable request for alternative
payment arrangements from a business customer who is
experiencing payment difficulties.
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Part 7 — Disconnection

Division 1 — Conduct in relation to disconnection

Subdivision 1 — Disconnection for failure to pay bill

48. General requirements

(1) Before arranging for the disconnection of a customer’s supply
address for failure to pay a bill, a retailer must —

(@ not less than 15 business days from the date of dispatch
of the bill, give to the customer a written notice (a
reminder notice) that includes —

(i) the retailer’s telephone number for billing and
payment enquiries; and

(i) how the retailer may assist if the customer is
experiencing problems paying the bill;

and

(b) use its best endeavours to contact the customer to advise
of the proposed disconnection; and

(c) give the customer a disconnection warning, not less than
20 business days from the date of dispatch of the bill,
advising the customer —

(i) that the retailer may disconnect the customer
with at least 5 business days’ notice to the
customer; and

(it) - of the existence and operation of complaint
handling processes, including the existence and
operation of the electricity industry ombudsman
and the Freecall telephone number of the
electricity industry ombudsman.

(2) For the purposes of subclause (1), a customer has failed to pay a
retailer’s bill if the customer has not —

(@ paid the retailer’s bill by the due date; or
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(b) agreed with the retailer to an offer of a payment plan or
other payment arrangement to pay the retailer’s bill; or

(c) adhered to the customer’s obligation to make payments
in accordance with an agreed payment plan or other
payment arrangement relating to the payment of the
retailer’s bill.

49, Limitations on disconnection for failure to pay bill

Despite clause 48, a retailer must not arrange for the
disconnection of a customer’s supply address for failure to pay a
bill —
(@ within 1 business day after the expiry of the period
referred to in the disconnection warning; or

(b) if the customer is adhering to the customer’s obligation
to make payments in accordance with an agreed
payment plan or other payment arrangement relating to
the payment of the retailer’s bill; or

() if—
(i) the customer is a residential customer; and
(ii)  the outstanding amount is less than $300; and

(iii) - the customer has agreed with the retailer to pay
this amount;

or

(d) if the customer has informed the retailer, or the retailer
is otherwise aware, that the customer has applied for a
concession and a decision on the application has not
been made; or

(e) if the customer has failed to pay an amount that does not
relate to the supply of electricity; or

(f)  if the bill does not relate to the supply address, other
than if the bill relates to a supply address previously
occupied by the customer.
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50. Dual fuel contracts

(1) This clause applies if a retailer and a residential customer have
entered into —

(@) adual fuel contract; or

(b) separate contracts for the supply of electricity and the
supply of gas, under which —

(i) asingle bill for energy is issued to the customer;
or

(i)  separate, simultaneous bills for electricity and
gas are issued to the customer.

(2) The retailer must not arrange for disconnection of the
customer’s supply address for failure to pay a bill within
15 business days from the date of disconnection of the
customer’s gas supply.

Subdivision 2 — Disconnection for denying access to meter

51. Disconnection for denying access to meter

(1) Subclause (2) applies if, for at least 9 consecutive months, a
customer has not provided the retailer or relevant distributor (or
a representative of the retailer or relevant distributor) safe
access to the customer’s supply address for the purposes of
reading a meter at the supply address.

(2) If this subclause applies, the retailer may arrange for the
disconnection of the customer’s supply address if —

(@)  the retailer has, on at least 1 occasion, given the
customer written notice —

(i) giving at least 5 business days’ notice of a date
on which, or a timeframe during which, the
customer is requested to provide safe access to
the supply address in order for the retailer or
relevant distributor (or a representative) to gain
access to a meter; and
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(i)  if appropriate, informing the customer of the
availability of alternative meters that are suitable
to the customer’s supply address; and

(iii)  advising the customer of the retailer’s ability to
arrange for disconnection if the customer fails to
provide safe access to the meter in accordance
with the requirements of the notice or by
providing reasonable alternative access
arrangements;

and

(b) the customer has failed to provide safe access in
accordance with the requirements of the notice, or
reasonable alternative access arrangements within a
reasonable time after notice is given under
paragraph (a); and

(c) the retailer has used its best endeavours to contact the

customer to advise of the proposed disconnection on
account of that failure; and

(d) the retailer has given the customer a disconnection
warning with at least 5 business days’ notice of its
intention to arrange for disconnection.

(3) Subclause (4) applies if a customer has not provided the retailer
or relevant distributor (or a representative of the retailer or
relevant distributor) safe access to the customer’s supply
address for the purposes of —

(a)  testing, maintaining, inspecting, altering or replacing a
meter at the supply address; or

(b)  checking the accuracy of the customer’s consumption at
the supply address.
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Disconnection

52.

(4)

1)

If this subclause applies, the retailer may arrange for the
disconnection of the customer’s supply address if —

(@) the retailer has, on at least 1 occasion, given the
customer written notice —

(i) stating the matter giving rise to the potential
disconnection of the supply address; and

(i)  giving at least 5 business days’ notice of a date
on which, or a timeframe during which, the
customer is requested to provide safe access to
the supply address in order for the retailer or
relevant distributor (or a representative) to gain
access to a meter; and

(ii1)  advising the customer of the retailer’s ability to
arrange for disconnection if the customer fails to
provide safe access to the meter in accordance
with the requirements of the notice or by
providing reasonable alternative access
arrangements;

and

(b) the customer has failed to provide safe access in
accordance with the requirements of the notice, or
reasonable alternative access arrangements within a
reasonable time after notice is given under
paragraph (a).

Division 2 — Limits on disconnection

General limits on disconnection

Unless subclause (3) applies, a retailer must not arrange for the
disconnection of a customer’s supply address if —

(@)  the customer has made a complaint to the retailer that is
directly related to the reason for the proposed
disconnection and the complaint has not been resolved
by the retailer; or
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(b) the retailer has been notified by the relevant distributor,
electricity industry ombudsman or an external dispute
resolution body that the customer has made a complaint
that is directly related to the reason for the proposed
disconnection and the complaint has not been resolved
by the distributor or determined by the electricity
industry ombudsman or external dispute resolution body
(as the case may be); or

(c) the supply address is registered under Part 11 as a life
support equipment address.

(2) Unless subclause (3) applies, a distributor must not disconnect a
customer’s supply address —

(@ if—

(1) the customer has made a complaint to the
distributor that is directly related to the reason
for the proposed disconnection and the complaint
has not been resolved by the distributor; or

(it)  the distributor has been notified by a retailer, the
electricity industry ombudsman or an external
dispute resolution body that the customer has
made a complaint that is directly related to the
reason for the proposed disconnection and the
complaint has not been resolved by the retailer or
determined by the electricity industry
ombudsman or external dispute resolution body
(as the case may be);

or

(b) ifthe supply address is registered under Part 11 as a life
support equipment address; or

(c) during a protected period unless —
(i) the customer is a business customer; and

(if)  the business customer’s normal trading hours fall
within a protected period and do not fall within
any other period; and
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Disconnection
Limits on disconnection

(iii) it is not practicable for the distributor to
disconnect at any other time.

(3) Subclauses (1) and (2) do not apply if —

(@)
(b)

(©)
(d)

the disconnection is requested by the customer; or

there is a health or safety reason warranting the
disconnection; or

there is an emergency warranting disconnection; or

electricity has been illegally consumed at the supply
address.
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Part 8 — Reconnection

53. Obligation on retailer to arrange reconnection

(1) This clause applies if —
(@) acustomer’s supply address has been disconnected by,
or at the request of, the retailer; and
(b) the customer has —

(1) ifrelevant, rectified the matter that led to the
disconnection or made arrangements to the
satisfaction of the retailer; and

(i)  made a request for reconnection; and

(ili)  paid the retailer’s charge for reconnection (if
any), or accepted an offer of a payment plan for
those charges.

(2) The retailer must arrange for the customer’s supply address to
be reconnected.

(3) For the purposes of subclause (2), a retailer must forward the
customer’s request for reconnection to the relevant
distributor —

(@) onthesame business day, if the request is received
before 3 pm on a business day; or

(b) no later than 3 pm on the next business day, if the
request is received —
(i) after 3 pm on a business day, or

(i) on a Saturday, a Sunday or a public holiday
throughout the State.

(4)  Alternatively, a retailer may cause the customer’s supply
address to be reconnected within the timeframes that apply
under clause 54(4)(a) or (b).
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54, Obligation on distributor to reconnect supply address

(1) Adistributor must reconnect a supply address if —

(@) aretailer has arranged for the disconnection of the
customer’s supply address; and

(b) the retailer has forwarded the customer’s request for
reconnection to the distributor under clause 53.
(2) Subclause (3) applies if —
(@) adistributor has disconnected a customer’s supply
address otherwise than at the request of a retailer; and
(b) the customer has —

(i) if relevant, rectified the matter that led to the
disconnection; and

(i)  made a request for reconnection; and
(ili)  paid the distributor’s charge for reconnection (if
any).

(3) The distributor must reconnect the customer’s supply address.

(4) For the purposes of subclauses (1) and (3), a distributor must
reconnect a customer’s supply address —

(@) ifthe supply address is located within the metropolitan
area —

(i) within 1 business day after receipt of the relevant
request, if the request is received before 3 pm on
a business day; and

(it)  within 2 business days after receipt of the
relevant request, if the request is received after
3 pm on a business day or on a Saturday, a
Sunday or a public holiday throughout the State;

and
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(b) if the supply address is located within a regional area —

(i) within 5 business days after receipt of the
relevant request, if the request is received before
3 pm on a business day; and

(i) within 6 business days after receipt of the
relevant request, if the request is received after
3 pm on a business day, or on a Saturday, a
Sunday or a public holiday throughout the State .

(5) Subclause (4) does not apply in the case of an emergency.

Consultation Draft page 59



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 9 Pre-payment meters

cl. 55

Part 9 — Pre-payment meters

55. Application

(1) The following do not apply to a pre-payment meter customer —
(a) Parts4,5,7,8and 11,
(b) Part 6 (other than clause 46);
(c) clause 11 (other than as specified below);
(d) clause 72.

(2) Adistributor may only operate a pre-payment meter, and a
retailer may only offer a pre-payment meter service, in an area
that has been declared by the Minister by notice published in the
Gazette.

56. Operation of pre-payment meter

(1) A retailer must not provide a pre-payment meter service at a
residential customer’s supply address without the verifiable
consent of the customer or the customer’s nominated
representative.

(2) Arretailer must establish an account for each pre-payment meter
operating at a residential customer’s supply address.

(3) Subject to any applicable law, a retailer is not obliged to offer a
pre-payment meter service to a customer.

57. Provision of information

(1) A retailer must, on request by a residential customer, provide at
no charge and in clear, simple and concise language the
following information in relation to the use of a pre-payment
meter —

(@) all applicable tariffs, fees and charges payable by the
customer and the basis for the calculation of those
charges;
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(b)

(©)

(d)
(€)

(f)
(@)

the tariffs, fees and charges applicable to the
pre-payment meter service relative to relevant tariffs,
fees and charges that would apply to the customer if no
pre-payment meter was operating at the customer’s
supply address;

the retailer’s charges, or its best estimate of those
charges, to replace the pre-payment meter with a
standard meter or to switch the pre-payment meter to a
standard meter;

how the pre-payment meter is operated,

how the customer may recharge the pre-payment meter
(including details of cost, location and business hours of
recharge facilities);

the emergency credit facilities applicable to the
pre-payment meter;

credit retrieval.

(2) No later than 10 business days after the time a residential
customer enters into a pre-payment meter contract at the
customer’s supply address, a retailer must give or make
available to the customer at no charge —

(a)
(b)
(©)

(d)
()
(f)
)

(h)

the information specified in subclause (1); and
a copy of the contract; and

information on the availability and scope of this code
and the requirement that retailers, distributors and
electricity marketing agents comply with this code; and

a meter identification number for the meter; and
a telephone number for enquiries; and
a telephone number for complaints; and

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

confirmation of the supply address and any relevant
mailing address; and
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Pre-payment meters

(i)
()
(k)
(1)

(m)

(n)
(0)

(p)
(@)

(r)
©)

details of any concessions the customer may be eligible
to receive; and

the amount of any concessions to be given to the
customer; and

the telephone number for interpreter services, identified
by the National Interpreter Symbol; and

the telephone number (or numbers) for services that can
assist customers with a speech or hearing impairment;
and

how the retailer may assist in the event the customer is
experiencing difficulties paying for their consumption;
and

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

the contact details for the electricity industry
ombudsman; and

general information on the safe use of electricity; and

details of the initial recharge facilities available to the
customer; and

the date of the expiry of the customer’s right to revert to
a standard meter at no charge; and

the options available to the customer if the customer
replaces the pre-payment meter with a standard meter or
switches the pre-payment meter to a standard meter.

(3) A rretailer must ensure that the following information is shown
on or directly adjacent to a residential customer’s pre-payment
meter —

(a)
(b)
(©

the positive or negative balance of the pre-payment
meter within 1 dollar of the actual balance;

whether the pre-payment meter is operating on normal
credit or emergency credit;

a telephone number for enquiries;
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(4)

(5)

(6)

58.
(1)

()

(d) the relevant distributor’s 24-hour telephone number for
faults and emergencies.

A retailer must give a pre-payment meter customer on request,
at no charge, the following information for the previous 2 years
or since the commencement of the pre-payment meter contract
(whichever is the shorter), divided into quarterly segments —

(a) total energy consumption;
(b) average daily consumption;
(c) average daily cost of consumption.

A retailer must, within 10 business days after the change, use
reasonable endeavours to notify a pre-payment meter customer
in writing if the recharge facilities available to the residential
customer change from the initial recharge facilities referred to in
subclause (2)(q).

The information to be provided under this clause, other than the
information in subclause (3), may be provided in writing to a
pre-payment meter customer at —

(@) the customer’s supply address; or
(b) another address nominated by the customer; or
(c) anemail address nominated by the customer.

Reversion

If a pre-payment meter customer requests the retailer to replace
the pre-payment meter with a standard meter, within 1 business
day after the request the retailer must arrange with the relevant
distributor to replace the pre-payment meter with a standard
meter or switch the pre-payment meter to a standard meter.

A retailer must not require payment of a charge for reversion to
a standard meter if a pre-payment meter customer is a
residential customer and that customer, or its nominated
representative, requests reversion of a pre-payment meter under
subclause (1) within 3 months after the later of —

(@) the installation of the pre-payment meter; or
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3)

(4)

(5)

59.
(1)

(b) the date on which the customer entered into the
pre-payment meter contract.

If a pre-payment meter customer requests reversion of a
pre-payment meter under subclause (1) after the date calculated
in accordance with subclause (2), a retailer may charge the
customer a reasonable charge for the reversion.

However, the retailer’s obligations under subclause (1) —

(a) if the pre-payment meter customer is a residential
pre-payment meter customer — are not conditional on
the customer paying the retailer’s reasonable charge for
reversion to a standard meter (if any); and

(b) otherwise — may be made conditional on the
pre-payment meter customer paying the retailer’s
reasonable charge for reversion to a standard meter (if

any).

If a retailer requests a distributor to revert a pre-payment meter
under subclause (1), the distributor must revert the pre-payment
meter at that supply address —

(@) if the supply address is located within the metropolitan
area — within 5 business days after receipt of the
request; or

(b) if the supply address is located within a regional area —
within 10 business days after receipt of the request.

Life support equipment

If a pre-payment meter customer provides a retailer with
confirmation from an appropriately qualified medical
practitioner that a person residing at the pre-payment meter
customer’s supply address requires life support equipment, the
retailer must not provide a pre-payment meter service at that
supply address and the retailer must, or must immediately
arrange to —

(@) remove or render non-operational the pre-payment meter
at no charge; and
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60.

@)

@)

(b)

(©)

replace the pre-payment meter with a standard meter, or
switch the pre-payment meter to a standard meter, at no
charge; and

provide information to the pre-payment meter customer
about the contract options available to the pre-payment
meter customer.

If a retailer requests a distributor to revert a pre-payment meter
under subclause (1), the distributor must revert the pre-payment
meter at that supply address as soon as possible and in any event
no later than —

(@)

(b)

if the supply address is located within the metropolitan
area —

(i) if the request is received before 3 pm on a
business day — within 1 business day after
receipt of the request; and

(it)  if the request is received after 3 pm on a business
day or on a Saturday, a Sunday or a public
holiday throughout the State — within 2 business
days after receipt of the request;

if the supply address is located within a regional area —

(i) -if the request is received before 3 pm on a
business day — within 9 business days after
receipt of the request; and

(it)  if the request is received after 3 pm on a business
day, or on a Saturday, a Sunday or a public
holiday throughout the State — within
10 business days after receipt of the request.

Requirements for pre-payment meters

A retailer must ensure that a pre-payment meter customer has
access to an amount of emergency credit of $20 outside of
normal business hours.
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(2) The following provisions apply in relation to a retailer’s ability
to de-energise a pre-payment meter service —

(@) if the pre-payment meter has run out of credit
(disregarding any emergency credit), the meter may be
de-energised during normal business hours;

(b) if the pre-payment meter has run out of credit and any
emergency credit, the meter may be de-energised at any
time;

(c) if the meter has been de-energised and the customer
makes a payment to their account that results in an
amount of credit in excess of emergency credit, the
meter must be re-energised.

(3) Arretailer is not required to re-energise a meter if the only credit
that the customer has is emergency credit.
(4) Arretailer must ensure that a pre-payment meter service —

(@) s capable of providing the following information to the
retailer at least once in every month —

(1) the number of instances in which a pre-payment
meter customer has been disconnected;

(if)  the duration of each of those disconnections;
and

(b) subject to subclauses (2) and (3), recommences supply
as soon as information is communicated to the
pre-payment meter that a payment to the account has
been made.

61. Recharge facilities

A retailer must ensure that —

(@)  at least 1 physical recharge facility is located as close as
practicable to a pre-payment meter; and

(b) apre-payment meter customer can access a recharge
facility at least 3 hours per day, 5 days per week; and

page 66 Consultation Draft



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Pre-payment meters Part 9

cl. 62

62.

63.
(1)

@)

(3)

(4)

(c) ituses its best endeavours to ensure that the
pre-payment meter customer can access a recharge
facility for periods greater than required under
paragraph (b); and

(d) the minimum amount to be credited by a recharge
facility does not exceed $20 per increment.

Concessions

If a pre-payment meter customer demonstrates to a retailer that
the customer is entitled to receive a concession, the retailer must
ensure that the customer receives the concession.

Meter check or test

If a pre-payment meter customer requests that the whole or part
of a pre-payment meter be checked or tested, a retailer must
make immediate arrangements to do 1 or more of the

following —

(@) check the customer’s metering data;
(b) check or conduct a test of the pre-payment meter;

(c) arrange for a check or test by the responsible person for
the meter installation at the customer’s connection point.

If a retailer requests a distributor to check or test a pre-payment
meter under subclause (1), the distributor must check or test the
pre-payment meter.

A pre-payment meter customer who requests a check or test of a
pre-payment meter under subclause (1) must pay a retailer’s
reasonable charge for checking or testing the pre-payment meter

(if any).
If a pre-payment meter is found to be inaccurate or not

operating correctly following a check or test undertaken in
accordance with subclause (1), a retailer must —

(@ immediately arrange for the repair or replacement of the
faulty pre-payment meter; and
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(b) correct any overcharging or undercharging in
accordance with clause 65; and

(c) refund any charges paid by the pre-payment meter
customer under this clause for the testing of the
pre-payment meter.

64. Credit retrieval

If a pre-payment meter customer notifies a retailer of a proposed
vacation date, the retailer must ensure that the customer can
retrieve all remaining credit at the time the customer vacates the
supply address.

65. Overcharging and undercharging

(1) If a pre-payment meter customer (including a pre-payment
meter customer who has vacated the supply address) has been
overcharged as a result of an act or omission of the retailer or
relevant distributor (including as a result of a defective
pre-payment meter), the retailer must —

(@) use its best endeavours to inform the customer
accordingly within 10 business days after the retailer
becoming aware of the error; and

(b) ask the customer for instructions as to whether the
amount should be —

(i) credited to the customer’s account; or
(if) repaid to the customer.

(2)  If the retailer receives instructions from the customer under
subclause (1), the retailer must pay the amount in accordance
with the customer’s instructions within 12 business days after
receiving the instructions.

(3) If the retailer does not receive instructions from the customer
under subclause (1) within 20 business days after making the
request for instructions, the retailer must use reasonable
endeavours to credit the amount overcharged to the customer’s
account.
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(4) If the amount referred to in subclause (1) is less than $100, the
retailer may credit the amount to the customer’s account instead
of complying with subclause (1).

(5) No interest is payable on an amount that has been overcharged.

(6) If aretailer proposes to recover an amount undercharged as a
result of an act or omission by the retailer or relevant distributor
(including as a result of a defective pre-payment meter), the
retailer must —

(@ limit the amount to be recovered to no more than the
amount undercharged in the 12 months before the date
on which the retailer notifies the pre-payment meter
customer that undercharging has occurred; and

(b) list the amount to be recovered as a separate item in a
special bill, together with an explanation of that amount;
and

(c) not charge the pre-payment meter customer interest on
that amount or require the pre-payment meter customer
to pay a late payment fee; and

(d) offer the pre-payment meter customer time to pay that
amount by means of a payment plan covering a period at
least equal to the period over which the recoverable
undercharging occurred.

66. Information for customers experiencing payment difficulties

(1) This clause applies if —

(@) aresidential pre-payment meter customer informs a
retailer that the customer is experiencing difficulties
paying for their consumption; or

(b) aretailer identifies that a residential pre-payment meter
customer has been disconnected 2 or more times in any
1-month period for longer than 120 minutes on each
occasion.
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(2) The retailer must, as soon as is reasonably practicable, use its
best endeavours to provide the following information in writing
to the customer —

(@) information about the different types of meters available
to the customer;

(b) information about relevant financial assistance
programmes;

(c) information about how to contact relevant consumer
representatives;

(d) information about independent financial and other
relevant counselling services.
(3) The information may be provided by —

(@) postaddressed to the customer at the customer’s supply
address, or at another address nominated by the
customer; or

(b) email at an address nominated by the customer; or
(c) personal delivery to the customer.
(4) However, if subclause (1)(b) applies, the retailer is not required
to comply with subclause (2) if the retailer has provided the

information referred to in that subclause within the preceding
12 months.

(5) This clause applies to a retailer despite any obligation under
clause 46.

67. Assistance for customers experiencing payment difficulties

(1) This clause applies if a residential pre-payment meter customer,
or a relevant consumer representative acting on behalf of a
residential pre-payment meter customer —

(@) informs a retailer that the customer is experiencing
difficulties paying for the customer’s consumption; and

(b) requests that the pre-payment meter be replaced by a
standard meter.
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(2) The retailer must give reasonable consideration to waiving any
fee payable to replace the pre-payment meter with a standard
meter.
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Part 10 — Information and communication

Division 1 — Obligations for retailers

68. Provision of general information to customers

(1) Arretailer must publish on its website —
(@) the following information about concessions —
(i) the type of concessions available to customers;

(i)  the name and contact details of the organisation
responsible for administering those concessions
(if the retailer is not responsible for doing this);

and
(b) the following information about energy efficiency —

(i) cost-effective and efficient ways to utilise
electricity;

(if)  the typical running costs of major domestic
electrical appliances;

and
(c) the retailer’s hardship policy; and
(d) the retailer’s family violence policy; and

(e) asummary of a customer’s rights, entitlements and
obligations under the retailer’s standard complaints and
dispute resolution procedures; and

(f) _ the contact details for the electricity industry
ombudsman; and

(g) acopy of this code.
(2)  If a customer requests information of the kind referred to in
subclause (1), the retailer must —
(@) refer the customer to the retailer’s website; or
(b) provide the information to the customer.
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3)

(4)

()

69.

70.

(1)

@)

3)

71.

(1)

()

3)

If a customer requests a copy of information of the kind referred
to in subclause (1), the retailer must provide a copy of the
information to the customer.

The information or a copy of the information requested under
this clause must be provided without charge.

The retailer is not required to make a copy of this code available
under subclause (1)(g) if it instead provides an electronic link to
a website where a copy of this code may be accessed.

Information about tariffs, fees or charges

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

Information about variations to tariffs, fees or charges:
regulated prices

This clause applies if a customer’s tariffs, fees or charges are
regulated or set by the State Government.

A retailer must give notice to a customer of any variation to its
tariffs, fees or charges that affects the customer.

The notice must be given no later than the next bill in the
customer’s billing cycle.

Information about variations to tariffs, fees or charges:
non-regulated prices

This clause applies if a customer’s tariffs, fees or charges are
not regulated or set by the State Government.

A retailer must give notice to a customer of any variation to its
tariffs, fees or charges that affects the customer.

The notice must be given at least 5 business days before the
variation is to apply to the customer.
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(4) The notice must —

(@) specify that the customer’s tariffs, fees or charges are
being varied; and

(b) specify the date on which the variation will come into
effect; and

(c) identify the customer’s existing tariffs, fees or charges,
inclusive of GST; and

(d) identify the customer’s tariffs, fees or charges as varied,
inclusive of GST; and

(e) specify that the customer may request historical billing
data.

(5) A retailer is not required to provide information under this
clause —

(@) if the customer has entered into the relevant contract
with the retailer within 10 business days before the
variation is to take effect and the retailer has already
informed the customer of the variation; or

(b) for a tariff, fee or charge that continually varies in
relation to the prevailing spot price for electricity; or

(c) for the variation of a tariff, fee or charge that is a direct
result of a change to, or the withdrawal or expiry of, a
concession; or

(d) for the variation of a tariff, fee or charge that is a direct
result of a change to a bank charge or fee, to a credit
card charge or fee, or to payment processing charges or
fees that apply in relation to the customer.

72. Historical billing data

(1) Arretailer must give a non-contestable customer on request the
non-contestable customer’s billing data.
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@)

73.

74.

75.
(1)

The retailer must give the billing data at no charge if a
non-contestable customer requests billing data —

(@) for a period less than the previous 2 years and no more
than once a year; or

(b) inrelation to a dispute with a retailer.

Service standard payments

A retailer must at least once a year give a customer written
details of the retailer’s and distributor’s obligations to make
payments to the customer under Part 14 or under any other
written law including —

(@) the amount of the payment; and
(b) the eligibility criteria for the payment.

Distribution matters
If a customer asks a retailer for information relating to the
distribution of electricity, the retailer must —

(@ give the information to the customer; or

(b) refer the customer to the relevant distributor for a
response.

Division 2 — Obligations for distributors

General information

A distributor must publish on its website —

(@) adescription of the distributor’s and customer’s
respective rights and obligations concerning the
provision of services by the distributor and a description
of those services; and

(b)  details of applicable connection and reconnection
timeframes; and

(c) details of applicable connection and reconnection
charges; and
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(d) information relating to new connections or connection
alterations; and

(e) general information on the safe use of electricity; and
(f) general information on quality of supply; and
(9) general information on reliability of supply; and

(h) information about how a customer may obtain
information on distribution standards and metering
arrangements that are relevant to the customer and —

(i) prescribed under the Act or the Electricity
Act 1945; or

(i) adopted by the distributor;
and

(i) asummary of a customer’s rights, entitlements and
obligations under the distributor’s standard complaints
and dispute resolution procedures; and

() the contact details for the electricity industry
ombudsman; and

(k) acopy of this code.
(2) If a customer requests information of the kind referred to in
subclause (1), the distributor must —
(@) refer the customer to the distributor’s website; or
(b) provide the information to the customer.
(3) If a customer requests a copy of information of the kind referred

to in subclause (1), the distributor must provide a copy of the
information to the customer.

(4)  The information or a copy of the information requested under
this clause must be provided without charge.

(5) The distributor is not required to make a copy of this code
available under subclause (1)(k) if it instead provides an
electronic link to a website where a copy of this code may be
accessed.
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76. Information about supply changes or interruptions

A distributor must give to a customer on request, at no
charge —

(@) an explanation for any unplanned or approved change in
the quality of supply of electricity to the customer’s
supply address outside of the limits prescribed by law;
and

(b) an explanation for any unplanned interruption of supply
to the customer’s supply address.

Division 3 — Obligations for retailers and distributors

77. Written information must be easy to understand

(1) To the extent practicable, a retailer or distributor must ensure
that any written information that must be given to a customer by
the retailer or distributor under this code is —

(@) expressed in clear, simple and concise language; and
(b) inaformat that makes it easy to understand.

(2) The obligation placed on a retailer under subclause (1) extends
to written information that may be given to a customer by an
electricity marketing agent acting on behalf of the retailer.

78. Special information needs

(1) A retailer and a distributor must make available to a residential
customer on request, at no charge, services that assist the
customer in understanding information provided by the retailer
or distributor (including independent interpreter services and
services for customers with a speech or hearing impairment, and
large print copies).

(2) Arretailer and, if appropriate, a distributor must include on a
relevant document in relation to residential customers —

(@ the telephone number for interpreter services, identified
by the National Interpreter Symbol; and
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(b) the telephone number (or numbers) for services that can
assist customers with a speech or hearing impairment.
(3) Insubclause (2) —
relevant document means the following —

(@ abill and bill-related information (including, for
example, the notice referred to in clause 20(3) and
statements relating to a payment plan);

(b) areminder notice;
(c) adisconnection warning.

79. Metering
(1) A distributor must advise a customer on request, at no charge, of
the availability of different types of meters and their —
(@) suitability to the customer’s supply address; and
(b) purpose; and
(c) costs; and
(d) installation, operation‘and maintenance procedures.
(2) If a customer asks a retailer for information relating to the
availability of different types of meters, the retailer must —
(@) give the information to the customer; or

(b) refer the customer to the relevant distributor for a
response.

Division 4 — Disconnection or interruption for emergencies

80. Disconnection or interruption for emergencies

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

(@) provide, by way of a 24-hour emergency line at the cost
of a local call (excluding mobile telephones),
information on the nature of the emergency and an
estimate of the time when supply will be restored; and
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(b) use its best endeavours to restore supply to the
customer’s supply address as soon as possible.
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Part 11 — Life support equipment scheme

81. Relevant standards
(1) The relevant standard under this Part for a retailer is that a step
be taken —

(@ onthe same day if a confirmation or notification is
received before 3 pm on a business day; or

(b) no later than the next business day if a confirmation or
notification is received after 3 pm or on a Saturday, a
Sunday or a public holiday throughout the State.

(2) The relevant standard under this Part for a distributor is that a
step be taken —

(@ no later than the next business day if a notification is
received before 3 pm on a business day; or

(b) within 2 business days if a notification is received after
3 pm or on a Saturday, a Sunday or a public holiday
throughout the State.

82. Registration of life support equipment: retailers

(1) The retailer must take the steps set out in subclause (2) in
accordance with the relevant standard for a retailer if a customer
provides a retailer with confirmation from an appropriately
qualified medical practitioner that a person residing at the
customer’s supply address requires life support equipment.

(2) The following steps must be taken —

(@)  register the customer’s supply address as a life support
equipment address;

(b) register the customer’s contact details;
(c)  provide the following to the customer’s distributor —

(i) anotification about the customer’s supply
address being a life support equipment address;

(if)  the contact details of the customer.
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(3) Inaddition, a retailer who is required to comply with
subclause (2) must provide the following information in writing
to a customer before, or within 5 days after, registering the
customer’s supply address as a life support equipment
address —

(@) advice that there may be planned or unplanned
interruptions to supply at the supply address and that the
relevant distributor is required to notify the customer of
a planned disruption in accordance with this code;

(b) arecommendation that the customer prepare a plan of
action in case of an unplanned interruption;

(c) anemergency telephone contact number for the relevant
distributor and the retailer (the charge of which will be
no more than the charge of a local call (excluding
mobile telephones)).

(4) The retailer must take the steps set out in subclause (5) in
accordance with the relevant standard for a retailer if a customer
registered with a retailer under subclause (2) notifies the
retailer —

(@) that the person residing at the customer’s supply address
who requires life support equipment is changing supply
address; or

(b) that the customer is changing supply address but the
person who requires life support equipment is not
changing supply address; or

(c)  that there has been a change in contact details.
(5) The following steps must be taken —

(a)  register the change;

(b) provide a notification to the customer’s distributor of the
change.
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83. Registration of life support equipment: distributors

(1) The relevant distributor must take the steps set out in
subclause (2) in accordance with the relevant standard for a
distributor if the distributor is notified by a retailer —

(@) thata person residing at a customer’s supply address
requires life support equipment; or

(b) that there has been a change of details or circumstances
previously notified by the retailer.
(2) The following steps must be taken (as relevant) —

(@) register the customer’s supply address as a life support
equipment address;

(b) update the details or circumstances previously notified
by the retailer.

84. Interruption of supply

(1) A distributor must not undertake a planned interruption of
supply at a life support equipment address unless the distributor
has —

(@) provided at least 3 business days’ written notice of the
interruption to the customer —

(1) atthe supply address; or

(it) at another address nominated by the customer; or
(iii) by electronic communication;
and

(b)  unless expressly requested by the customer not to do so,
used its best endeavours to obtain acknowledgment from
the customer, or from someone else residing at the
supply address, that the notice has been received.

(2) Subclause (1) does not apply if —

(@) the interruption is to restore supply at a life support
equipment address; or
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(b) the distributor has already provided notice of a planned
interruption that will affect a supply address under the
Electricity Industry (Network Quality and Reliability of
Supply) Code 2005 before the distributor registers the
supply address as a life support equipment address under
this Part.

(3) If subclause (2) applies, the distributor must use its best
endeavours to contact the customer, or someone residing at the
supply address, before the interruption occurs.

85. Periodic reviews

(1) A retailer must require the customer, by a notice given to the
customer within the period beginning 3 months before, and
ending 3 months after, each anniversary of the registration of a
supply address under this Part —

(@ unless paragraph (b) applies — to confirm that a person
residing at the customer’s supply address continues to
require life support equipment; or

(b) in the case of every third anniversary — to provide the
retailer with confirmation from an appropriately
qualified medical practitioner that a person residing at
the customer’s supply address continues to require life
support equipment.

(2) A notice under subclause (1) must —

(@) allow a customer at least 3 months to provide the
confirmation required by the retailer; and

(b)  warn the customer that —

(i)  the customer’s supply address will be
de-registered as a life support equipment address
if the customer fails to comply with the notice or
if the customer notifies the retailer that a person
residing at the supply address no longer requires
life support equipment; and
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(it)  if the supply address is de-registered, the
customer will no longer receive the protections
provided by this code for life support equipment
addresses.

86. De-registration of address

(1) This clause applies if —

(@) the retailer is notified that the customer’s supply address
no longer requires registration as a life support
equipment address; or

(b) acustomer fails to comply with a notice from a retailer
under clause 85 in relation to a life support equipment
address.

(2) If subclause (1)(a) applies, the retailer must de-register the life
support equipment address —

(a) if the notification is received before 3 pm on a business
day — no later than the next business day; or

(b) if the notification is received after 3 pm or on a
Saturday, a Sunday or a public holiday throughout the
State — within 2 business days.

(3) If subclause (1)(b) applies, the retailer must —

(@) send written correspondence by registered post to the
customer’s supply address, and to any other address
nominated by the customer, warning the customer that
the life support equipment address may be de-registered,;
and

(b) atleast 10 business days after sending the
correspondence under paragraph (a), and on at least 2
other occasions, taken reasonable steps to contact the
customer about the de-registration of the life support
equipment address; and

(c) de-register the supply address if the customer fails, in
response to steps undertaken under paragraphs (a)
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(4)

()

(6)

()

and (b), to provide the confirmation required under
clause 85.

A retailer must, when it de-registers a life support equipment
address, provide the customer’s distributor with a notification
about the de-registration as soon as practicable after taking that
step but in any event within 3 business days.

The distributor must de-register the life support equipment
address in accordance with the relevant standard for a
distributor.

Despite subclauses (1) to (5), a supply address must not be
de-registered if another person who resides at the supply address
has their contact details registered under clause 82(2)(b) in
relation to the supply address.

Once a customer’s supply address ceases to be registered as a
life support equipment address, the retailer’s and relevant
distributor’s obligations under this code in connection with life
support equipment cease to apply in relation to that address.
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Complaints and dispute resolution

Part 12 — Complaints and dispute resolution

87.
(1)

(2)

3)

88.

Obligation to establish complaints handling procedures

Each retailer and distributor must develop, maintain and
implement a standard complaints and dispute resolution
procedure.

The standard complaints and dispute resolution procedure must
address —
(@ how complaints must be lodged by customers; and

(b) how complaints will be handled by a retailer or
distributor, including —

(1) aright of a customer to have a complaint
considered by a senior employee if the customer
is not satisfied with the manner in which the
complaint is being handled; and

(it)  the information that will be provided to a
customer, including in accordance with the
requirements under clause 89;

and
(c) response times for complaints; and
(d) the method of response.

The standard complaints and dispute resolution procedure must
comply with AS/NZS 10002:2014.

Acknowledgment of complaint and response times
A retailer or distributor must, on receipt of a written complaint
by a customer —

(@) acknowledge the complaint within 10 business days; and

(b)  respond to the complaint by addressing the matters in
the complaint within 20 business days.
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89. Advice about outcome of complaint

A retailer or distributor must inform the customer —
(@) of the outcome of a complaints process; and

(b) unless the customer has advised the retailer or
distributor that the complaint has been resolved in a
manner acceptable to the customer inform the
customer —

(i) of the retailer’s or distributor’s reasons regarding
the outcome; and

(it)  that if the customer is not satisfied with the
outcome, the customer may make a complaint or
take a dispute to the electricity industry
ombudsman; and

(iii)  of the telephone number and other contact details
of the electricity industry ombudsman.

90. Obligation to refer complaint

When a retailer, distributor or electricity marketing agent
receives a complaint that does not relate to its functions, it must
advise the customer of the entity that the retailer, distributor or
electricity marketing agent reasonably considers to be the
appropriate entity to deal with the complaint (if known).
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Part 13 — Family violence policy
91. Family violence policy

1)

@)

A retailer must develop, maintain and implement a family
violence policy to assist vulnerable customers.

The family violence policy must —

(a)

(b)

(©

(d)

provide for the training of staff (including call centre
staff and field officers) about issues related to family
violence and its impacts, including how to identify
customers who may be affected by family violence and
how to apply the policy effectively and appropriately to
provide assistance to vulnerable customers; and

require the retailer to advise a vulnerable customer that
the retailer can protect the customer’s information and,
if a vulnerable customer requests information to be
protected, require the retailer to do so; and

require the retailer —

(i) to take reasonable steps to establish a safe
method of communication with a vulnerable
customer and if a method of communication
proposed by a vulnerable customer is not
reasonably practicable, to offer an alternative
method of communication; and

(i) to keep a record of any method of
communication that has been agreed between the
retailer and a vulnerable customer; and

(iii)  to use any agreed method of communication for
the purposes of providing information required
by this code;

and

include processes to ensure that a vulnerable customer

does not have to repeatedly refer to, or disclose, their

situation when they make contact with the retailer or
another person acting on behalf of the retailer; and
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(€)

(f)

(@)

(h)
(i)

()

require the retailer to consider reducing or waiving any
fees, charges or debt that would otherwise be payable by
a vulnerable customer; and

without limiting paragraph (e), require the retailer to
consider —

(1) the potential impact of debt collection on a
vulnerable customer; and

(i)  the extent to which another person may have
contributed to an amount owing for electricity
supplied to a particular supply address;

and

provide that the retailer will take into account the
circumstances of a vulnerable customer before
disconnecting the customer’s supply address for failure
to pay a bill; and

provide information about the operation of

subclause (4); and

include —

(i) the telephone number for interpreter services,
identified by the National Interpreter Symbol;
and

(if) . the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

and

for printed copies of the family violence policy — be
available in large-print copies.

(3) The training required under subclause (2)(a) must at least satisfy
1 of the following requirements —

(@)
(b)

it is developed in conjunction with appropriate
consumer representatives;

it is provided by appropriate consumer representatives.
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(4) Arretailer must ensure that the supply address of a vulnerable
customer is not disconnected for a period of 9 months from the
date on which the retailer became aware that the customer is a
vulnerable customer unless —

(@) the retailer is informed by the customer, or otherwise
becomes aware, that the customer no longer resides at
that supply address; or

(b) the disconnection is requested by the customer; or
(c) there are safety reasons warranting the disconnection; or
(d) there is an emergency warranting disconnection; or
(e) electricity has been illegally consumed at the supply
address.
(5) Nothing in subclause (4) —

(@) affects a customer’s responsibility to pay for electricity
supplied by a retailer to a supply address; or

(b) affects a retailer’s ability to send bills and notices to a
customer in connection with payment for the supply of
electricity or to take other steps in connection with a
liability to pay for electricity supplied by the retailer.

(6) A retailer must not require written evidence of family violence
from a customer unless the evidence is reasonably necessary to
enable the retailer to determine the most appropriate way to —

(@) address a failure to pay a bill and, if relevant, debt
collection; or

(b)  deal with a proposed disconnection of a supply address.

(7) To the extent that written evidence of family violence is
required, it need only be 1 document of a kind that is listed in
the Residential Tenancies Act 1987 section 71AB(2).

(8) Aretailer must ensure that its family violence policy, and
related procedures, comply with any requirements specified by
the Authority for the purposes of this Part.
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(9) If directed by the Authority, a retailer must review its family
violence policy or related procedures, and submit the results of
the review to the Authority within a period specified by the
Authority.

(10) A retailer must consult with persons or bodies that may
reasonably be expected to represent the interests of persons who
may be experiencing family violence whenever the retaileris —

(@) developing its family violence policy; or

(b) reviewing its family violence policy because of a
direction of the Authority under subclause (9).
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Part 14 — Service standard payments

Division 1 — Obligations for retailers

92. Facilitating customer reconnections

(1) Unless clause 97 applies, a retailer must make the payment
specified under subclause (2) if the retailer is required to
arrange a reconnection of a customer’s supply address under
Part 8 —

(@) but the retailer has not complied with clause 53(3)
or (4); or

(b) the retailer has complied with clause 53(3), but a
distributor has not complied with the timeframes set out
in clause 54(4).

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

(3) Unless clause 97 applies, if a retailer makes a payment under
this clause due to an act or omission of a distributor, the
distributor must reimburse the retailer for the amount of the
payment.

93. Wrongful disconnections

(1) Unless clause 97 applies, a retailer must make the payment
specified under subclause (2) if the retailer —

(a)  fails to comply with any of the procedures set out under
Part 6 (if applicable and other than clauses 45 and 46),
or clause 48 or 82(1), before arranging for disconnection
of, or disconnecting, a customer for failure to pay a bill;
or

(b)  arranges for disconnection of, or disconnects, a
customer in contravention of clause 49, 50 or 52 for
failure to pay a bill.
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@)

3)

94.
(1)

@)

95.
(1)

(@)

96.
(1)

(2)

The retailer must pay the customer $100 for each day that the
customer is wrongfully disconnected.

Unless clause 97 applies, if a retailer makes a payment under
this clause due to an act or omission of a distributor, the
distributor must reimburse the retailer for the amount of the
payment.

Customer service

Unless clause 97 applies, if a retailer fails to acknowledge or
respond to a complaint within the timeframes set out in
clause 88, the retailer must pay to the customer $20.

A retailer is only liable to make 1 payment under this clause for
each written complaint.

Division 2 — Obligations for distributors

Customer service

Unless clause 97 applies, if a distributor fails to acknowledge or
respond to a complaint within the timeframes set out in
clause 88, the distributor must pay to the customer $20.

A distributor is only liable to make 1 payment under this clause
for each written complaint.

Wrongful disconnections

Subject to clause 97, a distributor must make the payment
specified under subclause (2) if a distributor disconnects a
customer’s supply address other than as authorised by —

(@)  this code or otherwise by written law; or
(b) aretailer.

The distributor must pay the customer $100 for each day that
the customer is wrongfully disconnected.
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97.
(1)

(2)

(3)

(4)

98.
(1)

(@)

Division 3 — Payment
Exceptions

A retailer or distributor is not required to make a payment under
this Part if events or conditions outside the control of the retailer
or distributor caused the retailer or distributor to be liable to
make the payment.

Except in the case of a payment under clauses 93 and 96, which
are required to be made without application by a customer as
soon as reasonably practical, a retailer or distributor is not
required to make a payment under this Part if the customer fails
to apply to the retailer or distributor for the payment within

3 months of the non-compliance by the retailer or distributor.

If clause 94 or 95 applies, a retailer or distributor is not required
to make more than 1 payment to each affected supply address
per event of non-compliance with the performance standards.

For the purposes of subclause (3), each supply address where a
customer receives a bill from a retailer is a separate supply
address.

Method of payment
A retailer who is required to make a payment under
clause 92, 93 or 94 must do so —

(@ by deducting the amount of the payment from the
amount due under the customer’s next bill; or

(b) by paying the amount directly to the customer.
A distributor who is required to make a payment under
clause 95 or 96 must do so —

(@) by paying the amount to the customer’s retailer who will
pass the amount on to the customer in accordance with
subclause (1); or

(b) by paying the amount directly to the customer.
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(3) A payment made under this Part does not affect any rights of a
customer to claim damages or any other remedy.

99. Recovery of payment

(1) If aretailer or distributor who is required to make a payment to
a customer under this Part fails to comply with clause 98 within
30 days after the date of demand for payment by the customer,
or in the case of a payment required to be made under clause 93
or 96, within 30 days after the date of the wrongful
disconnection, then the customer may recover the payment in a
court of competent jurisdiction as a debt due from the retailer or
distributor (as the case may be) to the customer.

(2) If aretailer is entitled under clause 92 or 93 to reimbursement
from a distributor, and the distributor fails to pay the relevant
amount to the retailer within 30 days after the date of a demand
for payment by the retailer, then the retailer may recover the
amount of the payment in a court of competent jurisdiction as a
debt due from the distributor to the retailer.
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Electricity Industry Act 2004

Code of Conduct for the Supply of Electricity to
Small Use Customers 2022

TheE e Reaulation Authoriby:
(a) eneals the "Code of Conductf S ¢ Eloctrici "

take-effect on-1Iuly-2018;
By ag e ode-of Conductfor the S . .

" .
7 . 7

S FE . . S IIIl ; zglgl” Ill

Approved by the Authority under'section 79 of the Act.

Part 1 — Preliminary

1. FitleCitation [was 1.1]

Fhe Code-maybe-eited-as-This code is the Code of Conduct for
the Supply of Electricity to Small Use Customers-2618 2022.

12 - Authority
| . o Author . |
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 4 Preliminary
cl.2
2. Commencement [was 1.3]

Fhe-Cede-This code comes into operation-upon-the-day
preseribed-by-the Adtherity-

(a) clauses 1 and 2 — on the day on which this code is
published in the Gazette;

(b)  the rest of the code — on 1 January 2023.

[Drafter’s note: It is intended to include Part 13 of this
instrument in the existing Code of Conduct for the Supply
of Electricity to Small Use Customers 2018 before the
commencement of the new Code on 1 January 2023. At
this stage, the proposal is that the Partawill apply to
retailers under the existing code 2 months after itis
published as an amendment to the current code.after
consultation on this draft of the code.]
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 4

cl. 3

L I f e )
behal—orarranging-the-contract-on-behal-of-anotherperson
fWh-l-Gh-GVGr—l—S—FEI-@V&HH—- i 0

3. DefinitionsTerms used [was 1.5]
In  -theCode—unlessthe-contrapy-intention-appears —

“accumulation meter” has the same-meaning asgiven in elause
1.3-ef the Metering Code- clause 1.3;

(13 99

actual value has the meaning given in the Metering Caode,
clause 1.3;

({3 1 »

“alternative tariffZ for a customer, means a tariff other than the

tariff under which the customer is currently supplied electricity-;
“ »
“appropriately qualified medical practitioner” means —
(a)  within the Perth metropolitan area;- —
(1) aspecialist medical practitioner;; or
(i)~ a hospice doctor;; or

i) amedical practitioner working in a specialist
department of a hospital;-or

or

(b) outside-of the Perth-Metropolitan-Area;otherwise
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 4

cl. 3

Preliminary

(i) aspecialist medical practitioner; or

(i) a hospice doctor; or

(iii)  a medical practitioner working in a specialist
department of a hospital; or

(iv) adoctor or general practitioner {-he/she-alse
who works en-an-eceasional-basis-fromat a local
hospital or rural health service; (whether or not

on a full-time basis)a-hespice-docter-;

AS, followed by a designation, refers to an Australian Standard
having that designation that is published by Standards Australia;

AS/NZS, followed by a designation, refers 10 an Australian/New
Zealand Standard having that designation that is published
jointly by Standards Australia and Standards New Zealand;

“attach” has the same-meaning asgiven in the Obligation to
Connect Regulations regulation 2;-

“Australian Consumer Law (WA)>-means-schedule 2-to-the
o I Cih ificd |

section-36-of) has the meaning given in the Fair Trading
Act 2010 (WA section 17(1);-

Standards Australia.
blished under f : Iati hori -

“pasic living needs” includes payments for —

(a) - rent or mortgage; and

(b)  other utilities (e.g.; gas, phone and water); and

(c)  food and groceries; and

(d) transport (including petrol and car expenses); and

(e)  childcare and school fees; and

(f) clothing; and

(g) medical and dental expenses-;

page 4
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 4

cl. 3

“pilling cycle” means the regular recurrent period in which a
customer receives a bill from a retailer-;

bill issue date means the date on which a bill is sent by a retailer
to a customer;

“husiness customer means a customer who is not a residential
customer-:

“pusiness day” means anya day exeeptother than a Saturday, a
Sunday or a public holiday- throughout the State;

(13 2

Centrelink means the Commonwealth'agency.known as

Centrelink;

Centrepay means the facility that allows Centrelink customers
to have automatic deductions taken from Centrelink payments;

[13 1 1 2
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 4

cl.3

Preliminary

“collective customer” means a customer —
(@) who receives a single bill from the retailer for electricity
supplied at two-2 or more supply addresses; or
(b) who is supplied electricity from the same retailer at
multiple sites at a single supply address:;

“complaint” means an expression of dissatisfaction made to or
about an organisation, related to its products, services, staff or
the handling of a complaint, where a response or resolution is
explicitly or implicitly expected or legally required-;

£concession” means a concession, rebate, subsidy or grant

related-to-the-supply-of-electricity, available to residential

customers only-, related to the supply of electricity;

“connect” means to attach by way of a physical link to a-an
electricity network and to energise the link:;

“ »
retatterto-the-customer’s-supply-address-asreeorded-by-the
meter-
“contact” means contact that is —

(a) face to face;; or

(b) by telephone; or

(c) by post; or facsimile; or

(d) by email or other means of electronic means-
communication;

“contestable customer” means a customer at an exit point
where the amount of electricity transferred at the exit point is
more than the amount prescribed under the Electricity
Corporations (Prescribed Customers) Order 2007 made under
the Electricity Corporations Act 2005 or under another

enactment dealing with the-progressive-introduction-of-customer

contestability-;

“contract2 means a standard form contract or a non-standard
contract-;

page 6
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 4

cl. 3

“cooling--off period”, in relation to a contract, means the period
specified in the contract as the cooling-off period-;

“credit retrieval” means the ability for a pre-payment meter
customer to recover any payments made for the supply of
electricity-;

“customer” means a eustemer-person —

(a) to whom electricity is sold for the purpose of
consumption; and

(b)  who consumes not more than 160 MWh of electricity
per annum:;

customer experiencing financial hardshipsmeans.a residential
customer who has been assessed by a retailer.under clause.40 as
experiencing financial hardship;

“de-energise” means the removal of the supply voltage from
thea meter at thea supply address while leaving the supply
address attached-;

autelnatleallly deduelt_a P2y |'n|ent g2 . V. S nma_ted
clause 5.3.

“disconnect> -—

(a) means to de-energise thea customer’s supply address;
other-than; but

(b) doesnet ineludeide-encrgising a customer’s supply
address in the event of an interruption:;

“disconnection warning” means a notice in writing issued in
accordance with clause-7-1 48(1)(c) or clause-#4{(1)- 51(2)(d);

“distributor” means a person who holds a distribution licence or
integrated regional licence under Part 2 of the Act:;

“dual fuel contractZ means a non-standard contract for the sale
of electricity and for the sale of gas by a retailer to a contestable
customer-;

Consultation Draft page 7




Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 4

cl. 3

Preliminary

[13 108 2

electricity industry ombudsman means the embudsman

ActEnergy and Water Ombudsman Western Australia
performing the functions of electricity industry ombudsman
under a scheme approved under Part 7 of the Act and an

agreement under the Parliamentary Commissioner Act 1971
section 34;

“electricity marketing agent” means—

(@) means a person who acts on behalf of a retailer —

(i) for the purpose of obtaining new customers for
the icenseeretailer; or

(i) in dealings with existing customers in relation to

contracts for the supply of electricity by the
ticenseeretailer;

{e}(b)includes a representative, agent or employee of a

person referred to in subetause{(a)-or(b);paragraph (a);
but

(c) does not include a persen-whe-is-a-customer
representative or the Housing Authority-;

2

bod blished h by the Electrici
CorporationsAct2005-

(13 H 2

[13

2 5 5

“emergency” means an-emergenecy-due-to-the actual or imminent
occurrence of an event which-that —

page 8
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 4

cl. 3

(a) inany way endangers or threatens to endanger the safety
or health of any person, or the maintenance of power
system security, #-Western-Australia-in the State; or

(b)  whieh-destroys or damages, or threatens to destroy or
damage, any property in-Western-Austrahia:in the State;

“energise” has the same-meaning asgiven in the Obligation to
Connect Regulations- requlation 2;

“energy data” has the same-meaning asgiven in the Metering
Code- clause 1.3;

(13 2

family violence has the meaning given in the.Restraining
Orders Act 1997 section 5A;

“financial hardship?, in relation to a residential customer,
means a state of moere-than-immediatelong-term financial
disadvantage as a result of which results-in-aresidentialihe
customer beingis unable to pay an outstanding amount as
required by a retailer without affecting the customer’s ability to
meet the basic living needs of the residential-customer or a
dependant of the residential-customer-;

“historical debt” means an amount outstanding for the supply
of electricity by a retailer to a customer’s previous supply
address or supply addresses-;

“Housing Authority” means the body corporate in-existence
pursuant-to-seetion-6-ofestablished under the Housing Act 1980-

section.6;

661 »»”
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 4

cl.3

Preliminary

“interruption” means the temporary unavailability of supply
from the distribution network to a customer, but does not
include a disconnection under Part 7-;

“interval meter? has the same-meaning asgiven in the Metering
Code- clause 1.3;

“life support equipment? means the equipment designated
under the Life Support Equipment Electricity Subsidy Scheme-;

life support equipment address means an address registered
under Part 11;

“marketing identification number> means a unique number
assigned by a retailer to each electricity marketing agent acting
on its behalf-;

“meter? has the same-meaning asgiven in the Metering Code-
clause 1.3;

“metering data agent>-means-a-persen-responsible-forreading
the-meter-on-behalf-of-the-distributor. has the meaning given in

the Metering Code clauserl.8:

“Metering Code” means the Electricity Industry (Metering)
Code 2012-;

“metrology procedure” has the same-meaning asgiven in the
Metering Code: clause 1.3;

“metropolitan area” means —

(a) theregion-deseribed-in-Sehedule 3-ofthe-Planning-and
Development-Act-2005;the Perth metropolitan area; and

(b) the local government district of Mandurah; and

page 10
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 4

cl. 3

(c) the local government district of Murray; and
(d) the townsites, as constituted under sectien-26-6f-the
Land Administration Act 1997 section 26, of —
(i) Albany; and
(i) Bunbury; and
(iii)  Geraldton; and
(iv) Kalgoorlie; and
(v) Karratha; and
(vi) Port Hedland; and
(vii)  South Hedland-;

“National Interpreter Symbol>> means the national public
information symbol “Interpreter Symbol” (with text) developed
by the State of Victoria in partnership with the Commonwealth,
State and Territory governments in accordance with Austratian
Standard-AS 2342--1992;

“non-contestable customer2 means a customer other than a
contestable customer-;

“non-standard contract”-means-a-contractentered-into-between
standard-form-contract. has the meaning given in section 47 of
the Act;

“QObligation to Connect Regulations” means the Electricity
Industry (Obligation to Connect) Regulations 2005-(\WAY)-;

“gvercharging” means-the-ameuntby-which-the amount
¥ A | ) . .
greater-than-the-amount-thabwould-have-been-chargedH-the
f thaubill | nod i | i ol
4-6( ) ayasa—

(2)o. includes —
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 4

cl. 3

Preliminary

(i) the overcharging of a customer that is the result
of semean error, defect-error or default for
which the retailer or distributor is responsible-er
contributed-tobut doesnotinclude
when a meter is found to be defective); and

(i) an adjustment- that results from the difference
between the amount due under an estimated bill
and the amount that would have been due if the
bill had been based on an actual value
determined in accordance with the Metering
Code clause 5.4(1A)(b);

but

(b)  does not include an amount charged in.accordance with
a bill smoothing arrangement;

[13 1 1 2

payment plan has the meaning.given.in clause 4;

“payment problems” includes;-withouttimitation; payment
problems relating to a historical debt:;

¢ 2 maancnramisas ownad-o

Perth metropolitan area means the region described in the
Planning.and DevelopmentAct 2005 Schedule 3;

“pre-payment meter> means a meter that requires a customer to
pay for the supply of electricity priertebefore consumption:;

“pre-payment meter customer®> means a customer who has a
pre-payment meter operating at the customer’s supply address-;
“pre-payment meter service” means a service for the supply of

electricity where the customer agrees to purchase electricity by
means of a pre-payment meter-;

page 12
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 4

cl. 3

protected period means —

(a) a Monday, Tuesday, Wednesday or Thursday after
3 pm; or
(b) a Friday after 12 noon; or

(c) a Saturday, a Sunday or a public holiday throughout the
State; or

(d) abusiness day immediately before a public holiday
throughout the State;

(13 3 1 99

11 1F1 1 2

, ey . o i,
equipment.

“recharge facility> means a facility where a pre-payment meter
customer can purchase credit for thea pre-payment meter-;

“reconnect” means to re-energise the customer’s supply address
following disconnection-;

“re-energise” means to restore the supply voltage to the meter
at the supply address:;

“regional area” means al-areasan area in Western-Austratiathe
State other than the metropolitan area:;

“R

“relevant consumer representative” —

(a) means a person who may reasonably be expected to
represent the interests of residential customers who are
experiencing payment difficulties or financial hardship;;
and

(b) includes financial counsellors:;
relevantistandard —

(@) in relation to a retailer, has the meaning given in
clause 81(1); and
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 4

cl.3

Preliminary

(b) in relation to a distributor, has the meaning given in

clause 81(2);

reminder notice”-means-a-netice-in-writing-issued-n
aeccordanee-with- has the meaning given in clause-%~% 48(1)(a)-;

[13 3 99

“residential customer2 means a customer who consumes
electricity solely for domestic use-;

“residential pre-payment meter customer? means a residential
customer who has a pre-payment meter operating at the

customer’s supply address-and-who-consumes-electricty-selely
for-domestic-use:;

“resolved™, in relation to a complaint, means thethat —

(a) adecision or determination has been made by the
retailer or distributor (as relevant) with respect to the
complaint;-where; and

(b) in making the decision or_determination, the retailer or
distributor;-having had regard to the nature and
particular circumstances of the complaint, hasand used
all reasonable steps to ensure the best possible approach
to addressing the complaint:;

“retailer” means a person who holds a retail licence or
integrated regional licence under Part 2 of the Act:;

“standard form contract”>-means-a-contractthatis-approved-by
the-Autherity-under has the'meaning given in section-51 47 of
the Act-or prescribed by the Minister under section 55 of the
Act prior to itsrepeal.

“supply address” means the premises to which electricity was,
is or may be supplied under a contract:;

[13 2

- Neoice £ iale

(11 1 1 2

) i i 2l . L ol
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Code of Conduct for the Supply of Electricity to Small Use

Customers 2022
Preliminary Part 4

cl. 3

I " - I :
paymentarrangementupderclause-6-4(H-

“time band” refers to a period of time within a time of use tariff
to which a given tariff rate applies:;

“time of use tariff>> means a tariff structure in which some or all
of the tariff varies according to the time at which electricity is

supplied-;

[13 2

(13 2

“undercharging” —
(a) includes,without-Hmitation—

(i)

the undercharging of the-bil-was-determined-in

but

accordance with clause 4.6(H{ayasa

that is the result of semean error, defect;-error or
default for which the retailer or distributor is
responsible er-contributed-to, but-does-net
include-(includingawhen a meter is found to be

defective); and

an adjustment that results from the difference
between the amount due under an estimated bill
and the’amount that would have been due if the
bill'had been based on an actual value
determined in accordance with the Metering
Code clause 5.4(1A)(b), other than if the
adjustment results from the customer denying
access to the meter at the supply address for
more than 12 months;

Consultation Draft
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 4 Preliminary

cl. 3

(b) does not include an amount charged in accordance with
a bill smoothing arrangement;

“unsolicited consumer agreement”is-defined-in-section-69-of
has the meaning given in the Australian Consumer Law (WA)-
section 69;

verifiable confirmation means consent that is given —
(a) expressly; and
(b) in writing or orally; and

(c) by a customer or a nominated person competent to give
the confirmation on the customer’s behalf:

“verifiable consent” means consent that is given—-—
(@) expressly; and
(b) in writing or orally; and

{g)(c) by the-a customer or a nominated person competent to
give the consent on the customer’s behalf; and

(d) after the retailer or electricity marketing agent
(whighever is relevant).has, in plain language
appropriate to thesxcustomer, disclosed all matters
materiallyarelevant to the giving of the consent,
including each specific purpose for which the consent
will be used:;

vulnerable customer means a residential customer, or a former
residentiah.customer —

(a) who has advised the retailer that they are affected by
family violence; or

(b)  who the retailer has reason to believe is affected by
family violence.
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Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 4

cl.4

Note for this clause:

Other terms used in this code have the same meanings as in the
Electricity Industry Act 2004. See the Electricity Industry Act 2004
sections 3 and 78 in particular, and the Interpretation Act 1984
section 44.

Payment plans

(1)

For the purposes of this code, a payment plan is an interest-free

(2)

and fee-free plan or other arrangement between a retailer anda
residential customer under which the customer is allowed to pay.
a bill, any arrears or a charge (including a disconnection or
reconnection charge) by at least 3 instalments while pérmitted 10
continue consumption of electricity.

In subclause (1), a fee includes any fee or charge associated

with the establishment or operation of a paymentplan that
would not otherwise be payable if the residential customer had
not entered into the payment plan.

Provision of informationito customers

(1)

In this clause —

(2)

designated entity means <—

(a) aretailer; or
(b) adistributor; or
(c) an electricityamarketing agent.

If this code requires.a designated entity to give or provide

(S

information.to a customer on request, the designated entity may
satisfy this requirement by —

(a). referting the customer to a retailer’s or distributor’s
website (as the case requires); or

(b). providing the information to the customer.

The.designated entity must provide a copy of the information to

the customer if the customer requests a copy.
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cl. 6

(4) This clause does not limit any other provision of this code
relating to the provision of information.

Part 6 of the Act.

6. Variationsirelating to.standard form contracts

(1) A retailer and axcustomer may agree that the following clauses
do not apply, or are to be amended in their application, to a
standard.form contract —

(@ 18(2);
(h). "38(1);
c) 53;

(d) 98(1);

page 18 Consultation Draft



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Preliminary Part 4
cl.7
(e)  98(2).
(2) An agreement under subclause (1) may be a written or a verbal
agreement.
7. Variation-from-the CodeVariations relating to non-standard

contracts [was 1.10]

(1) Arretailer and a customer may agree that the following clauses
{marked-with-an-asterisk-threugheut) do not apply, or are to be
amended in their application, o a non-standard contract —

(@) 18(2);
(@) 4119;
(o)(c) 4:220;

(d) 21(1) to (6);
(e)(e) 533
(e)(f) 5234,
(e)(@) 5435;
hH(h) 5738; and
(@)(i) 8:153;

1) 98(Q1):

(k) 98(2).

(2)  An agreement under subclause (1) may be a written or a verbal

agreement.

Consultation Draft
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Part 2 — Marketing

Note for this Part:

This Sede-code is not the only compliance obligation in relation to
marketing. Other State and Federal laws apply to marketing activities,
including but-nretlimited-to-the Fair Trading Act 2010-(AA), the Spam
Act 2003 (SthCommonwealth), the Spam Regulations 2004
(6thCommonwealth), the Do Not Call Register Act 2006
(€thCommonwealth), the Telecommunications (Be-Net-Call-Register)
{Telemarketing and Research Calls) Industry Standard 2007(Cth)2017
(Commonwealth) and the Privacy Act 1988 (SthCommonwealth).

blicat el .

Division 1 — Obligations for retailers

8. Retailers temust ensure electricity marketing agents comply
with this-Part [was 2.1]

A retailer must ensure that its electricity marketing agents
comply with this Part.

Division 2 — Contracts and information to be provided to
customers

9. Entering into astandard form contract [was 2.2]

(1) When entering into a standard form contract that is not an
unsolicited consumer agreement, athe retailer or an electricity
marketing agent must —

(a)  record the date on which the standard form contract was
entered into; and

(b)  give, or make available to the customer at no charge, a
copy.of the standard form contract —

(D __if the standard form contract is entered into by
telephone — as soon as possible, but not more
than 5 business days, after the standard form
contract is entered into; or
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H(11)  otherwise — at the time the standard form
contract is entered into.-ifthe-standardform

contract was not entered-into-over the telephone;

(2) Subjeetto-Unless subclause (3)_applies, if a customer enters.into
a standard form contract with a retailer, athe retailer or.an
electricity marketing agent must give the following information
to athe customer no-later-than-on-er-with-before or at the time of
giving the customer's first-1° bill —

(@ how the customer may obtain —
(i) acopy of the-Code-this code; and

(i)  details enof all relevant tariffs, fees, charges,
alternative tariffs and service levels that may
apply to the customer;;

(b) the scope of the-Cedethis code;

(c) that avretaHerretailers and electricity marketing
agentagents must comply with the-Cedethis code;

(d) how the retailer may assist if the customer is
experiencing payment difficulties or financial hardship
problems paying.a bill;

(e) with-respectte-in the case of a residential customer;-the

. I idontial

— a.statement that the customer may be eligible to
receive.concessions and how the customer may find out
about.their eligibility to receive those concessions:;

(f)  the relevant distributor’s 24-hour telephone number for
faults and emergencies;

(g) withrespeette-in the case of a residential customer;-how
| dontial l derls
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() ltiti I ices tin locti :
theretaHer's-customer-base);the telephone

number for interpreter services, identified by the
National Interpreter Symbol; and

(i)  FF¥-senviees the telephone number (or numbers)
for services that can assist customers with a
speech or hearing impairment;

(h) how to make an enquiry of, or complaint to, the retailer;
and

(i) general information on the safe use of electricity.

(3) Forthepurposes-ofsubelause{2),aA retailer or an electricity

marketing agent is taken-to-have-given-the-eustomerthe-not
required to give the information set out in subclause (2) 1o a
customer if —

(a) the retailer or electricity marketing agent has-previded
given the information to that-the customer within the
preceding 12 months; or

(b) the retailer or electricity marketing agent has informed
the customer how the customer may obtain the
information;-unless and the customer reguests-has not
requested to reeeive-be given the information.

10. Entering into a-non-standard contract [was 2.3]

(1) When entering-a retailer and a.customer enter into a
non-standard contract that is not an unsolicited consumer
agreement, a-the retailer or an electricity marketing agent
must —

(a)  obtain and make a record of the customer’s verifiable
consent that-to entering into the non-standard contract
has-heep-enterednte; and

(b) give, or make available to the customer at no charge, a
copy of the non-standard contract —

(i) __if the non-standard contract is entered into by
telephone — as soon as possible, but not more
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than 5 business days, after the non-standard
contract is entered into; or

B (i1)  otherwise — at the time the non-standard
contract is entered into.-if-the-non-standard

(2) Before entering into a non-standard contract, a-the retailer or an
electricity marketing agent must give the customer the
following information —

(a) in the case of a residential customer — a Statement that
the customer may be eligible tog€eeive concessions and
how the customer may find outiaboutitheir eligibility to
receive those congessions;

{ay(b) details of any right the customer may have to rescind the
nen-standard-contract during a-the cooling-off period
and the charges that may apply if the customer rescinds
the nen-standare-contract;.

(3)  Unless subclause(4) appliés, if a customer enters into a
non-standard centract with a retailer, the retailer or an electricity
marketing agent must give thesfollowing information to the
customenbefore. or at the time of giving the customer’s
1% bidle—

{b)}(a)  how the customer may obtain —
(i) acopy of the-Code-this code; and
(i) details enof all relevant tariffs, fees, charges,

alternative tariffs and service levels that may
apply to the customer;

{e)(b) the scope of the-Cedethis code;

{e)(c) that aretailerretailers and electricity marketing agent
agents must comply with the-Cede-this code;
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{e}(d) how the retailer may assist if the customer is
experiencing payment difficulties or financial hardship
problems paying a bhill:
E " dential | :
that-may-apply-to-the-residential-eustomer;
{g)(e) the relevant distributor’s 24-hour telephone number for
faults and emergencies;
h(f) with-respeette-in the case of a residential customer;-how
the-residential-eustomermay-aceess-the-retarers —

() it I ices (i locti :
the-retatler’scustomer-basejthe telephone
number for interpreter services, identified by the
National Interpreter Symbol; and

(i) FFY-senvieesthe telephone numbery(or numbers)
for services that can assistieustomerswith a
speech or hearing impdirment;
#H(g) how to make an enquiry of, or complaint to, the retailer;
and
{(h) general information on the safe use of electricity.
3} Forthepurposesofsubelauses {2} b)-(j);a retailer or
electricity marketing agent is taken-te-have given-the-customer
the-not required to give the information set out in subclause (3)
to a customer if—

(@) the retailer or electricity marketing agent has previded
given the information to that-the customer within the
preceding 12 months; or

(b) the retailer or electricity marketing agent has informed
the customer how the customer may obtain the
information;-unless and the customer reguestshas not
requested to reeeivebe given the information.

4)(5)  Before arranging-a non-standard contract is entered into, the
Electricity Generation and Retail Corporation or Regional
Power Corporation, or an electricity marketing agent acting on
behalf of it, must give a customer the following information —
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(a) that the customer is able to choose the standard form
contract offered by the relevant retailer;-and

(b) the difference between the non-standard contract and the
standard form contract.

5)(6) Subjectto-subelause{3),a-A retailer or electricity marketing

agent must obtain the customer’s verifiable eensentconfirmation

that the information referred to in elause2.3(2)-and-clause
2:3(4)y-subclauses (2) and (5) (if applicable) has been given.

Division 3 — Marketing conduct

11. Standards of conduct [was 2.4]

(1) Aretailer or an electricity marketing agent must ensure that the
inclusion of concessions is made clear to residential customers
of the retailer and that any prices that exclude concessions are
disclosed.

(2) A retailer or an electricity marketing agent must ensure that a
customer of the retailer is able to contact the retailer or
electricity marketing agent on the retailer’s or electricity
marketing agent’s contact details, including telephone number,
during the normal business hours of the retailer or electricity
marketing agent for the purposes of enquiries, verifications and
complaints.

12. Contact for the-purposes of marketing [was 2.5]

(1) Aretailer or electricity marketing agent who makes-contact
withcontacts a customer for the purposes of marketing must, on
request by the customer, provide —

(a)  provide-the customer with the complaints telephone
number of the retailer on whose behalf the contact is
being made; and

(b) previde-the customer with the telephone number of the
electricity industry ombudsman; and
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(c) forinthe case of contact by an electricity marketing
agent; ——previde-the customer with the electricity
marketing agent’s marketing identification number.

(2) A retailer or electricity marketing agent who meets with a
customer face to face for the purposes of marketing must —

(a) weardisplay a clearly visible and legible identity card
that shows —
(i) his-orherthe first name; of the person who is
meeting with the customer; and
(if)  his-orhera photograph; of the person who is
meeting with the customer; and
(iii)  in the case of an electricity marketingagent.-—
the agent’s his-er-her-marketing identification
number-(for contact by an electricity marketing
agent); and
(iv) the name of the retailer on whose behalf the
contact is being made;-ané

and

(b) on request by the customer, provide the
customerfollowing information, in'writing, to the
Customer —

(i) his-er-her-the first name of the person who is
meeting withithe customer;

(i) “un the.casexofan electricity marketing agent —
the agent’s his-er-her-marketing identification
number (for contact by an electricity marketing
agent);

(iii)  the name of the retailer on whose behalf the
contact is being made;

(iv) the complaints telephone number of the retailer
on whose behalf the contact is being made;
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(v) the business address and Australian Business or
Company Number of the retailer on whose
behalf the contact is being made;-and

(vi) the telephone number of the electricity industry
ombudsman;.

icable followi b :
(3) A retailer or electricity marketing agent must comply with a

request under subclause (2)(b) as soon as practicable after it'is
made by the customer.

13. Ne-canvassing-or-advertistngCompliance with signs [was
2.6]

A retailer or electricity marketing agent who visits a person’s
premises for the purposes of marketing must comply with any
clearly visible signs at the person’s premises indicating —

(a) that canvassing is not permitted at the premises; or

(b) that no advertising or similar material is to be left at the
premises or in a letterbox or other receptacle at, or
associated with, the premises.

Division 4 — Miscellaneous

14, Compliance with code [was 2.7]
(1) An electricity marketing agent who contravenes a provision of
this Part commits an offence.
Penalty.—for.this.subclause:
(@) for an individual, $5 000;
(b)  for a body corporate, $20 000.

(2) If an electricity marketing agent of a retailer contravenes a
provision of this Part, the retailer commits an offence.

Penalty- for this subclause:
(@ for an individual, $5 000;
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©)

15.

(2)

(b) for a body corporate, $20 000.

It is a defence to a prosecution for a-centravention-efan offence
under subclause (2) if the retailer proves that the retailer used
reasonable endeavours to ensure that the electricity marketing
agent complied with the-Cede-this code.

Presumption of authority [was 2.8]
AThis clause applies to a person who carries out anya marketing
activity in the name of or for the benefit of —

(a) aretailer; or

(b) an electricity marketing agent;

The person is-te-be taken, unless the contrary is proved, to have

16.

17.

been employed or authorised by the retailer or electricity
marketing agent to carry out thatthe marketing activity.

Electricity marketing agent complaints [was 2.9]

An electricity marketing agent must —

(@) keep arecord of each complaint made by a customer, or
person contacted for the purposes of marketing, about
the marketing carried out by or on behalf of the
electricity marketing agent; and

(b) on request by the electricity industry ombudsman in
relation to a particular complaint, give to the electricity
industry ombudsman, within 28 days efafter receiving
the request, all information that the electricity marketing
agent has relating to the complaint.

Records temust be kept [was 2.10]

A record or other information that an electricity marketing agent
is required by-this-Cede-to keep under this code must be kept for
at least 2 years from the last time that there was contact between
the person to whom the record or other information relates and
the electricity marketing agent.—
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Part 3 — Connection

18. Obligation to forward connection application [was 3.1]

(1) If aretailer agrees to sell electricity to a customer or arrange for
the connection of the customer’s supply address, the retailer
must forward the customer’s request for connection to the
relevant distributor for the purpose of arranging for the
connection of the customer’s supply address (if the customer’s
supply address is not already connected).

(2) Unlessthecustomeragrees-otherwisea A retailer must forward

the customer’s request for connection to the relevant
distributor —

(a) thatsame-day-if the request is received before 3pm3 pm
on a business day — on that same day; or

(b) thenextbusiness-day-if the request is received after
3pm3 pm or on a Saturday, a Sunday or a public holiday

throughout the State — no later.than the next business
day.

(3)—In-this-clause—

[13 99 >

Note for this clause:

[Note: The Obligation to Connect Regulations provide regulations in relation
to the obligation uponon a distributor to energise and connect a premises.]
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Part 4 — Billing
Division 1 — Billing cycles
19. Standard billing cycle* [was 4.1]
| i bill

(1) Unless subclausex(2) applies, a retailer must issue a bill to a
customer at least once every 100 days.

(2) A retailer may issue a bill that is outside the timeframe under
subclause (1) if the retailer —

(5 (a) has not received the required meteringenergy data from
the relevant distributor for the purpesespurpose of
preparing the bill, despite using its best endeavours to
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obtain the meteringenergy data from the relevant
distributor; or
B (b)  is unable to comply with thisthe timeframe due to the
actions of the customer where-in circumstances in
which —
(1) the customer is supplied with electricity under a

deemed contract pursuant to regulation-37-ofthe
Electricity Industry (Customer Contracts)

Regulations 2005 regulation 37; and

(i)  the bill is the first-1° bill issued to that customer
at that supply address.

(3) A retailer and a customer may agree to a billing cycle.wwith.a
regular recurrent period that differs from the customer’s
standard billing cycle if —

(2) the retailer has obtained the customer’s verifiable
consent to the new bhilling cycle; and

(b) the reqular recurrent period of the new billing cycle does
not exceed 100 days.

20. Shortened billing cycle* [was 4.2]

(1) A retailer.mustinot place a customer ona shortened billing cycle
unless subclause (2) or clause:19(3)applies.

1)  Forthepurposesof clause 4. L)) aretaller-has given-a
customer notice if the retailer has advised the customer, prior to
placingthe A retailer may place a customer on a shortened
billing cyclethat If —

(a). “inthe.case:of a residential customer — the customer is
not experiencing financial hardship; and

(b). thewretailer has given the customer a reminder notice for
3 consecutive bills; and

(c)\ before the 3" reminder notice is given to the customer,
the retailer has given the customer a notice informing
the customer that —
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(a)(i) receipt of a third-3" reminder notice may result
in the customer being placed on a shortened
billing cycle; and

b)(ii) Hthe-eustomerisin the case of a residential
customer; — assistance is available for
residential customers experiencing payment

eifficulties-or-financtal-hardship:problems paying

their bills; and

{e)(iii)  the customer may obtain further information
from the retailer on a specified telephone
number; and

{e)(iv) once on a shortened billing cycle, the customer
must pay 3 consecutive bills by the due date to
return to the customer’s previeusformer billing
cycle.

The retailer must, within 10 business days after placing the
customer onva shortened billing cycle under subclause (2), give
the customer notice that —
(a)  the customer has been placed on a shortened billing
cycle; and
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(b) the customer must pay 3 consecutive bills by the due
date shown on each bill to return to the customer’s
former billing cycle; and

(c) failure to make a payment may result in arrangements
being made for disconnection of the supply of

(4) A shortened-bithingeyele-billing cycle shortened under
subclause (2) must be at least 10 business days.

(5) A -retailer must, on request, return a customer; who is subject to
a shortened billing cycle under subclause (2) and has paid

3 consecutive bills by the due date;-enregquest-to-the bithing
cycle that applied to the customer before the shortened billing
eycle-commenced to the customer’s former billing cycle.

(6) A retailer must inform a customer; who is subject to a shortened
billing cycle; under subclause (2), at least once every 3 months,
that; if the customer pays 3 consecutive bills by the due date of
each bill, the customer will be returned, on request, to the
Bill lo 4 lied to.l before the I
billing-eyele-commeneed customer’s former billing cycle.
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a 'et_a'le' |I 'l'HSEl'SSHe a-bill t1e al © "'ﬁte”'e'l atthe aelel_llessl Iross.
Division 2 — Contents of a bill

21. Partictlars-on-each-bilContents of bills [was 4.5]
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Billing
Contents of a bill

(1) “In.addition to any information required to be included on a

customer’s bill under another provision of this code, a retailer

page 38

Consultation Draft



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Billing Part 4
Contents of a bill Division 2
cl.21

must include the information set out in this clause on the
customer’s bill.

(2) The bill must include the following information in relation to
the particular service —

(a) the supply address;

(b)  the customer’s name and account number;
(c) a meter identification number (if relevant).

(3)  The bill must include the following information in relation'to
supply and consumption of electricity —

(a) the start and end date of the supply périod;
(b)  the number of days covered by the bill;
(c) the customer’s consumption, or estimated. consumption;

(d) if the customer is on a time of use.tariff, the customer’s
consumption or estimated consumption for each4ime
band in the time of use tariff;

(e) unless the customer is a collective customer, the average
daily consumption.

(4)  The bill must include the followinguinformation in relation to
amounts due and payments —

(a) the amount due;

(b) if therels an‘accumulation meter installed at the supply
address —athe current'meter reading or estimate or, if
the customeris on‘atime of use tariff, the current meter
reading orestimate for each time band in the time of use
tariff;

(c)o. if thereis no meter installed at the supply address — the
basis.on which the amount due has been calculated;

(d). the'applicable tariffs;

(e). the amount of any arrears or credit standing to the
customer’s hame;
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(f) __ the amount of any other fees or charges and details of
the service provided in connection with those fees or
charges;

(q) in the case of a residential customer — a statement that
the customer may be eligible to receive concessions and
how the customer may find out about eligibility for.
those concessions;

(h) if applicable, the value and type of any concessions
provided to the customer that are administered by the
retailer;

(i) astatement advising the customer that.assistance is
available if the customer is experiencing problems
paying the bill;

(i) atelephone number for billing and payment enquiries:

(k) if applicable and not included onma:separate statement —

(i) payments made under a payment plan that has
not been completed; and

(ii)  the total.amount outstanding under the payment
plan;

(1) if applicable, a.statement that.an additional fee may be
imposed to cover the costs of late payment from the
customer;

(m) to the extentthat the data'is available, a graph or bar
chart'showing the customer’s amount due or
consumption for the period covered by the hill, the
previous bill and.the bill for the same period last year:;

(n) “athe average daily cost of consumption, including charges
ancillary tothe consumption of electricity, unless the
customer is a collective customer:;

(0) . the date by which the bill must be paid;
(p). assummary of the applicable payment methods.

(5) . Ifthe customer has an export purchase agreement with the
retailer, the bill must include the following information —
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(a) _if the customer has an accumulation meter installed and
an export meter reading has been obtained — the export

meter reading;
(b) either —

(i) if the customer is on a time of use tariff — the
amount, or estimated amount, of electricity
exported by the customer for each time bandhin
the time of use tariff.; or

(ii) __in any other case — the amount, or estimated
amount, of electricity exported by the customer.

(6)  The bill must include the following ancillary information —
(a) atelephone number for complaints;

(b) the contact details for the electricity industry
ombudsman;

(c) the relevant distributor’s 24-hour telephone number for
faults and emergencies.

(7) __ Subclause (2)(b) does not apply if the customer is supplied
under a deemed contract pursuant to.the Electricity Industry
(Customer Contracts) Regulations 2005:xregulation 37.

()

I H-Subclause (4)(m) does
not apply if the bill'is —
(@) not indicative of a customer’s actual consumption; or

(b) - not based yponron a meter reading; or
(c) for acollective customer.
(9) * If aretailer identifies-a-histerical-debt-and-wishes to bill a
customer for that-a historical debt, the retailer must advise-give

the following information to the customer efno later than the
next bill.in the customer’s billing cycle —

(@) the amount of the historical debt; and
(b) the basis of the historical debt;.
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Division 3 — Basis of bill

22. Basis of bill [was 4.6]
(1) Subjeetto-clauses4-3-and-4-8,a-A retailer must base a

customer’s bill-ep—

(a)  the distril , ) , i "
at-the-customer’s-supply-address; on energy data
provided for the relevant meter at the customer’s supply:
address provided by the relevant distributor or metering

data agent; or

Metering Code, orotherwise-as set out in any applicable
fawif there is no meter installed atithe customer’s supply
address — on energy data that'is calculated in
accordanee with the metrolegy. procedure, the Metering
Code or anyaother applicable law; or

(c) if thexcustomer-has entered into a non-standard
contract-— on.any.other method agreed between the
retailer andithe customer.

(2)  Aubill will-be taken.to comply with subclause (1)(a) if the bill
reflects a smoothing or similar arrangement that has been
entered into between the retailer and the customer.

4.7 —  Freguency of meter readings

- OtherthantnrespectofaType/eonnectonpomta
is required to comply with subclause (1)(a), the retailer must use
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its best endeavours to ensure that metering-dataan actual value
is obtained as frequently as required to prepare its bills.

(4)  The retailer must ensure that the customer is provided with a
written record of any method agreed between the retailer and
the customer under subclause (1)(c).

23. Estimations [was 4.8]

E:'e meterata customer slslu_plpl.ly address; the-retaHer MUSEEe
2)(1) If aretailer bases-has based a bill épen on an estimation, the
retailer must clearly specify on the customer’s bill that —
(@) the retailer has based the bill 4peron an estimation; and
(b) the retailer will teHprovide to the customer on request —
(i) the basis of the estimation; and
(i)  the reason for the estimation; and
and
(c) the customer may request —
(i) averification of energy data; and
(i) ameter reading.

3)}(2) A retailer must teHprovide to a customer on request-the —
(@) the basis for the estimation; and
(b) - the reason for the estimation.

4)(3) For the purpesepurposes of this clause, where-the-distributor's-or

metering agent's reading of the meter at the customer's supply

i . | I . atat bi
apphicablelaw-a bill is taken to be based on an estimation if —

(@) where-more than ten-percent10% of the interval meter
readings are estimated interval meter readings; and

(b) the actual energy data cannot otherwise be
derived;ascertained.
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24. Customer-mayrequestmeterreadingReplacement of
estimation with actual value [was 4.10]

(1) HThis clause applies if —
(a) aretailer has based a bill uperon an estimation because
a customer failed to provide access to the meter; and
(b)  the customer —
{&)}(i) subsequently requests the retailer to replace the
estimated bill with a bill based on an-actual
reading-of the-customer’s-meteran actual value;

and

{b)(il)  pays the retailer’s reasonable charge for reading
the meter (if any); and

{e)(iii)  provides due access to the meters;.

(2) the-The retailer must use its best endeavours to de-sereplace the
estimated bill'with awbill based on.an actual value.
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2 e : | found.to_be defective.t o

25

(1)

)

©)

blo cl F et i£ any) is to be refunded
to-the customer.

I . i

Division 4 — Alternative Tariffs

Customer applieations request for change of tariff [was
4.12]

H-a-A retailer must comply with subclause (2) if the retailer
offers alternative tariffs or tariff options and a customer —

(a) appliestoreceive-an-alternativetariffrequests a retailer

to transfer from that customer’s curtent tariff to another
tariff; and

(b) demonstrates to the retailer that the customer satisfies all

of the conditions relating to eligibility-for-the-alternative
tarifEthat other tariff.and.any.conditions imposed by the

customer’s distributor.

theThe retailer must ehangetransfer the customer to the
alternativeother tariff refefred to in subclause (1)(a) within 10
business days efafter the customer satisfying thosethe
conditions feferred to ih.subclause (1)(b).

For-the purposes-ef-subelause(3)If a customer transfers from

1 tariff type to another under this clause, the effective date of
change-wiH-be-the transfer is —
(@) unless paragraph (b) applies — the date on which the
fasta meter reading at-the-previous-tariff-is obtained; or

(b) the date the meter adjustment is completed if the change

transfer requires an-adjustment-a change to the meter at
the customer’s supply address — the date on which the

meter change is completed.
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26. Written notification of a change to an alternative tariff
Tariff change if former tariff unavailable [was 4.13]

(1) This clause applies if a customer is no longer eligible to.receive
a tariff under which the customer is currently supplied
electricity at the customer’s supply address.

(2) The retailer must, before changing the customer to another
tariff, notify the customemof the propesed change.
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.  bill

Division 5 — Review of bill and energy data checking

27. Review of bill [was 4.15]
Subject to a customer —
(8)—paying—
(1) If a customer, after.receiving.a bill, disputes the amount to be
paid, the retailer must review the bill'if the customer —
(a) requests areview; and

(b) ifthe customer hasmnot already paid the bill, pays the
lesser. of the following —

(i) that portion of the bill under review that the
customer and athe retailer agree is not in dispute;
or

(i) an amount equal to the average amount of the
customer’s bills over the previous 12 months
(excluding the bill in dispute);.
ol is Jess: and
b . F bills. 4 Iy-dlue.
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i . | o bill by
eustomer-

_ ures follow o of abill

H(2) If, after conducting a review-ofa-bill, a retailer is satisfied that
the bill-s——

(&) s correct, the retailer —
(1) may require a-the customer to pay the unapaid

amount (if any) of the bill that is still
outstanding; and

(i) must advise the customer that the customer may

request the-retatlerto-arrange-a meter test-in
accordance with-applicable law; and

(ifi)  must advise the customer of the existence and
operation of the retailer’s #ternalstandard

complaints handlingpreeessesand dispute
resolution procedures-and details ef-any

licabl | lai N
proeesses;about making a complaint to the

electricitydndustry:ombudsman:;

or
(b) isincorrect, the retailer —
- must adjust-the bill in accordance with clauses
43 7-and-4-18comply with clause 29 or 30, as the
case requires;and

(i) . mayarequire the customer to pay the amount (if
any) ofithe bill that is still outstanding.

2)(3) AThe retailer must inform a customer of the outcome of the
review as soon as practicable after it is completed.

3)(4) Ifaretailer has not informed a customer of the outcome of the
review within 20 business days from the date of receipt of the
request for review-under-clause-4-15, the retailer must previde
the-customer-with-netification-notify the customer of the status
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of the review as soon as practicable after the expiration of that
period.

(5) The initiation of a review does not remove the requirement for
the customer to pay future bills as they fall due.

28. Enerqgy data checking

(1) If a customer, after receiving a bill, requests that the energy data
be checked or the meter tested, the retailer must arrange for a
check of the energy data or testing of the meter (as the case

requires).

(2) The customer may be required to pay the retailer’s.reasonable
charge for a check or testing under subclause.(1).

(3) If the energy data is checked and found to be incorrect or'the
meter is tested and found to be defective,the retailer.must
refund any payment made under subclause (2).

erchargingoverchargi -

Division 6 — Undekcharging and overcharging

29. Undercharging [was 4.17]
" his ] . liss whathar i ercharaing.l
)(2) If aretailer proposes to recover an amount that has been
undercharged-as-aresuttotan-error-defectordefavhfor-whieh

the retatler or distributor is responsible (including where a meter
has-been-found-to-be-defective), the retailer must —

(@)  subjectto-subelause{b);-limit the amount to be

recovered to no more than the amount undercharged in
the 12 months prier-tebefore the date on which the
retailer notified the customer that undercharging had
occurred; and
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{e}(b) notify the customer of the amount to be recovered no
later than the next bill-tegetherwith after the retailer
becomes aware of the undercharging, and provide,an
explanation of thatthe basis on which the amount was
calculated; and

{d)(c) subjeettounless subclause{3}(2) applies, not charge the

customer interest on that amount or require the customer
to pay a late payment fee; and

{e)(d) in relationtethe case of a residential customer; — offer
the customer time to pay that amount by means s of an
instalment-plana payment plan in.accordance with
clause-6-4{2)-and-covering 42 for a period at least equal

to the period over which the recoverable undercharging
occurred.

3)(2) If, after notifying a customer of the amount to be recovered in
accordance with subclause-{2}{€}(1)(b), the customer has failed
to pay the amount to be recovered by the due date and has not
entered into aA-instabment-a payment plan under subclause

2Xe)(1)(d), a retailer may eharge-the-customer-interest-on-that
amount from the due date or require the customer to pay a late

paymentfee. do either but not both of following —

(a) charge the customer interest on that amount from the
due date;

(b) " require the customer to pay a late payment fee.
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30. Overcharging [was 4.18]
1 his ¢l _ lies whether haraing |
2)(1) If acustomer (including a customer who has vacated the supply
address) has been overcharged-as-aresult-of an-error-defect-of

defauttForwhich-a-retatleror-distributer-is-responsible
{including where a meter has been found to-be defective), the

retailer must use its best endeavours to inform the customer
aceordinghyof the overcharge within 10 business days efafter
the retailer becemingbecomes aware of the error,defect-or
defaultovercharging (being, where there hasibeen an estimation
of an amount due, from the time that the retailer. becomes aware
of the overcharging after'ameter reading) and, subject to

subelauses{6)-and-(Athis clause, ask the customer for

instructions as to whether the amount should be credited to —
(a) eredited-to-the customer’s accountnext bill; or
(b) repaidte-abank account nominated by the customer.
3)(2) If aretailer receives instructions under subclause-(2}(1), the
retailer must paydeal with the amount in accordance with the

customer’s instructions within 12 business days efafter
receiving the instructions.

4)(3) HHowever, if aretailer does not receive instructions under
subclause (2}(1) within 5 business days efafter making the
request, the retailer must use reasonable endeavours to credit the
amount overcharged to the customer’s aceceuntnext bill.

(4). If acustomer has been overcharged by less than $100, the
retailer may credit the amount to the customer’s next bill instead
of complying with subclause (1).
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(5) No interest shal-acerdeto-acreditorrefundreferred-to-in
subelause{2}is payable on an amount that has been

overcharged.

H(6) HDespite subclauses (1) to (5), if a customer has been
overcharged-by-a-retatter; and the customer owes a debt to the

retailer, then provided that the customer is not aresidential

customer experiencing payment difficulties or Tinancial
hardship;-the retailer may, with-writtenafter giving notice to the

customer, use the amount of the overcharge to set off the debt
owed to the retailer.

(7) _ Subclause (6) does not apply ifithe eustomer is.a residential
customer experiencing financial hardship.

H(8) Ifaftertheset-off; there remains an amount efin credit; after a
set-off under subclause (6), the retailer must deal with thatthe
amount ef-eredit-in accordance with subclause (2}(1) or (4) e+;

#(depending on the amount is-less-than-$100,subelause{6)that

remains in credit).
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Division 7 &= Finalbill

31. Request for final bill [was 4.14]

(1) If a customer requests.the retailer to arrange for the preparation
and issue of'a finalibill for the customer’s supply address. the
retailer.must use.its best endeavours to arrange for —

(2) . a metenreading; and

(b) the preparation and issue of a final bill for the supply
address in accordance with the customer’s request.

(2) . Unless subclause (4) applies, if the customer’s account is in
credit at the time of account closure, a retailer must, at the time
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(3)

of the final bill, ask the customer for instructions as to whether
the amount of the credit should be transferred to —

(a) _another account the customer has, or will have, with the
retailer; or

(b) abank account nominated by the customer.

The retailer must, in accordance with the customer’s

(4)

instructions under subclause (2), transfer the amount of the
credit within —

(a) 12 business days after receiving the instructions; or
(b) another period agreed with the customer.

If a customer’s account is in credit at the time of aceount

(5)

closure and the customer owes a debt to the retailer, thewretailer
may, after giving notice to the customer, use the credit to set off
the debt.

If, after a set-off under subclause (4), there remains an amount

of credit, the retailer must deal with the.ameunt in.accordance
with subclause (2).

Division 8 — Providing bills under standard form contracts

32.

Provision.of Bills

(1)

A retailer must.allow a customerwho has entered into a

(2)

standard form contractito choese to receive bills —
(a) by postas paper bills; or

(b)_ by email sent to'an email address provided by the
CUStOMEE.

Subclause (1) applies despite any other arrangement or

agreement.that may be in place between the retailer and the
customer in‘relation to paying bhills.
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Part 5 — Payment

33. Due-datesforpayment*Payment date [was 5.1]

) The-due date enby which a bill must be atleast-paid must be not
earlier than 12 business days from the date-ef-that-bill issue
~unless otherwise agreed with a customer.

o I | i o 1 atethed f di h o
date-of-the-bill-

34. Minimum-paymentPayment methods* [was 5.2]

(1) Unless-otherwise-agreed-with-acustomer—a-A retailer must effer
the customer at least the folowing payment-methods:

payment for a bill in the following ways —

(@) inperson at 1 or more payment outlets located within
the Loecal-Government Distriet-local government district
of the customer’s supply address;

(b) by telephone;
b)(c) by maHpost;
{e}(d) for residential customers; — by Centrepay;
{d)  electronically-by-means-of BPay or credit card; and
electronie funds transfer.
(2)  This clause dees net limit.any other method for the payment of

a bill that'may be.agreed between the retailer and the customer,
including thexoption.of payment by direct debit.
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35. Payment in advance* [was 5.4]

(1) Subject to this clause, a A-retailer must accept payment in
advance from a customer-on-reguest.

(2) Acceptanee-ofap-advancepaymentby-a-retatlerwitbnotreguire
the-A retailer is not required to credit any-interest to the
ameuntsan amount paid in advance.

(3) Subjectto-clause 69 Forthe-purposes-of-subelause-(H.
amount of $20 is the minimum amount for which a retailer wiH

Is required to accept payment in advance payments-from a
customer (although the retailer may accept a lower amount if it

 -unless otherwise agreed with-a eustomer.

(4) A retailer may determine an amount (a maximum credit
amount) that a customer’s account may be in credit.

(5) A maximum credit amount must not be lessithan $100:

(6) If aretailer determines amaximum eredit:amount, the retailer
must publish the maximum credit amount onits website.

(7) A retailer is not obliged todaccept.payment in advance if the
customer’s account is in credit for morethan the maximum
credit amount,

(8) If a customer’s account is‘in ctedit for more than the maximum
credit amount, the retailer may refund any amount in excess of
the maximum.credit amount to the customer at any time

36. Absenee-or-iHnessRedirection of bills [was 5.5]

I bod in ol 24 " | | |
offer the residential customer on request redirection of the
testdentid-castomers-hilHoathird-person-at-no-charge—
retailer must redirect a customer’s bill to a different address
(including to an email address or a different email address) on
the customer’s request and at no charge.
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37. Late payments-payment fee [was 5.6]

(1) A retailer must not charge a residential customer a late payment
fee if —

(a) the residential-customer receives a concession,
providedunless the residential-customer did-rot
reeetvehas received 2 or more reminder notices within
the previous 12 months; or

(b) the-residential customer and the retailer have agreed
to—

(i) apayment extension under Part 6, and the
restdential-customer pays the bill by the agreed
{new} due date; or

(ii) aninstalmentplana payment plan under Part 6,
and the restdential-customer is making payments

in accordance with the iastabment-planpayment
plan; ef

or

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

(%, ifithe complaint.hasbeen made to the retailer —
the complaint has not been resolved by the
retailer;, or (i) the complaint ishas been resolved
by the retailer in favour of the residential

customer. If the complaint is not resolved in
Tavour-of the restdential customerany late
payment fee shall only be calculated from the
date-ofthe-retatter--deciston; of

£HB (1), 1T the complaint has been made to the electricity
industry ombudsman — the complaint has not
been determined, or has been upheld by the

electricity industry ombudsman (if-a-complaint
has-been-made-to-the-electriety-ombudsman)—H
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(2)

@)

$)(4)

4H(5)

)(6)

tlleleellnplam_t |s£eletenn|£ elel By t_le e’leetl IGI Hy
payment fee shall only be calculated from the
I f the oleetrici | -« decision; of
or
(d) the residential-customer is assessed-by-the retaHerunder
clause-6-1{1)-as-beinrg-ina customer experiencing

financial hardship.

If a retailer has charged a late payment fee in the circumstances
set out in subclause (1)(c)(i1) because the retailer was not aware
of the complaint, the retailer witldoes not contravene

subclause (1)(c)(ii) but must refund the late payment fee on the
customer’s next bill (unless a fee is payable under

subclause (3)).

If a complaint referred to in subclause (1)(€).is not reselved in
favour of the customer, any late payment fee must be calculated
from the date of the retailer’s or the €lectrieity industry
ombudsman’s decision (as the case may be).

If a retailer has charged a residential customer a late payment
fee, the retailer must not charge an additional late payment fee
in relation to the same bill within 5 business days frem-the-date
of receipt-ofafter the day on which'the customer receives the
previous late payment fee notice.

A retailer must not charge a residential customer more than
2 late payment fees in relation to the same bill or more than
12 late payment fees in a year12-month period.

If a residential customer has been assessed as beirg-in-a

customer experiencing financial hardship-under-clause-6-4(1), a
retailer must retrospectively waive any late payment fee charged

under the residential-customer’s last bill prior-tebefore the
assessment beingwas made.
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38. Vacating a-supply address* [was 5.7]

Except as set out in this clause, if a customer gives notice and
vacates the supply address within the time specified in the
notice, the retailer must not require the customer to pay for
electricity consumed at the customer’s supply address from —

{d)(a) if the customer gave at least 5 days’ notice' = the date
on which the customer vacated the supply address; - the
customergave-atdeast-S-days netiee; Or

{e}(b) inany other case — 5 days after the customer gave
noticeany-othercase;.

unless the retailer and the customer-have agreed-to an
alternative date.

(2) If acustomer reasonably demonstrates to a retailer that the
customer was evicted or otherwise required to vacate the supply
address, the retailer must not require the customer to pay for

electricity consumed at the customer’s supply address from the
date on which the customer gave the retailer notice.

(3) For the purposes of subclauses (1) and (2), notice is given if a
customer —

(@) informs a retailer of the date on which the customer
intends to vacate, or has vacated, the supply address;
and

(b) givesthe retailer a forwarding address (which may be an
emall address) to which a final bill may be sent.

(4)  NotwithstandingDespite subclauses (1) and (2)-if —

(@) aif the retailer and a new customer enter into a-new
contract for the supply address, the retailer must not
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39.

(%)

1)

)

require the previous customer to pay for electricity
consumed at the eustemer’s-supply address from the
date that-the-new-contracton which the contract with the
new customer becomes effective; and

(b) anetherif a new retailer becomes responsible for the
supply of electricity to the supply address, the previous
retailer must not require the customer to pay for
electricity consumed at the eustomers-supply address
from the date thaton which the ethernew retailer
becomes responsible:and.

NetwithstandingDespite subclauses (1), (2) and (4), a retailer’s
right to payment does not terminate with-regardin relation to

any amount that was due up until the termination of the
contract.

Debt collection [was 5.8]

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

(@) from a residential customer who has informed the
retailer in accordance with clause-6-4(1) 40 that the

residential-customer. Is experiencing payment-difficulties
or-finaneial-hardshippayment problems, unless and until

the retailer has complied with all the requirements of
clause-6:1 40 and (if applicable) clause-6-3 41(3); and

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

A retailer must not recover or attempt to recover a debt relating
to a supply address from a person other than a customer with
whom the retailer has or had entered into a contract for the
supply of electricity to that customer’s supply address.
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(3) If acustomer with a debt owing to a retailer requests the retailer
to transfer the debt to another customer, the retailer may transfer
the debt to the other customer provided-thatif the retailer obtains
the other customer’s verifiable consent to the transfer.

page 62 Consultation Draft



Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Payment assistance Part 4
Assessment of financial situation Division 1
cl. 40

40.
(1)

)

©)

(4)

Part 6 — Payment assistance

Division 1 — Assessment of financial situation

Assessment [was 6.1]

HUnless subclause (2) or (5) applies, if a residential customer
informs a retailer that the residential-customer is experiencing

payment problems, the retailer must, {subject-to-clause 6.2} —
{a)—within 5 business days, assess whether the residential
customer is experiencing payment-difficulties-or
financial hardship;-and.
t)y—H El.'e |eta||Ie| e, 2 : ot ||nalee t.l'e as_sel QARG
relevant consumer representative to make the
assessment.

If a residential customer provides a retailer with an assessment
from a relevant consumer representative the retailer may adopt
that assessment as its own assessment for the purposes of
subclause (1)(z).

When undertaking the assessment required by subclause (1){a);
unless a retatler adopts an-assessment from a relevant consumer

representative; the retailer must give reasonable consideration
to —
(@) information —
(i) given by the residential customer; and
(if)  requested or held by the retailer; or
(b) advice given by a relevant consumer representative (if
any).

A retailer must, on request, advise a residential customer en
reguest-of the detatls-and-outcome of an assessment-carried-out,
including the reasons for the outcome of the assessment, under
subclause (1).
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(5) A retailer is not required to undertake an assessment under
subclause (1) if the retailer has previously undertaken an
assessment in relation to the customer unless the customer has
indicated that there has been a change in their circumstances
since that previous assessment.
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Dhvision2 |%esuel|_eﬁ|£|_t|all © HSEQ"F'.Q'SG*PQI 'I'e“el”l'g. payment

Division®2 — Payment.assistance

41. Alternative paymentarrahgementsPayment assistance [was
6.4]

(1) A-Subject to.this Divisien, a retailer must effera-residential
hooi v iyl . ol
hardship-at least the following payment arrangements

following available to residential customers —
(a) additional time to pay a bill; and
(b) “apayment plan for the amount owing.
. .
an-interest-free-and Iee_ Frae |||sta_llnen_t plan of GEI'E.'
EH.IElIIQEIlIIle.I.IE H“Ide.' which-the |Ie_s|||de||t|al customeris
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("'el I_uelmg any dl |seenne_et|en ane |eee|_n|e.et|en charges)
_eenneeuen with-the-establishment-of ope ation-of-the
|||stalm_ent plan-of etl'.e' auang_emen_nt which-would-not
othet “l's.e be lpay_ablelll the lel sidential-customer-had |.|et
(2) However, a customer is only entitled to select one option under
subclause (1) once per bill.

(3) A retailer must offer a residential customer who has beén
assessed as experiencing financial hardship.at least the
following (without the need for the customer.to make.a

request) —

(a) apayment plan;
(b) assistance in accordance with glauses.44 and 45.

42. Payment plans [was 6.4]

(2) ' When offering or amending an-instalment plan,;-a retailer must
{@—ensure that the-iastalmentplan-a payment plan for a

residential customer is fair and reasonable, taking into
account -

(a) information about a+esidential-the customer’s capacity
to pay-and-consumption-histery; and
(b) =the amount.of any arrears payable by the customer to
date.
(b) comply with-subclause (3).
(2)». A retailernmust, in relation to a residential customer for whom a
payment plan is being considered, offer the customer assistance

to manage their bills for ongoing consumption during the period
of the payment plan.

Examples for this subclause:

A retailer may offer to assist a residential customer:
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(a) by estimating the customer’s consumption history over the
period of the plan and building this into any repayment
schedule at the start of the plan; or

(b) by qgiving consideration to rolling new bills into the plan as time
progresses.

4)(3) - If aresidential customer has, in the previous 12 months, had 2
istalmentplans-payment plans cancelled due to non-payment, a
retailer deesis not haverequired to offer thatresidential
customerthe customer another instalmentplanpayment plan
under subelause{(1);this Division unless the retailer is satisfied
that the residential-customer will comply with the iastalment

planrpayment plan.
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5)(4)

(5)

For the purposes of subclause {4)(3), cancellation does not

include the revision-of-annstalmentplanvariation of a payment
plan under clause-6-7 43.

If a residential customer accepts a payment plan, the retailer

(6)

must, within 5 business days after the customer accepting the
payment plan, provide the customer with information in writing
that specifies —

(a)  the terms of the payment plan, including the number of
payments, the amount of each payment, the duration.of
payments and how the payments are calculated; and

(b) the consequences of not complying withsthe payment
plan; and

(c) the importance of making contact with'the retailer toiask
for further assistance if the customer cannot comply
with, or continue to comply withgthe payment plan
terms.

However, the retailer is nobrequired torcomply with

43.
(1)

subclause (5) if the retailer has.provided to.thexcustomer the
information referred to inithat subclause within the preceding
12 months.

Variatiomof payment plans

A retailer mustireview a payment.plan at the request of the

(2)

customer.

A retaileris not required to undertake a review under

(3)

subclause (1):on more than 2 occasions in any 12-month period
(but may.de.so at.any time if the retailer thinks fit).

The retailer must offer to vary a payment plan if a review under

(4)

subelause (1) indicates that the customer is unable to meet
obligations under the payment plan.

The retailer must, within 5 business days after the customer

accepts an offer to vary the payment plan, provide the customer
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with information that clearly explains, and assists the customer
to understand, the variation.

(5) The retailer must not vary a payment plan without the
customer’s agreement.

(6) An agreement under subclause (5) must relate to the particular
variation rather than under a general agreement to future
variations.

(7) __Nothing in this clause prevents a retailer from cancelling &

payment plan if the customer has failed to meet the
requirements of the payment plan.

. i1abl idential

arcing firancialdaardshi

Division 3 — Additional assistancesavailable towresidential

customers experiencing financial hardship

55 Definiti

0 this divisi

P73 . . . . 99

|e|5|de||t|.alge;uste|ne| YRS bﬁ.ee” o Slesl Sedl bﬁ. a. retailerundes

belivisi » (1o

44,

1)

Reduction of fees, charges andor debt [was 6.6]

A retailer must give reasonable consideration to a request by a
customer experiencing financial hardship, or a relevant
consumer representative for the customer, for a reduction of the
customer’s fees, charges or debt.
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(2) In givingreasonable-considerationacting under subclause (1), a
retailer should refer-to-thetake into account its hardship policies

and procedures referred-to-in-clause-6-10(3yunder clause 46.

45, Provision of information [was 6.8]

A retailer must advise a customer experiencing financial
hardship of the —

(@) customer’s right to have thea bill redirected to a
different address (includingran email address) at no

charge-te-a-thirdpersoen;.and
(b) payment methods available to the customer; and

(c) concessions that may be available to the customer and
how to access them; and

(d) different types of meterstariffs that may be available to
the customer-ane-/-or-tariffs-(asapphicable); and

(e) independent financial counselling services and relevant
consumer representatives available to assist the
customer; and

(f)  availability of any other financial assistance and-grants

sehemes-thatoffered by the retailer-should-reasonably-be
aware-of, and how to access themthis assistance.
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bdivisi ehin ool hardehi |

46. Obligation-to-develop-hardship-Hardship pelicy and
hardship procedures [was 6.10]

(1) A retailer must develop, maintain and implement a hardship
policy and hardship procedures to assist customers experiencing
financial hardship i-meetingto meet their financial obligations
and responsibilities to the retailer.

(2) The hardship policy must— -
o I . ltati ith rel
{b)(a) include a statement encouraging customers to contact

thetrthe retailer if a-eustomer-isthey are having trouble
paying the retailer’s bill; and

{e)}(b)  include a statement advising that the retailer will treat all
customers sensitively and respectfully; and

{eé)(c) include a statement that the retailer may reduce and/or
waive fees, charges andor debt; and

{e)(d) include an objective set of hardship indicators; and
He) include —

(i) an overview of the payment and other assistance

available to customers in-financial-hardship-or
iefieultios i . :
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the-Cede under this Part (other than the retailer’s
requirement to advise the customer of the ability
to pay in advance and the matters referred to in
elauses-6-8clause 45(a), (b) and (d)); and

(if)  astatement that the retailer offers residential
customers the right to pay their bill by
Centrepay; and

(iii)  astatement that the retailer is able to provide
further detattdetails on request:;

and

{g)(f) include an overview of any concessions that may be
available to the retailer’s customers; and

h)(0) include —

(i) the telephone number for.interpreterservices,
identified by the National Interpreter Symbol
with the words “Interpreter Services";

it I ices: and thdeRgrdent
GiiGii)  inf . labilitv of .
the telephene numberi(or numbers) for services

that.can assist. custoemers with a speech or
hearing impairment;

and
; ilabl | w ite:
Gy(h)« for printed copies of the hardship policy — be available
in large-print copies; and

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

(3)  The hardship procedures must —

2 be developed-i ltation with rel
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{b)}(a) provide for the training of staff —

H—{(including call centre staff, field officers and all
subcontractors employed to engage with
customers experiencing financial hardship-ane
field-officers;)

{H—on about issues related to financial hardship and
its impacts, and how to deal sensitively and
respectfully with customers experiencing
financial hardship; and

(e)—NotUsed
{eé)(b) include guidance —
(i) that assistassists the retailer in identifying

residential customers who are experiencing
financial hardship; and

(if)  that assistassists the retailer in determining a
residential customer’s usage needs and capacity
to pay when determining the conditiensterms of

an-instalment-plan-a payment plan; and
(iii)  ferabout the suspension of disconnection and
debt recovery procedures; and

(iv) “enabout the reduction aned/or waiver of fees,
charges andor debt; and

(v) enabout the recovery of debt:;
and

{e)(c) require that the retailer’s credit management staff have a
direct telephone number and that the number be
provided to relevant consumer representatives;

(5)— Net Used
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(6)—H directed by the Authority, afetailer must review Hs hardship
policy-ang hardship procedures in consultation with relevant
GGﬁII|SHIIIEI _|ep|es_e|||t_amels ana sublnut teﬁ the-/ _tutlnentyl tlnel.n esults

A(4)  Aretailer must ensure that its hardship policy and hardship
procedures comply with the Authority’s Financial Hardship
Policy Guidelines.

Note for this subclause:

The guidelines are those applying at the time that this code is made.

(5) A retailer must consult with relevant consumer. representatives
whenever the retailer is —

() developing a hardship.policy or hardship procedures; or
(b) making a materiabamendment.to its hardship policy.

(6) A retailer must —

(a) provide a.copy of itsthardship.policy to the Authority;
and

(b)  provide acopyiof theramended policy to the Authority if
it makes a material.amendment to the policy.

(7)  If directed by.the Authority, a retailer must, within a period
specified by thesAuthority —

(a) . review its hardship policy or hardship procedures; and

(b) consult with relevant consumer representatives for the
purposes of the review; and

(c). submit the results of the review to the Authority.
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Division 4 — Business customers experiencing payment
difficulties

47. Alternative payment arrangements [was 6.11]

A retailer must consider any reasonable request for alternative
payment arrangements from a business customer who is
experiencing payment difficulties.
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Part 7 — Disconnection &-haterruption

Division 1 — Conduct in relation to disconnection-e¢

48,
(1)

interruption

Subdivision 1 — Disconnection for failure to pay bill

General requirements [was 7.1]

PrierteBefore arranging for the disconnection of a customer’s
supply address for failure to pay a bill, a retailer must —

(a)

(b)
(©)

give the customer a reminder notice,-not less than
15 business days from the date of dispatch of the bill,

ineludinggive to the customer a written notice (a
reminder notice) that includes —

(i) the retailer’s telephone number for billing and
payment enquiries; and

(i)  adwvice-en-how the retailer may assist in-the
eventif the customer is experiencing payment

difficulties-or-financial-hardshipproblems paying
the bill;

and

use its best endeavours to contact the customer to advise
of the proposed disconnection; and

give the customer a disconnection warning, not less than
20 business days from the date of dispatch of the bill,
advising the customer —

(i) that the retailer may disconnect the customer
with at least 5 business days’ notice to the
customer; and

(i)  of the existence and operation of complaint
handling processes, including the existence and
operation of the electricity industry ombudsman
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and the Freecall telephone number of the
electricity industry ombudsman.

(2) For the purposes of subclause (1), a customer has failed to pay a
retailer’s bill if the customer has not —

(a) paid the retailer’s bill by the due date; or

(b) agreed with the retailer to an offer of an-nstalmentplana
payment plan or other payment arrangement to pay the

retailer’s bill; or

(c) adhered to the customer’s ebhgatiensobligation to make

payments in accordance with an agreed instalment plan
payment plan or other payment arrangement relating to

the payment of the retailer’s bill.

49. Limitations on disconnection for failure to pay bill [was 7.2]

5 NetwithstandingDespite clause-#21 48, a retailer must not
arrange for the disconnection of a customer’s supply address for

failure to pay a bill —

(@) within 1 business day after the expiry of the period
referred to in the disconnection warning; or

(b) it . ein) e

ifithé'customer is adhering to the customer’s obligation
to make payments in accordance with an agreed
payment plan or other payment arrangement relating to
the payment of the retailer’s bill; or

(c) i-the-amountouistanding-islessthan-an-amount
Lol oatblichod bre borite |
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Conduct in relation to disconnection or interruption

50.

(d)

(€)
()

if —
(i) the customer is a residential customer; and
(ii)  the outstanding amount is less than $300; and

(iii) _ the customer has agreed with the retailer to pay
this amount;

or

if the customer has made-an-applicationfor-a-coneession

informed the retailer, or the retailer is otherwise aware,
that the customer has applied for a.concessien and a
decision on the application has not yet-been made; or

if the customer has failed to pay an amount whichthat
does not relate to the supply of electricity; or

if the supphy-addressbill does not relate to the bil;
unlesssupply address, other-than if the ameount
outstandingbill relates to a supply address previously
occupied by the customer.

Dual fuel contracts [was 7.3]

(1) HThisclause applies if a retailer and a residential customer have
entered into —

(a)
(b)

a dual fuel contract; or

separate contracts for the supply of electricity and the
supply of gas, under which —
(i) asingle bill for energy is issued to the customer;
or

(i)  separate, simultaneous bills for electricity and
gas are; issued to the customer.
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. | I idential |

(2) theThe retailer must not arrange for disconnection of the
residential customer’s supply address for failure to pay a bill
within 15 business days from the date of disconnection of the
residential-customer’s gas supply.

Subdivision 2 — Disconnection for denying access to meter

51. GeneralrequirementsDisconnection for denying access to

meter [was 7.4]

) . or the gl o

Subclause (2) applies if, for at least 9°‘¢onsecutive months, a
customer has not provided the retailer. ortelevant. distributor (or
a representative of the retailer or'relevant distributor) safe
access to the customer’sisupply.address fonthe purposes of
reading a meter at the supply address.

(2) If this subclause applies, the retailer may arrange for the
disconnection of.the customer’s supply address if —

{b)(a) the retailer has, prier-to-giving-the-customer-a
disconnection warning-under subclause (f),  at least
enee-1 occasion, given the customer in-writing5

buﬂnes&dasfsrwrltten notice —

(1) giving at least 5 business days’ notice of a date
on which, or a timeframe during which, the
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{e)(b)

customer is requested to provide safe access to
the supply address in order for the retailer or
relevant distributor (or a representative) to gain
access to a meter; and

(ii) _if appropriate, informing the customer of the
availability of alternative meters that are suitable
to the customer’s supply address:; and

(iii)  advising the customer of the retailer’s ability to
arrange for disconnection if the customer fails to
provide safe access to the meter in accordance
with the requirements of the notice or by
providing reasonable alternative aceess

arrangements;

and

theretaHer-has-given-the customer an-epportunity-has

failed to provide safe access in,accordance with.the
requirements of the notice, or reasonable alternative
access arrangements within a reasonable time after
notice is given under paragraph (a); and

are suitable to-the customer’s supply address:

the retailer has used its best endeavours to contact the
customer to advise of the proposed disconnection on
account of that failure:and

the retailer has given the customer a disconnection
warning with at least 5 business days’ notice of its
intention to arrange for disconnection.

2 ’l‘ |eta|Ie.| Fhay a||a|F|ge Iell_a d'slt' ||Isute| Ete} ca 'ﬁ Ieultﬁl ?'l'“e'e of
retailer.

(3) “»Subclause (4) applies if a customer has not provided the retailer

or relevant distributor (or a representative of the retailer or
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relevant distributor) safe access to the customer’s supply

address for the purposes of —

(a) testing, maintaining, inspecting, altering or replacing a

meter at the supply address; or

(b)  checking the accuracy of the customer’s consumption at

the supply address.

(4) If this subclause applies, the retailer may arrange for the

disconnection of the customer’s supply address if —

(a)  the retailer has, on at least 1 occasion, given the

customer written notice —

(i)

stating the matter giving risé to thepotential

(ii)

disconnection of the supply address; and

oiving at least 5 business days’ notice of a.date

(iii)

on which, or a timeframe.during whieh, the
customer is requested to provide safe aecess to
the supply address in order for the retailer or
relevant distributor (orarepresentative) to gain
access to a meter; and

advising the customer of the retailer’s ability to

and

arrange-for disconnection if the customer fails to
provide safe.access to the meter in accordance
with'the reguirements of the notice or by
providing reasonable alternative access

arrangements;

(b)_ " the customer.hasfailed to provide safe access in

accordance with the requirements of the notice, or

reasonable alternative access arrangements within a

reasonable time after notice is given under

paragraph (a).

Consultation Draft
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Division 2 — Lhnitationslimits on disconnection

52. General Hmitatiens-limits on disconnection [was 7.6]

(1) Subjeetto-Unless subclause (3) applies, a retailer must not
arrange for the disconnection of a customer’s supply address
if —

(@) the customer has made a.complaint has-been-made-to the
retailer that is directly related to the reason for the
proposed disconnection and the complaint has not been
resolved by theretailer; or

(b) the retailer ishas been notified by the relevant
distributor, electricity industry ombudsman or an
external dispute resolution body that there-is-the
customer has made a complaint; that is directly related
to the reason for the proposed disconnection and the
complaint has not been resolved by the distributor or
determined by the electricity industry ombudsman or
external dispute resolution body (as the case may be);

that-has-beenmadeto-the-distributor—electrety

i i - or
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alnd Elle_eellnlplallnt 'SI"GE.' e_seluedl byl the retailer-of d:sﬁ'.'bute' o
resolution body.
(c) the supply address is registered under Part 11 as a life
support equipment address.

(2) SubjeettoUnless subclause (3) applies, a distributor must not
disconnect a customer’s supply address —

(@ if—
(i) the customer has made a complaint has-been
made-to the distributor that is directly related to
the reason for the proposed disconnection and

the complaint has not been resolved by. the
distributor; or

(i)  the distributor is-has been notified by a retailer,
the electricity industry ombudsman or an
external dispute resolution body that there-isthe
customer has made a complaint; that is directly
related to the reason for the proposed
disconnection; and the complaint has not been
resolved by the retaileror.determined by the
electri€itynindustry ombudsman or external
dispute resolutionibody (as the case may be); that

has been made to the retailer, electricity

or

(b) “if the supply address is registered under Part 11 as a life
support equipment address:; or

(c) " during any-time:
i : . iday:
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tH) Ie Ha Satullday Sﬁunday plulb_llel Inle_ Il'da? oF-0R-the
a protected period unless —
fv)(i)  the customer is a business customer; and

(1)  the business customer’s normal trading hours fall
within a protected period and do not fall within
any other period; and —

fviy(iil) itis not practicable for the distributor to
disconnect at any other time.

(3) A vretailer or a distributor may arrange for-disconnection or
interruption-of acustomer s suppheaddress
and (2) do not apply if —

(@) the disconnection wasis requested by the customer; or

(b) thedi . . . iod out f

emergeney-reasons-there 1S a health-or safety reason
warranting the disconnection:er

(c) there is andemergencyawarranting disconnection; or

(d)  electricity has.been illegally consumed at the supply
address.
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b the 4 el reforrod o inoubel
] Lors and distributors oblizats
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Part 8 — Reconnection
53. Reeonnection-by-retatler*Obligation on retailer to arrange

reconnection [was 8.1]

(1)  HarewierhasarraneedHordisconnectonofacistomers
supply-address-due-to—

This clauserapplies.if =

(a) . a customer’s supply address has been disconnected by,
or at the reguest of, the retailer; and

(b) “the customer has —

() if relevant, rectified the matter that led to the
disconnection or made arrangements to the
satisfaction of the retailer: and

(i) _made a request for reconnection; and
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(iii)  paid the retailer’s charge for reconnection (if
any), or accepted an offer of a payment plan for

those charges.

(2) The retailer must arrange for the customer’s supply address to
be reconnected.

2)(3) For the purposes of subclause {1}(2), a retailer must forward the
customer’s request for reconnection to the relevant
distributor —

(a) thaton the same business day, if the request is received
before 3pm3 pm on a business day; or

(b) no later than 3pm3 pm on the next business day, if the
request is received —

(i) after 3pm3 pm on a business day, or

(i) on a Saturday, a Sunday or a public holiday
throughout the State.

(3} T aretailer does not forward the request for reconnection to the
|ele_u|ant d.'lslt' |bu|te|'w||tlm| tllne lel |_eI|aI|nes “5 I. SH.bF ellause EQ.I) the
eabses-Alternatively, a retailer may cause the customer’s supply
address to be reconnected by-the-distributer-within the
timeframes. that apply under clause 54(4)(a) or (b)ir-clause
8:2(2)-8 '.l tl'eF dist ||buts| l.'lad _|eee|uee||t||e requ BISt Igl' | 2).

54, Reconneetion-by-distributerObligation on distributor to

reconnect supply‘address [was 8.2]

(1) #Fadistributor has-disconnected-a customer’s-supply-address-on
I " | the distril
customer’s-supphy-address-the-A distributor must reconnect the

a customer’s supply address: if —

(@) aretailer has arranged for the disconnection of the
customer’s supply address; and
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(b) the retailer has forwarded the customer’s request for
reconnection to the distributor under clause 53.

(2) Subclause (3) applies if —

(2) a distributor has disconnected a customer’s supply
address otherwise than at the request of a retailer; and

(b)  the customer has —

(i) if relevant, rectified the matter that led to the
disconnection; and

(i) made a request for reconnection; and

(iii)  paid the distributor’s charge forreconnection (if

any).

(3)  The distributor must reconnect the customer’s supply address:

2)(4)  For the purposes of subelause-subclauses (1) and (3), a
distributor must reconnect a customer’s supply address —

(a) forsupply-addresses-if thesupply address.is located

within the metropolitan area —

(i) within 1 business day efafter receipt of the
relevant request, if the request is received prior
te-3pmbefore 3 pm on a business day; and

(1)  within 2 business days efafter receipt of the
relevant request, if the request is received after
3pm3 pm on a business day or on a Saturday, a
Sunday or a public holiday throughout the State;

and

(b)  for-supphy-addresses-if the supply address is located

within thea regional area —
(i) within 5 business days efafter receipt of the
relevant request, if the request is received prier
te-3pmbefore 3 pm on a business day; and

(i)  within 6 business days efafter receipt of the
relevant request, if the request is received after
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3pm3 pm on a business day, or on a Saturday, a
Sunday or a public holiday throughout the State.

{3}(5) Subclause {2}(4) does not apply in the eventcase of an
emergency.
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Pre-payment meters

55.
(1)

)

56.
(1)

)

Part 9 — Pre-payment meters

Application [was 9.1]

CedeThe following do not apply to a pre-payment meter
customer- —

(@) Parts4,5,7,8and 11;

(b) Part 6 (other than clause 46);

(c) clause 11 (other than as specified below);
(d) clause 72.

A distributor may only operate a pre-payment meter, and a
retailer may only offer a pre-payment meter service, in an area
that has been declared by the Minister by notice published in the
Government-Gazette.

Operation of pre-payment meter [was 9.2]

A retailer must not provide a pre-payment meter service at a
residential customer’s supply address without the verifiable
consent of the residential-customer or the residential-customer’s
nominated representative.

A retailer must establish an account for each pre-payment meter
operating at a residential customer’s supply address.

(3)—Net Used

4H(3)

57.
(1)

Subject to any applicable law, a retailer is not obliged to offer a
pre-payment meter service to a customer.

Provision of mandatery-information [was 9.3]

A retailer must-adwvise-, on request by a residential customer

provide at no charge and in clear, simple and concise language
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the following information in relation to the use of a pre-payment

meter —

(@)

(b)

(©)

(d)
(€)

(f)
(9)

of-all applicable tariffs, fees and charges payable by the
residential-customer and the basis for the calculation of
those charges;

of-the tariffs, fees and charges applicable to athe
pre-payment meter service relative to relevant tariffs,
fees and charges whichthat would apply to that
residential-the customer if no pre-payment meter was
operating at the residential-customer’s supply address;

of-the retailer’s charges, or its best estimate of those
charges, to replace the pre-payment meter with a
standard meter or to switch athe pre-payment meter to a
standard meter;

how athe pre-payment meter is operated;

how the residential-customer may recharge the
pre-payment meter (including details of cost, location
and business hours of recharge facilities);

of-the emergency credit facilities applicable to athe
pre-payment meter;-anéd

of-credit retrieval.

(2) No later than 10 business days after the time a residential
customer enters into a pre-payment meter contract at the
restdential-customer’s supply address, a retailer must give; or
make available to the restdential-customer at no charge —

(@) the information specified withinin subclause (1); and

(b) acopy of the contract; and

(c) information on the availability and scope of the-Code
this code and the requirement that retailers, distributors;
retaters and electricity marketing agents comply with
the-Cedethis code; and

(dy- Not Used

{e)(d) a meter identification number for the meter; and
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H(e) atelephone number for enquiries; and
{g)(f) atelephone number for complaints; and

{h)(g) the relevant distributor’s 24-hour telephone number for
faults and emergencies; and

(h) confirmation of the supply address and any relevant
mailing address; and

(i) details of any concessions the restdential-customer may
be eligible to receive; and

&)(]) the amount of any concessions to be given to the
residential-customer; and

|E|_|Ie|||nat|en on tfle a_"a'la‘bg'“% of ',“Hlf' Hagual-ser ulees;
the telephone number for interpreter services, identified
by the National Interpreter Symbol; and

{m)  information on the avatlability-of TTY services;

telephone number (or numbers) for services that can
assist customers with a speech or hearing impairment;
and

M (m) adviee-en-how the retailer may assist in the event the

residential-customer is experiencing payment-difficulties
orfinaneial-hardship:difficulties paying for their

consumption; and

{e}(n) adviee-on-how to make a-an enquiry of, or complaint to,
or-enguiry-of-the retailer; and

{p)  details onexternal complaints handling processes
neluding-the contact details for the electricity industry

ombudsman; and
{g)(p) general information on the safe use of electricity; and

{r(q) details of the initial recharge facilities available to the
restdential-customer; and

{s)(r) the date of the expiry of the residential-pre-payment

meter-customer’s right to revert to a standard meter at no
charge; and
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(s) the options available to the residential-pre-payment
meter-customer if the residential-pre-payment-meter

customer replaces the pre-payment meter with a
standard meter or switches the pre-payment meter to a
standard meter.

(3) A retailer must ensure that the following information is shown
on or directly adjacent to a residential customer’s pre-payment
meter —

(a) the positive or negative finanetal-balance of the
pre-payment meter within 1 dollar of the actual balance;

(b) whether the pre-payment meter is operating on normal
credit or emergency credit;

(c) atelephone number for enquiries;-and
(d) the relevant distributor’s 24-hour telephone number for
faults and emergencies.

(4) A retailer must give a pre-payment meter customer on request,
at no charge, the following information —

for the previous 2 years or since the commencement of the
pre-payment meter contract (whichever is the shorter), divided
ininto quarterly segments.

(a)_. total energy consumption:
(b). average.dailyaconsumption:
(c).. average daily cost of consumption.

(5) A retailer must, within 10 business days efafter the change, use
reasonable endeavours to notify a pre-payment meter customer
in writing-er-by-electronic-means if the recharge facilities
available to the residential customer change from the initial
recharge facilities referred to in subclause (2){(r)(q).
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(6) The information to be provided #under this clause, with-the
exeeption-ofother than the information in subclause (3), may be
provided in writing to a pre-payment meter customer at —

(a) the pre-payment-meter-customer’s supply address;; Or
(b) another address nominated by the pre-payment-meter
customer; or

(c) anemail address nominated by the pre-payment-meter
customer.

58. Reversion [was 9.4]

(1) If a pre-payment meter customer rnetifies-arequests the retailer
that-H-wants-to replace erswitch-the pre-payment meter tewith a
standard meter, the-retaHer-must-within 1 business day efafter
the request —

I . -
{b)y—the retailer must arrange with the relevant distributor to

i | ianal
payment meter;-and

H~—replace the pre=payment meter with a standard
meter or switch the pre-payment meter to a
standard meter.

(2) A retailer must not require payment of a charge for reversion to
a standard meter if a pre-payment meter customer is a
residential customer and that customer, or its nominated
representative, requests reversion of a pre-payment meter under
subclause (1) within 3 months efafter the later of —

(a)  the installation of the pre-payment meter; or

(b)  the date on which the customer agrees-to-enter-entered
into a-the pre-payment meter contract.
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©)

H(5)

59.

1)

If a pre-payment meter customer requests reversion of a
pre-payment meter under subclause (1) after the date calculated
in accordance with subclause (2), a retailer may charge the pre-
payment-meter-customer a reasonable charge for the reversion
to a standard meter.

However, the retailer’s obligations under subclause (1) —

(a) if the pre-payment meter customer is a residential
pre-payment meter customer; — are not conditional on

the pre-payment-meter-customer paying the retailer’s
reasonable charge for reversion to a standard meter (if

any); and

(b) H the pre-payment meter customer-is not a residential
pre-payment-meter-eustomer;otherwise — may be made

conditional on the pre-payment meter customer paying
the retailer’s reasonable charge for reversion to a
standard meter (if any).

If a retailer requests a distributor to revert a pre-payment meter
under subclause (1), the distributor must revert the pre-payment
meter at that supply address —

(a) forsupply-addressesif the supply.address is located

within the metropolitan area; —— within 5 business days
ofafter receipt of the request; or

(b) forsupphy-addressesif the supply address is located

within thea regional area; — within 10 business days
efafter receipt of the request.

Life support equipment [was 9.5]

If a pre-payment meter customer provides a retailer with
confirmation from an appropriately qualified medical
practitioner that a person residing at the pre-payment meter
customer’s supply address requires life support equipment, the
retailer must not provide a pre-payment meter service at that
supply address and the retailer must, or must immediately
arrange to —
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(2)

(a) remove or render non-operational the pre-payment meter
at no charge; and

(b) replace the pre-payment meter with a standard meter, or
switch the pre-payment meter to a standard meter, at no
charge; and

(c) provide information to the pre-payment meter customer
about the contract options available to the pre-payment
meter customer.

If a retailer requests a distributor to revert a pre-payment meter
under subclause (1), the distributor must revert the pre-payment
meter at that supply address as soon as possible and in any event
no later than —

(a) forsupply-addressesif the supply address is located

within the metropolitan area— —

(i)

(i)

i : , ot of i if
the request is received prerte-3pmbefore 3 pm
on a business day - within 1 business day after
receipt of the request; and

L . : ot B i 1
if the request is received after 3pm3 pm on a

business day or on a Saturday, a Sunday or a
public holiday throughout the State — within
2 business days after receipt of the request;

(b) for-supphyr-addressesifihe supply address is located

within thea regional area —

(i)

(i)

thi : : ’
if the request is received prierte-3pmbefore

3 pm on a business day — within 9 business days
after receipt of the request; and

ithi . : ot of 1
if the request is received after 3pm3 pm on a

business day, or on a Saturday, a Sunday or a
public holiday throughout the State — within
10 business days after receipt of the request.
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60. Requirements for pre-payment meters [was 9.6]

{@}(1) Arretailer must ensure that a pre-payment meter customer has
access to an amount of emergency credit of $20 outside of

normaI busmess hours @nee%h&emegeneyered&sased—and

(2) The following provisions apply in relation to a retailer’s ability.
to de-energise a pre-payment meter service —

(a) _if the pre-payment meter has run out of credit
(disregarding any emergency credit), the metef may be
de-energised during normal business hours;

(b) if the pre-payment meter has run outef creditandany
emergency credit, the meter may be de-energisedhat any
time;

(c) if the meter has been de-energised and the custemer
makes a payment to their account.that results in an
amount of credit mpexcess of emergency credit, the
meter must be re-energised.

(3) A retailer is not required 4o re-energisexa meter if the only credit
that the customer hasdsiemergency credit.

{b}(4) A retailer must ensure that a pre-payment meter service —

H(a) is capable of infermingproviding the following
information to the retailer ef-at least once in every

month =

A)(1)  the number of instances wherein which a
pre-payment meter customer has been
disconnected;-and

{B}(i1)- the duration of each of those disconnections
referred to in subclause (B} (H(A),
at least every month, and

() s capable of recommencing supply and supply is
recommenced-subject to subclauses (2) and (3),

recommences supply as soon as information is
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communicated to the pre-payment meter that a payment
to the account has been made.

61. Recharge facilities [was 9.7]
Unless otherwise agreed with the customer, a  retailer must

ensure that —
(a) atleast 1 physical recharge facility is located as close as

practicable to a pre-payment meter;-and-in-any-case-no
further than 40 kilometres away;

(b) apre-payment meter customer can access a recharge
facility at least 3 hours per day, 5 days per week; and

(c) ituses its best endeavours to ensure that the
pre-payment meter customer can access a recharge
facility for periods greater than required under
subelause-paragraph (b); and

(d) the minimum amount to be credited by a recharge
facility does not exceed $20 per increment.

62. Concessions [was 9.8]

If a pre-payment meter customer demonstrates to a retailer that

the pre-payment-meter-customer is entitled to receive a
concession, the retailer must ensure that the pre-payment-meter

customer receives the benefit-of-the-concession.

63. Meter check or test [was 9.9]

(1) If a pre-payment meter customer requests that the whole or part
of a pre-payment meter be checked or tested, a retailer must;-at

therequest-of the-pre-payment-metereustomer, make immediate
arrangements to do 1 or more of the following —
(a) check the pre-payment-meter-customer’s metering data;
(b) check or conduct a test of the pre-payment meter;-and/oer
(c) arrange for a check or test by the responsible person for

the meter installation at the pre-payment-meter

customer’s connection point.
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64.

65.

(2)

©)

(4)

If a retailer requests a distributor to check or test a pre-payment
meter under subclause (1), the distributor must check or test the
pre-payment meter.

A pre-payment meter customer who requests a check or test of a
pre-payment meter under subclause (1) must pay a retailer’s
reasonable charge for checking or testing the pre-payment meter

(if any).
If a pre-payment meter is found to be inaccurate or not

operating correctly following a check or test undertaken in
accordance with subclause (1), a retailer must —

(@) immediately arrange for the repair or replacement of the
faulty pre-payment meter; and

(b) correct any overcharging or undercharging in
accordance with clause-9:-11 65; and

(c) refund any charges paid by the pre-payment meter
customer under this clause for the testing of the
pre-payment meter.

Credit retrieval;-evercharging-and undercharging [was 9.10]

{1)—Subject-tolf a pre-payment meter customer netifyingnotifies a

retailer of thea proposed vacation date, the retailer must ensure
that the pre-payment-meter-customer can retrieve all remaining
credit at the time the pre-payment-meter-customer vacates the
supply address.

Overeharging and undercharging [was 9.10]

2)(1) If a pre-payment meter customer (including a pre-payment

meter customer who has vacated the supply address) has been
overcharged as a result of an act or omission of athe retailer or
relevant distributor (including if-apre-payment-meter-has-been
found-te-be-defectiveas a result of a defective pre-payment
meter), the retailer must —
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(a) use its best endeavours to inform the pre-payment-meter
customer accordingly within 10 business days efafter

the retailer becoming aware of the error;; and

(b) ask the pre-payment-meter-customer for instructions as
to whether the amount should be —

{a)}(i) credited to the pre-payment-meter-customer’s
account; or

b)(ii) repaid to the pre-payment-meter-customer.

£3)(2) If athe retailer receives instructions from the customer under

H(3)

(4)

subclause {2}(1), the retailer must pay the amount in accordance
with the pre-payment-meter-customer’s instructions within 12
business days efafter receiving the instructions.

If athe retailer does not receive instructions from the customer
under subclause {2}(1) within 20 business days efafter making
the request for instructions, the retailer must use reasonable
endeavours to credit the amount overcharged to the pre-payment
meter-customer’s account.

If the amount referred tovin.subelause (1) isMessithan $100, the

(%)

(6)

retailer may credit the amount to the customer’s account instead
of complying with subelause (4.

No interest shall-acerue-to-a-credit-orrefund-referred-to-in
subelause{2)1s.payable on an amount that has been
overcharged:

If a retailer proposes to recover an amount undercharged as a
result of an act or omission by the retailer or relevant distributor
(including if a pre-payment meter has been found to be
defeetiveas a result of a defective pre-payment meter), the
retailer must —

(@)  limit the amount to be recovered to no more than the
amount undercharged in the 12 months priortebefore
the date on which the retailer netifiednotifies the
pre-payment meter customer that undercharging hadhas
occurred; and
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(b) Ilist the amount to be recovered as a separate item in a

special bill-orn-the-nextbill-(if-applicable}, together

with an explanation of that amount; and

(c) not charge the pre-payment meter customer interest on
that amount or require the pre-payment meter customer
to pay a late payment fee; and

(d) offer the pre-payment meter customer time to pay that

amount by means of an-instalmentplan-in-accordanee
with-elause-6:4(2-fas-H-clause-6-4(2-applied-to-the
retaHer}-anda payment plan covering a period at least
equal to the period over which the recoverable
undercharging occurred.

66. Payment-difficulties-er-financial-hardshiplnformation for

customers experiencing payment difficulties [was 9.11]
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forawaiver-of-any-fee-payable-by-the-pre-payment-meter
customer-to-replace-or-switch-a-pre-paymientmeterto-a-standard
meter

@0 " lina its oblicati tor-cl 10 |
must-ensure-thatThis clause applies if —

(a) H-aresidential pre-payment meter customer informs the

a retailer that the pre-payment-meter-customer is
experiencing payment-difficulties-or-financial
hardshipdifficulties paying for their consumption; or

(b) the-a retailer identifies that a residential pre-payment
meter customer has been disconnected 2 or more times
in any 1-month period for longer than 120 minutes on
each occasion;.

(2) subjeetto-subelause{3),theThe retailer must-use-best
endeavours to contact the pre-payment meter customer as soon

as is reasonably practicable, use its best endeavours to provide
the following informationiin writingte.theicustomer —

{c} Not Used
{é)(a) information about the different types of meters available
to the pre-payment-meter-customer;

{e}(b) information about and-referral-te-relevant financial
assistance programmes;;-and/er

H(c) referralte-information about how to contact relevant
consumer representatives; and/or

{g)(d) - information enabout independent financial and other
relevant counselling services.
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H(3)

(4)

The information te-be-provided-in-subelause(2}-may be
provided i-writingby —
(a) post addressed to apre-payment-meterthe customer at

the pre-payment-meter-customer’s supply address, or at
another address nominated by the pre-payment-meter

customer; or-an

(b) email at an address nominated by the pre-payment-meter

customer-; or
(c) personal delivery to the customer.

However, if subclause (1)(b) applies, the retailer is not required

(5)

to comply with subclause (2) if the retailer.has provided.the
information referred to in that subclause within the preceding
12 months.

This clause applies to a retailer despite any obligation under

67.

clause 46.

Assistance for customersiexperiencing payment difficulties

(1)

This clause applies if atresidential pre-paymentimeter customer,

(2)

or a relevant consumer representative acting on behalf of a
residential pre-payment.meter.customer —

(a) informs.a retailer that theicustomer is experiencing
difficulties paying for the customer’s consumption; and

(b)  requestsithat the pre=payment meter be replaced by a
standard meter.

The retailer must give reasonable consideration to waiving any

fee payable to replaceithe pre-payment meter with a standard

meter.

Consultation Draft page 107




Code of Conduct for the Supply of Electricity to Small Use
Customers 2022

Part 4 Information and communication
Division 1 — Obligations for retailers
cl. 68

Part 10 — Information and communication

Division 1 — Obligations for retailers

blicat elag f .

68. Provision of general information to customers

(1) A retailer must publish on its website —
(a) the following information about concessions —
(i) the type of concessions available to customers;

(ii)  the name and contact details.of the.organisation
responsible for administering those concessions
(if the retailer is not responsiblefor doing.this);

and
(b) the following information about energy efficiency —

(i) cost-effective and efficient.\ways:iio utilise
electricity;

(ii) _ the typical running costs of major.domestic
electrical appliances;

and
(c) thexetailer’s hardshipipolicys'and

(d)  the retailer’sifamily violence policy: and

(e) asummaryhof a customer’s rights, entitlements and
obligations under the retailer’s standard complaints and
dispute resolution procedures; and

(f) “the.contact details for the electricity industry
ombudsman; and

(o) acopyof this code.

(2) Ifacustomer requests information of the kind referred to in
subclause (1), the retailer must —

(@) refer the customer to the retailer’s website; or
(b) _ provide the information to the customer.
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(3) If a customer requests a copy of information of the kind referred
to in subclause (1), the retailer must provide a copy of the
information to the customer.

(4) The information or a copy of the information requested under
this clause must be provided without charge.

(5) The retailer is not required to make a copy of this code available
under subclause (1)(q) if it instead provides an electronic link.te
a website where a copy of this code may be accessed.

69. TariffHnformationInformation about tariffs, fees or.charges
[was 10.1(2)-(3)]

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

| o the inforfation inwriting.

70. TJariff-informationlnformation about variations to tariffs,
fees or chargesa regulated prices,[was 10.1(1)]

(1) This clause applies if.a customer’s tariffs, fees or charges are
requlated orset by.the State Government.

(2)  Aretailer must give notice to each-ef-its-customers-affected-by-a

customer of any variation a-to its tariffs, fees and-or charges
that affectsithe customer.;

(3) The notice must be given no later than the next bill in a-the
customer’s billing cycle.
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71. Information about variations to tariffs, fees or charges:

non-requlated prices

(1) This clause applies if a customer’s tariffs, fees or charges are
not requlated or set by the State Government.

(2) A retailer must give notice to a customer of any variation to its
tariffs, fees or charges that affects the customer.

(3)  The notice must be given at least 5 business days before the
variation is to apply to the customer.

(4)  The notice must —
(a)  specify that the customer’s tariffs, fées or charges are
being varied; and
(b)  specify the date on which the variation will comeinto
effect; and

(c) identify the customer’s existing tariffs, fees or charges,
inclusive of GST; and

(d) identify the customer’s tariffs, fees on.charges as varied,
inclusive of GST; and

(e)  specify that the customer may reguest historical billing
data.

(5) A retailer isinot reguired to'provideninformation under this
clause —

(a) if thexeustomer has entered into the relevant contract
with thexetailer within 10 business days before the
variation isito take effect and the retailer has already
informed the customer of the variation; or

(b)Y for a tariff, fee or charge that continually varies in
relation to the prevailing spot price for electricity; or

(c) . for the variation of a tariff, fee or charge that is a direct
result of a change to, or the withdrawal or expiry of, a
concession; or

(d)  for the variation of a tariff, fee or charge that is a direct
result of a change to a bank charge or fee, to a credit
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card charge or fee, or to payment processing charges or
fees that apply in relation to the customer.

72. Historical billing data [was 10.2]

(1) A retailer must give a non-contestable customer on request the
non-contestable customer’s billing data.

(2) H-The retailer must give the billing data at no charge if a
non-contestable customer requests billing data-under-subelause

g__} —
(a) for aperiod less than the previous 2 years and no more
than once a year; or

(b) inrelation to a dispute with a retailer;.
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73. Service standard payments [was 10.3A]

A retailer must give-a-custemer-at least once a year give a
customer written details of the retailer’s and distributor’s

obligations to make payments to the customer under Part 14 of

this-Code-andor under any other legislation-{including
subsidiary legislation) in Western Australia

including —
(a) the amount of the payment; and
(b) the eligibility criteria for the payment.

74. Distribution matters [was 10.5]

If a customer asks a retailer for information relating to the
distribution of electricity, the retailer must —
(@) give the information to the customer; or

(b) refer the customer to the relevant distributor for a
response.

oric eul st

Division 2 +— Obligations for distributors

75. General information [was 10.6]

(1) A distributor must give-a-customer-on-reguest-at-ne-charge-the
folewing-information-publish on its website —
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(@)

(b)

information-on ,Ehe distribitor’s 'EE‘H“.E“'E'.'ES H 'E.IE&',E“
Ee] the wsm?*e* 5 pfepes,%l ew eleeltﬂea.l mls.tallatllleﬂ. ef
i i i tons:a description
of the distributor’s and customer’s respective rights and
obligations concerning the provision of services by the
distributor and a description of those services; and

details of applicable.connectionsand reconnection

(c)

timeframes; and
details of «applicable.connection and reconnection

(d)

charges; and
information relating tornew connections or connection

(@)e)
()
€h(a)

(h)

alterations; and

general information on the safe use of electricity; and
general information on quality of supply; and

general information on reliability of supply-; and
information about how a customer may obtain

information on distribution standards and metering
arrangements that are relevant to the customer and —

(1) prescribed under the Act or the Electricity
Act 1945: or
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(2)

(ii) _adopted by the distributor;
and

(i) asummary of a customer’s rights, entitlements and
obligations under the distributor’s standard complaints
and dispute resolution procedures; and

(i) the contact details for the electricity industry
ombudsman; and

(k) acopy of this code.

If a customer requests information of the kind referred to lin

(3)

subclause (1), the distributor must —
(a) refer the customer to the distributof’s website: or
(b)  provide the information to the customer.

If a customer requests a copy of information of the kind referred

(4)

to in subclause (1), the distributor must provide a copy.of‘the
information to the customer.

The information or a copy of the informationirequested under

(5)

this clause must be provided without charge.

The distributor is not required to make axcopy of this code

76.

available under subclausex(1)(k).if it instead provides an
electronic link to.a\websitewhere a.copy of this code may be
accessed.

Information‘about.supply changes or interruptions

A distributor. must.give'to a customer on request, at no
charge —

(2)». anexplanation for any unplanned or approved change in
the quality of supply of electricity to the customer’s
supply address outside of the limits prescribed by law:
and

(b)) an explanation for any unplanned interruption of supply
to the customer’s supply address.
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blicat el . ! cisteil

Division 3 — Obligations for retailers and distributors

77. Written information must be easy to understand [was 10.9]

(1) To the extent practicable, a retailer andor distributor must
ensure that any written information that must be given to a

customer by the retailer or distributor er-its-electricity-marketing
agent-under the-Cede-this code is —

(a) expressed in clear, simple and concise language; and
(b) #s-in a format that makes it easy to understand.
(2) The obligation placed on a retailer under subelause (1) extends

to written information that may be given to a customer by an
electricity marketing agent acting on behalf of the retailer.

1010—Codeof Conduct

78. Special information needs [was 10.11]

(1) A -retailer and a distributor must make available to a residential
customer on request, at no charge, services that assist the
residential-customer in interpretingunderstanding information
provided by the retailer or distributor to-the residential-customer
(including independent multi-Hrguak-interpreter services and
FEY services_for customers with a speech or hearing

impairment, and large print copies).
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(2) Arretailer and, if appropriate, a distributor must include on a
relevant document in relation to residential customers —

(2) the telephone number for interpreter services, identified
by the National Interpreter Symbol; and

(b) the telephone number (or numbers)for services that can
assist customers with a speech or hearing impairment.
on-the—

(3) _ Insubclause (2) —
relevant document means the following-—

{e}(@) abill and bill-related information (including, for
example, the notice referred to in clause-4-2 20(3) and

statements relating to an-instalment-plana payment
plan);

{e)(b) areminder notice;-and
{e)(c) adisconnection warning.

79. Metering [was 10.12]
(1) A distributor must advise a customer on request, at no charge, of
the availability of different types of meters and their —
(a) suitability to the customer’s supply address; and
(b)  purpose; and
(c) costs; and
(d) installation, operation and maintenance procedures.

(2) If acustomer asks a retailer for information relating to the
availability of different types of meters, the retailer must —
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(&) give the information to the customer; or

(b) refer the customer to the relevant distributor for a
response.

Division 4 — Disconnection or interruption for emergencies

80. Disconnection or interruption for emergencies [was 7.5]

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

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

(b) use its best endeavours to restore supply to.the
customer’s supply address as soen.as possible.
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Part 11 — Life support equipment scheme

81. Relevant standards

(1) The relevant standard under this Part for a retailer is that a step
be taken —

(a) on the same day if a confirmation or notification is
received before 3 pm on a business day; or

(b) no later than the next business day if a confirmation or.
notification is received after 3 pm or on a Saturday, a
Sunday or a public holiday throughout the State.

(2) The relevant standard under this Part for a distributor is.that a
step be taken —

(a)  no later than the next business day if a natification is
received before 3 pm on a business day; or

(b)  within 2 business days if a notification.is received after
3 pm or on a Saturday, a Sunday or a public holiday
throughout the State.

82. Registration of life support equipment: retailers

(1) The retailer must take'the.steps.set out.in subclause (2) in
accordan@e with.the relevant.standard for a retailer if a customer
provides a retailer with confirmationfrom an appropriately
gualified medical practitioner thata person residing at the
customer’s supplyiaddress requires life support equipment.

(2)  The following steps must be taken —

(a) . .registerithe customer’s supply address as a life support
equipment address;

(b) “register the customer’s contact details:

(c)o. provide the following to the customer’s distributor —

(i) anotification about the customer’s supply
address being a life support equipment address;

(ii)  the contact details of the customer.
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(3) In addition, a retailer who is required to comply with
subclause (2) must provide the following information in writing
to a customer before, or within 5 days after, registering the
customer’s supply address as a life support equipment
address —

(a) advice that there may be planned or unplanned
interruptions to supply at the supply address and that the
relevant distributor is required to notify the customer of
a planned disruption in accordance with this code;

(b) arecommendation that the customer prepare a plan of
action in case of an unplanned interruption;

(c) an emergency telephone contact number fonthe relevant
distributor and the retailer (the chargexof whichuwilhbe
no more than the charge of a local call (eéxcluding
mobile telephones)).

(4)  The retailer must take the steps set outiin subelause (5)'in
accordance with the relevant standard.for a retailer if a customer
registered with a retailer under subclause.(2)notifies the
retailer —

(a) that the person residing at the customer’s supply address
who requires lifessupport equipmentis changing supply
addressyor

(b) that the customer is changing supply address but the
person Who requires life support equipment is not
changing supplyaddress; or

(c).nthatithere has been a change in contact details.

(5)  The following steps must be taken —
(a) “wreqister'the change;

(b). provide a notification to the customer’s distributor of the

change.
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83. Reqistration of life support equipment: distributors

(1) The relevant distributor must take the steps set out in
subclause (2) in accordance with the relevant standard for a
distributor if the distributor is notified by a retailer —

(a) that a person residing at a customer’s supply address
requires life support equipment; or

(b) that there has been a change of details or circumstances
previously notified by the retailer.

(2)  The following steps must be taken (as relevant) —

()  reqgister the customer’s supply addressmas.a life support
equipment address;

(b)  update the details or circumstances previously notified
by the retailer.

84. Interruption of supply

(1) A distributor must not undertake/@ plannediinterruption of
supply at a life support equipment address unless the distributor
has —

(a) provided at least 3 businessidays’»written notice of the
interruption to the.customer —

(1). atthe supply address; or

(ii) “at anether addresssnominated by the customer; or
(iii) Wby electronic.communication;
and

(b)".. unlessexpressly requested by the customer not to do so,
used'its best endeavours to obtain acknowledgment from
the customer, or from someone else residing at the
supply address, that the notice has been received.

(2)  Subclause (1) does not apply if —

(a) | the interruption is to restore supply at a life support
equipment address:; or
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(b) the distributor has already provided notice of a planned
interruption that will affect a supply address under the
Electricity Industry (Network Quality and Reliability of
Supply) Code 2005 before the distributor registers the
supply address as a life support equipment address under
this Part.

(3)  If subclause (2) applies, the distributor must use its best
endeavours to contact the customer, or someone residing at the
supply address, before the interruption occurs.

85. Periodic reviews

(1) A retailer must require the customer, by a notice given to.the
customer within the period beginning 3 months beforepand
ending 3 months after, each anniversary of the registration of a
supply address under this Part —

(a) unless paragraph (b) applies —=.to confirm that aqoerson
residing at the customer’s_supply address.continues to
require life support'equipment: or

(b) in the case of every third anniversaty —ito provide the
retailer with confirmationfromuan appropriately
gualified medieal.practitionenthata person residing at
the customer’s supply address continues to require life
suppert equipments

(2) A notice under subclause (1)must —

(a) allow acustomer atdeast 3 months to provide the
confirmation reguired by the retailer; and

(b) “.warn the.customer that —

(1) “the customer’s supply address will be
de-registered as a life support equipment address
if the customer fails to comply with the notice or
if the customer notifies the retailer that a person
residing at the supply address no longer requires
life support equipment; and
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(ii) _if the supply address is de-reqgistered, the
customer will no longer receive the protections
provided by this code for life support equipment

addresses.
86. De-reqistration of address
(1) This clause applies if —

(a)  the retailer is notified that the customer’s supply address
no longer requires reqgistration as a life support
equipment address; or

(b) a customer fails to comply with a notice.fronmna retailer
under clause 85 in relation to a life’support eguipment
address.

(2)  If subclause (1)(a) applies, the retailer must de-register the. life
support equipment address —

(a) if the notification is received before 3 pm on a business
day — no later than the next business day;.or

(b) if the notification is received after 3 pm.or on a
Saturday, a Sunday or a public._holiday throughout the
State — within_2 business days.

(3)  If subclause (1)(b).applies, the retailer must —

(a)

send written.correspondence by reqgistered post to the

(b).

customer’s supply address. and to any other address
nominated by the.customer, warning the customer that
the.life support.equipment address may be de-reqgistered:;
and

at least 10:business days after sending the

correspendence under paragraph (a), and on at least 2
otherwccasions, taken reasonable steps to contact the
custemer about the de-registration of the life support
eguipment address; and

de-reqister the supply address if the customer fails, in

response to steps undertaken under paragraphs (a)
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and (b), to provide the confirmation required under
clause 85.

(4) A retailer must, when it de-registers a life support equipment
address, provide the customer’s distributor with a notification
about the de-reqgistration as soon as practicable after taking that
step but in any event within 3 business days.

(5)  The distributor must de-reqgister the life support equipment
address in accordance with the relevant standard for a
distributor.

(6)  Despite subclauses (1) to (5), a supply address must not be
de-reqistered if another person who residesat the supply.address
has their contact details registered under clause 82(2)(b) in
relation to the supply address.

(7)  Once a customer’s supply address ceasesito be registered as a

life support equipment address, the retailer’s and relevant
distributor’s obligations under thisseode in.connection with life
support equipment cease to'apply.in relation:to thataddress.
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Part 12 — Complaints and dispute resolution

87. Obligation to establish complaints handling
proeessprocedures [was 12.1]

(1) AEach retailer and distributor must develop, maintain and

implement an internal process for handling complaints and
reselhving-disputesa standard complaints and dispute resolution

procedure.
(2) The complaints handling process under subclause (1)
complaints and dispute resolution procedure must address—
(b) address at least —

H(a) how complaints must be lodged by customers; and

5 (b)  how complaints will be handled by a retailer or
distributor, including —

{A)(i) aright of a customer to have isa complaint
considered by a senior employee within-each
organisation-of the retailer or distributor if the
customer is not satisfied with the manner in
which the complaint is being handled; and

{B}(i1) theinformation that will be provided to a
customer, including in accordance with the
requirementsiunder clause 89;

and
{H)(c)  response times for complaints; and
{iwy(d)  the method of response;.

ier—electrici Keti Keting:-and
(d)— be available at no cost to customers.
(3) . The standard complaints and dispute resolution procedure must
comply with AS/NZS 10002:2014.
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88. Acknowledgment of complaint and response times [12.1(4)]

{4} For the purpose of subclause (2)(b}(iit}, a  retailer or

distributor must, on receipt of a written complaint by a
customer —

(@) acknowledge the complaint within 10 business days; and

(b) respond to the complaint by addressing the matters in
the complaint within 20 business days.

89. Advice about.outcome of complaint

A retailer or distributor must inform the customer —
(a) “of the outcome of a complaints process; and

(b)». unless the customer has advised the retailer or
distributor that the complaint has been resolved in a
manner acceptable to the customer inform the customer
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(i) of the retailer’s or distributor’s reasons regarding
the outcome; and

(i) that if the customer is not satisfied with the
outcome, the customer may make a complaint or
take a dispute to the electricity industry
ombudsman; and

(iii) _ of the telephone number and other contact details
of the electricity industry ombudsman.

90. Obligation to refer complaint [was 12.4]

When a retailer, distributor or electricity marketing agent
receives a complaint that does not relate to its functions, it must
advise the customer of the entity that the retailer, distributor or
electricity marketing agent reasonably considers to be the
appropriate entity to deal with the complaint (if known).
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13.1  Preparation of an annual report
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Part 13 — Family violence policy

91. Family violence policy

(1) A retailer must develop, maintain and implement a family
violence policy to assist vulnerable customers.

(2) The family violence policy must —

(a) provide for the training of staff (including call centre
staff and field officers) about issues related to family
violence and its impacts, including how to identify
customers who may be affected by family violence and
how to apply the policy effectively.and appropriately to
provide assistance to vulnerable custemers; and

(b) require the retailer to advise a vulnerable.customer that
the retailer can protect the customer’s information and,
if a vulnerable customer requests mformationto be
protected, require the retailer to.do sojand

(c) require the retailer=—

(i)  to take reasonable Steps to establish a safe
method of ecommunication with a vulnerable
customer.and if a method of communication
proposed by.a vulnerable customer is not
reasonablypragticable, to offer an alternative
methed of communication; and

(ii) . to keep arecord of any method of
communication that has been agreed between the
retailer and a vulnerable customer; and

(k). to.use any agreed method of communication for
the purposes of providing information required

by this code;

and

(d). include processes to ensure that a vulnerable customer
does not have to repeatedly refer to, or disclose, their
situation when they make contact with the retailer or
another person acting on behalf of the retailer; and
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(e) require the retailer to consider reducing or waiving any
fees, charges or debt that would otherwise be payable by
a vulnerable customer; and

(f)  without limiting paragraph (e), require the retailer to
consider —

(i) the potential impact of debt collection on a
vulnerable customer; and

(ii) _ the extent to which another person may have
contributed to an amount owing for electricity.
supplied to a particular supply address;

(q) _ provide that the retailer will take int@.accountithe
circumstances of a vulnerable customerbefore
disconnecting the customer’s supply address for failure
to pay a bill; and

(h) provide information about the operation of
subclause (4); and

(i) include —

(i) the telephone number for interpreter services,
identified by the Natienal Interpreter Symbol;
and

(i), the telephone number (or numbers) for services
that can assist customers with a speech or
hearing impairment;

and

(i) for printed copies of the family violence policy — be
availablelindarge-print copies.

(3)  The training required under subclause (2)(a) must at least satisfy
1 of.the following requirements —

(@) ‘it.is developed in conjunction with appropriate
consumer representatives;

(b)Y itis provided by appropriate consumer representatives.
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(4)

A retailer must ensure that the supply address of a vulnerable

(5)

customer is not disconnected for a period of 9 months from the
date on which the retailer became aware that the customer is a
vulnerable customer unless —

(a) the retailer is informed by the customer, or otherwise
becomes aware, that the customer no longer resides.at
that supply address; or

(b) the disconnection is requested by the customer; or
(c) there are safety reasons warranting the disconnection; or
(d) there is an emergency warranting disconnection; or

(e) electricity has been illegally consumed atithe supply
address.

Nothing in subclause (4) —

(6)

(a) affects a customer’s responsibilitysto pay forielectricity
supplied by a retailer to a supply address; or

(b) affects a retailer’siability £0 Send bills ang.notices to a
customer in connection with paymentifor the supply of
electricity or to'take.other steps in ¢onnection with a
liability to pay for electricity supplied by the retailer.

A retailer must not reguirexwritten evidence of family violence

(7)

from a customer unless the evidence'is reasonably necessary to
enable the retailer to.determine the most appropriate way to —

(a) address a failure.to pay a hill and, if relevant, debt
collection; or

(b)_deal'with a proposed disconnection of a supply address.

To'the extenbthatwritten evidence of family violence is

(8)

required, it need only be 1 document of a kind that is listed in
the:Residential Tenancies Act 1987 section 71AB(2).

A tetailer must ensure that its family violence policy, and

related procedures, comply with any requirements specified by
the'Authority for the purposes of this Part.
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(9) If directed by the Authority, a retailer must review its family
violence policy or related procedures, and submit the results of
the review to the Authority within a period specified by the

Authority.

(10) A retailer must consult with persons or bodies that may
reasonably be expected to represent the interests of personswho
may be experiencing family violence whenever the retaileris —

(a) developing its family violence policy; or

(b)  reviewing its family violence policy because of a
direction of the Authority under subclause (9).
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Part 14 — Service standard payments

Division 1 — Obligations particularte-for retailers

92. Facilitating customer reconnections [was 14.1]

(1) Subjeetto-clause14-6,H#-aUnless clause 97 applies, a retailer

must make the payment specified under subclause (2) if the
retailer is required to arrange a reconnection of a customer’s
supply address under Part 8 —

(a) but the retailer has not complied with the-timeframes
hod in cl 1(2) and ] I ¢ I
the customer’s supphy address to be reconnected-as
contemplated-by-clause-8-1(3)clause 53(3) or (4); or
(b) the retailer has complled with the time frames prescribed
in-elause-8-4{2)clause 53(3), but a distributor has not

complied with the timeframes-preseribed-in-clause
82(2)-timeframes set out.in.clause 54(4).

(2) theThe retailer must pay te-the customer $60 for each day that it
is late; up to a maximum of $300.

2)(3) Subjectto-clause-14-6Unless clause 97 applies, if a retailer is
Hable-to-and-makes a payment under subelause{(1H)this clause

due to an act or omission of a distributor, the distributor must
compensatereimburse the retailer for the amount of the
payment.

93. Wrongful disconnections [was 14.2]

(1) Subjeetto-clause 14:-6-f Unless clause 97 applies, a retailer

must.make the.payment specified under subclause (2) if the
retailer=

(a) fails to comply with any of the procedures preseribedset
out under Part 6 (if applicable and other than clauses

6-8,-6:9-6r-6:1045 and 46), or Part-7{etherthan-clauses
Code-priortoclause 48 or 82(1), before arranging for
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Service standard payments

)3)

94.

95.

(1)

)

disconnection of, or disconnecting, a customer for
failure to pay a bill; or

(b) arranges for disconnection of, or disconnects, a
customer in contravention of elauses7-27.3;
7-6clause 49, 50 or-#+ 52 for failure to pay a bill;.

theThe retailer must pay-te the customer $100 for each day that
the customer wasis wrongfully disconnected.

Subjeet-to-clause-14-6Unless clause 97 applies, if a retailers
liable-to-and makes a payment under subelause{1)}-this clause

due to an act or omission of a distributor, the distributor must
compensatereimburse the retailer for the amount of the
payment.

Customer service [was 14.3]

Subjeet-to-clause-14-6Unless clause 97 applies, if a retailer fails

to acknowledge or respond to a complaint within the time

framespreseribed-in-clause- 12 1 {Atimeframes setout in clause

88, the retailer must pay to the customer $20.

A retailer willis only be-liable to make 1 payment of-$20.-under
subelause{(1);this clause for each written complaint.

Division 2 — Obligations partictar-tefor distributors

1)

)

Customer service [was 14.4]

Subject-te-clause-14-6Unless clause 97 applies, if a distributor

fails to acknowledge or respond to a complaint within the time

frames-preseribed-in-elause-12.1(4) timeframes set out in clause
88, the distributor must pay to the customer $20.

A distributor witis only be-liable to make 1 payment ef-$26;
under subelause{(1);this clause for each written complaint.
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96.

97.
D)

)

©)

(4)

Wrongful disconnections [was 14.5]

Subject to clause-+4-6 97, a distributor must make the payment
specified under subclause (2) if a distributor disconnects a
customer’s supply address other than as authorised by —

(a) this-Cede code or otherwise by written law; or
(b) aretailer,.

then-theThe distributor must pay-te the customer $100 for each
day that the customer wasis wrongfully disconnected.

Division 3 — Payment
Exceptions [was 14.6]

A retailer or distributor is not required to make a payment under
elauses-14-1-to-14.5this Part if events or conditions outside the
control of the retailer or distributor caused the retailer or
distributor to be liable to make the payment.

Except in the case of a payment under clauses-14-2 93 and

14.5 96, which are required to be made without application by a
customer as soon as reasonably practical, a retailer or distributor
is not required to make a payment under elauses-14-1-to-14.5this
Part if the customer fails to apply to the retailer or distributor for
the payment within 3 months of the non-compliance by the
retailer or distributor.

Under-clauses14-3-and-14-41f clause 94 or 95 applies, a retailer
or distributor is not required to make more than 1 payment to
each affected supply address per event of non-compliance with
the performance standards.

For the purposes of subclause (3), each supply address where a
customer receives a bill from a retailer is a separate supply
address.
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98.
(1)

(2)

©)

99.
(1)

)

Method of payment [was 14.7]
A retailer who is required to make a payment under elauses
141142 or-243clause 92, 93 or 94 must do so —

(a) by deducting the amount of the payment from the
amount due under the customer’s next bill; or

(b) by paying the amount directly to the customer:-er.
o I : ¥ I | 4
customer:

A distributor who is required to make a payment under elauses
14-4-or14-5clause 95 or 96 must do so —

(d) by paying the amount to the customer’s retailer who will
pass the amount on to the customer in accordance with
subclause (1); or

(b) by paying the amount directly to the customer;-6x.

| ¥ | istril 4}
customer:

For-the-avoidance-of-doubt;aA payment made under this Part
does not affect any rights of a customer to claim damages or any
other remedy.

Recovery of payment [was 14.8]

If a retailer or distributor who is required to make a payment to
a customer under this Part fails to comply with clause-14-7 98
within 30 days efafier the date of demand for payment by the
customer, or in the case of a payment required to be made under
clause-44-2(1)-0r-14.593 or 96, within 30 days efafter the date of
the wrongful disconnection, then the customer may recover the
payment in a court of competent jurisdiction as a debt due from
the retailer or distributor (as the case may be) to the customer.

If a retailer is entitled under clause-14-1{2)-er-14.2(2) 92 or 93
to eempensationreimbursement from a distributor, and the
distributor fails to pay the eempensatienrelevant amount to the
retailer within 30 days efafter the date of a demand for
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compensation-payment by the retailer, then the retailer may
recover the eempensationamount of the payment in a court of
competent jurisdiction as a debt due from the distributor to the
retailer.
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Clause ‘

Title

Code of Conduct for the Supply of Electricity
to Small Use Customers 20182022

Reason for proposed
amendment

Approved by the Authority under section 79 of the

Act.

Part 1 — Preliminary

14 Fitle Citation Consistent with the
1 The Code-may be cited-as This Code is the Code | Parliamentary Counsel
of Conduct for the Supply of Electricity to Small Office’s current drafting
Use Customers 2018 2022. style (drafting changes).
12 Authority This matter is addressed by
The Code-is-made by the Authority-under section | section 79 of the Act.
79-of the-Act.
13 Commencement Drafting changes.
2 FheCode This Code comes into operation-upen
the-day-preseribed-by-the-Authority- as follows —
(a) clauses 1 and 2 — on the day on which this
code is published in the Gazette;
(b) the rest of the code —on 1 January 2023.
4 Interpretation Drafting changes.
{H—Headings-and-notes-areforconvenience-or | Section 32 of the
iformation-enly-and-de-notaffectthe Interpretation Act 1984
nterpretation-of-the-Code-or-any-term-or addresses a similar matter.®
" in .
{2 —An-expressionimporting-a-natural-person Section 5 (definition of
i ; 5 ; person) of the Interpretation
jointventure;-association-corporation-or Act 1984 addresses a
other-body corporate-and-any-governmental | similar matter.2
agency-and-vice-versa-

The Act does not include an
express head of power to

supplement-to,-orreplacementof-or provide that a reference to

novation-of-that- decumentorthatprovision | a particular document is a

of-that-decument: reference to that document
as amended from time to
time.

dy—~A-referenceto-a-persen-ineludes-that Drafting changes.
s_ue_ee_sse’ S substltute_s ticlading “without
FAHAtOR, Pers ens. taking-by-nevation)-and

1 Section 80 of the Act provides that the Code is subsidiary legislation for the purposes of the Interpretation

Act 1984.
2 Id.
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Clause Reason for proposed
amendment
(5)—Other parts-of speech-and-grammatical Section 9 of the
forms-ot-a-word-erphrase-defined-in-the Interpretation Act 1984
Code-have-a-corresponding-meaning- addresses a similar matter.3
{6y —A-reference-to-an-electricity- marketing-agent | The Code no longer refers
arranging-a-contractisto-beread-as-a to electricity marketing
reference-to-an-electricity-marketing-agent agents arranging a contract.
S | | tailor
behalf of ; .
relevant).
15 Definitions Terms used Drafting changes.
3

In this code the Codeunlessthe contransintention
appears —

Drafting changes.

“accumulation meter” has the same meaning
as-given in elause-1-3-of the Metering Code
clause 1.3;

Drafting changes.

[13 th

Section 44(2) of the
Interpretation Act 1984
provides that a reference in
subsidiary legislation to the
Act shall be construed as a
reference to the Act under
which the subsidiary
legislation is made.*

actual value has the meaning given in the
Metering Code clause 1.3.

ECCC recommendation 26

13 1 ik

ECCC recommendation
42(d)

falternative tariffZ_for a customer, means a tariff
other than the tariff under which the customer is
currently supplied electricity-;

Drafting changes.

Section 80 of the Act provides that the Code is subsidiary legislation for the purposes of the Interpretation

Act 1984.

Id.

D241734



Clause

[13 1

Reason for proposed
amendment

The term is no longer used
in the Code.

“appropriately qualified medical practitioner?
means —

(&) within the Perth Metrepolitan-Area;

metropolitan area —

() aspecialist medical practitioner;; or

(i) a hospice doctor;; or

(iii) a medical practitioner working in a
specialist department of a hospital;

or
(b) outside-of the Perth-Metropolitan-Area;
otherwise —
(i) __a specialist medical practitioner; or
(i) __a hospice doctor; or
(iii) _a medical practitioner working in a
specialist department of a hospital; or
(iv) adoctor or general practitioner
he/she-alse who works en-an
oceasional-basisfrom at a local hospital
or rural health service (whether or not

on a full-time basis);-era-heospice
deetor-

ECCC minor amendment,
item A

AS, followed by a designation, refers to an
Australian Standard having that designation that
is published by Standards Australia;

Consequential amendment
of removing references to
“Australian Standard” (and
replacing them with “AS” or
“AS/NZS”, as applicable).

AS/NZS, followed by a designation, refers to an
Australian/New Zealand Standard having that
designation that is published jointly by Standards
Australia and Standards New Zealand;

Consequential amendment
of removing references to
“Australian Standard” (and
replacing them with “AS” or
“ASINZS”, as applicable).

fattach” has the same meaning as given in the
Obligation to Connect Regulations regulation 2;-

Drafting changes.

“Australian Consumer Law (WA)>-means

schedule 2 to-the-Competition-and-Consumer-Act
2010-(Cthy-as-modified-by-section-36-of has the
meaning given in the Fair Trading Act 2010 {A/A)

section 17(1);-

Drafting changes.

[13 H ”

Consequential amendment

published-by-Standards-Australia: of removing references to
“Australian Standard” (and
replacing them with “AS” or
“ASINZS”, as applicable).

i« ity” The term is already defined

Authority-established-underthe Economic in the Act.

“basic living needs” includes payments for —

Drafting changes.
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Clause

(&) rent or mortgage; and

(b) other utilities (e.g.; gas, phone and water);
and

(c) food and groceries; and

(d) transport (including petrol and car
expenses); and

(e) childcare and school fees; and
() clothing; and
(g) medical and dental expenses-;

Reason for proposed
amendment

bill issue date means the date on which a bill is
sent by a retailer to a customer;

ECCC recommendation
43(b) — with drafting
changes.

“business day” means any a day except other
than a Saturday, a Sunday or a public holiday
throughout the State;-

Drafting changes.

[13 L

This term is only used in
clause 6.10(3)(b)(i).5 Itis
unnecessary to define the
term in this context.

calls-and-record-call-centre-performance

e on.

Centrelink means the Commonwealth agency Clarification.
known as Centrelink;

Centrepay means the facility that allows Clarification.

Centrelink customers to have automatic
deductions taken from Centrelink payments;

[13 H H L

Consequential amendment
of ECCC recommendation
50(c) (the term “change in
personal circumstances” is
only used in the definition of
“payment difficulties”, which
is proposed to be deleted).

The amended Code no
longer uses the defined
term “Code”. Instead, it
uses the words “this code”
— consistent with the PCO’s
current drafting style.

5 Clause 46(3)(a) of the amended Code.
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Clause

“collective customer* means a customer —

(@) who receives a single bill from the retailer
for electricity supplied at twe-2 or more
supply addresses; or

(b) who is supplied electricity from the same
retailer at multiple sites at a single supply
address:;

Reason for proposed
amendment

Drafting changes.

“concessionZ means a concession, rebate,

subsidy or grant related-te-the-supphy-of

electricity, available to residential customers
only:, related to the supply of electricity;

Drafting changes.

“connect” means to attach by way of a physical
link to & an electricity network and to energise the
link-;

Drafting changes.

[13 1 »

o by : , :
address-as-recorded-by the-meter.

The Act, which also uses
the term “consumption”,
does not define this term.
Also, the definition is
arguably inconsistent with
the use of the term in the
Code. The definition
provides that consumption
is the amount of electricity
supplied by the retailer “as
recorded by the meter”.
However, the Code also
uses the term “estimated
consumption”. Estimated
consumption is not
determined as recorded by
the meter but based on
prescribed assumptions.

“contact” means contact that is —
(@) face to face;, or

(b) Dby telephone; or

(c) by post; or facsimile; or

(d) by email or other means of electronic
means- communication;

Drafting changes.

“contestable customer” means a customer at
an exit point where the amount of electricity
transferred at the exit point is more than the
amount prescribed under the Electricity
Corporations (Prescribed Customers) Order 2007
made under the Electricity Corporations Act 2005
or under another enactment dealing with the

progressive-introduction-of customer

contestability.

Drafting changes.

“cooling off period”, in relation to a contract,
means the period specified in the contract as the
cooling off period-;

Drafting changes.
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Clause

“customer? means a eustomer person —

(a) __to whom electricity is sold for the purpose of
consumption; and

(b) who consumes not more than 160 MWh of
electricity per annum-;

Reason for proposed
amendment

Drafting changes.

customer experiencing financial hardship
means a residential customer who has been
assessed by a retailer under clause 40 as
experiencing financial hardship;

This definition was
previously included in
clause 6.5.

“de-energise” means the removal of the supply
voltage from the a meter at the a supply address
while leaving the supply address attached-;

Drafting changes.

! eal :

Consequential amendment
of ECCC recommendation
45,

“disconnect? —
(&) means to de-energise the a customer’s
supply address-etherthan; but

(b) does not include de-energising a customer’s
supply address in the event of an
interruption-;

Drafting changes.

[13 P ”

Electricity FdHSE *I(E"et“le EQHa. by-and

This term was only used in
clause 7.7(5)% and has
been replaced with the full
title of the Code. Therefore,
the definition is no longer
required.

“electricity industry ombudsman” means the
ombuds Ila appen_nt_eel unelel ¢ Ile sel el“ e 'E ally
any-amendments-under-section-92-of- the-Act-
Energy and Water Ombudsman Western
Australia performing the functions of electricity
industry ombudsman under a scheme approved
under Part 7 of the Act and an agreement under
the Parliamentary Commissioner Act 1971
section 34;

Drafting changes.

“electricity marketing agent”means —
(@) means a person who acts on behalf of a
retailer —

(i) for the purpose of obtaining new
customers for the licensee retailer; or

No other activity relating to
the marketing of electricity
has been prescribed for the
purposes of paragraph (b)
of the definition. Also, the
definition of “electricity
marketing agent” in the Gas
Marketing Code of Conduct

Clause 84(2)(b) of the amended Code.
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Clause

(ii) in dealings with existing customers in
relation to contracts for the supply of
electricity by the licensee retailer;

{e)(b) includes a representative, agent or
employee of a person referred to in

subelause(a)-or{b) paragraph (a); but
(¢) does notinclude apersen-who-is a

customer representative or the Housing

Reason for proposed
amendment

2017 does not include an
equivalent paragraph (b).

Authority::
“Electricity Generation-and-Retail The term is already defined
Corporation”-means-the-body-corporate in the Act.”

Y | | I lactric
Corporations-Act2005-

As a result of the proposed
amendments to the Code,

this term is no longer used
in the Code.

“emergency” means an-emergency-due-to the

actual or imminent occurrence of an event which
that —

(@) inany way endangers or threatens to
endanger the safety or health of any person,
or the maintenance of power system
security, in-\Western-Australia in the State; or

(b) which-destroys or damages, or threatens to
destroy or damage, any property in-Western
Adstralia- in the State;

“energise” has the same meaning as given in
the Obligation to Connect Regulations- regulation
2;

Drafting changes.

“energy data” has the same meaning as given in
the Metering Code- clause 1.3;

Drafting changes.

[13 th

E}Eag:ted .Ilqtg the E".st’:'.b”tQ’:’S networkas
recorded-by-the-meter:

The definition is arguably
inconsistent with the use of
the term in the Code. The
definition provides that
consumption is the amount
of electricity exported “as
recorded by the meter”.
However, the amended

Section 44(1) of the Interpretation Act 1984 provides that words and expressions used in subsidiary
legislation shall have the same respective meanings as in the written law under which the subsidiary
legislation is made
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Clause

Reason for proposed
amendment

Code also uses the term
“estimated export”.

Also see reasons for the
proposal to delete the
definition of “consumption”.

family violence has the meaning given in the
Restraining Orders Act 1997 section 5A.

ECCC recommendation
104

“financial hardship?,in relation to a residential
customer, means a state of mere-thanimmediate
long-term financial disadvantage as a result of
which resulis-ina-residential the customer being
is unable to pay an outstanding amount as
required by a retailer without affecting the
customer’s ability to meet the basic living needs
of the residential customer or a dependant of the
residential customer.

ECCC recommendation
49(a) — with drafting
changes.

“Housing Authority” means the body corporate

existence-pursuantto-section-6-of established

under the Housing Act 1980- section 6;

Drafting changes.

The term “instalment plan”
has been replaced with
“payment plan” and is
defined in clause 4 of the
amended Code. The new
definition amalgamates the
definition in clause 1.5 and
the description of instalment
plan in clause 6.4(1)(b).

“interruption means the temporary
unavailability of supply from the distribution
network to a customer, but does not include a
disconnection under Part 7-;

Drafting changes.

“interval meter” has the same meaning as given
in the Metering Code- clause 1.3;

Drafting changes.

life support equipment address means an
address registered under Part 11.

Drafting changes.

[13 H g

el gage, ik EIMI' of-the-following aetl vities b? any
other-electronic-means—

The term is already defined
in the Act.®

Section 44(1) of the Interpretation Act 1984 provides that words and expressions used in subsidiary
legislation shall have the same respective meanings as in the written law under which the subsidiary
legislation is made.
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Clause

Reason for proposed
amendment

“meter” has the same meaning as given in the
Metering Code- clause 1.3;

Drafting changes.

“metering data agent”means-a-person
iy fing 1l half of
distributer—has the meaning given in the Metering

Code clause 1.3;

ECCC minor amendment,
item B

“metrology procedure? has the same meaning
as given in the Metering Code- clause 1.3;

Drafting changes.

“metropolitan area” means —
(a) theregion-describedin-Schedule3-ofthe
; the
Perth Metropolitan area; and

(b) the local government district of Mandurah;
and

(c) the local government district of Murray; and

(d) the townsites, as constituted under section
26-of the Land Administration Act 1997
section 26, of —

(i) Albany; and

(i) Bunbury; and
(i) Geraldton; and
(iv) Kalgoorlie; and
(v) Karratha; and
(vi) Port Hedland; and
(vii) South Hedland-:

Drafting changes.

“National Interpreter Symbol” means the
national public information symbol “Interpreter
Symbol” (with text) developed by the State of
Victoria in partnership with the Commonwealth,
State and Territory governments in accordance
with Australian-Standard AS 2342-1992;-

Consequential amendment
of removing references to
“Australian Standard” (and
replacing them with “AS” or
“AS/NZS”, as applicable).

“non-standard contract?-means-a-contract
ora-classof customers,thatishota-standard
form-contract: has the meaning given in section
47 of the Act;

Drafting changes.

“Obligation to Connect Regulations” means
the Electricity Industry (Obligation to Connect)
Regulations 2005 (WA)-;

Drafting changes.

“overchargingZ-means-the-ameunt-by-which-the
i " " .
g i g
would-have-been-charged-if-the-amount-of the bill

ECCC recommendation
40(c) and 42(b) — with
drafting changes.
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Clause

46K a)yasa —
(a)__includes —

(i) __the overcharging of a customer that is
the result of seme an error, defect;
error or default for which the retailer or
distributor is responsible ercentributed
tor-but-dees-not-inelude (including when
a meter is found to be defective); and

(i) an adjustment- that results from the
difference between the amount due
under an estimated bill and the amount
that would have been due if the bill had
been based on an actual value
determined in accordance with the
Metering Code clause 5.4(1A)(b);

but

(b) does not include an amount charged in
accordance with a bill smoothing

arrangement;

Reason for proposed
amendment

[13 1 H H ”

Fmediatefinancial disadvantage that results in-a
residential customer being-unable-to-pay a
outstay dlﬁ 9 al ounRtas equneell by-a-retailer b?

ECCC recommendation
50(c)

payment plan has the meaning given in clause 4;

The term “payment plan”
replaces the term
“instalment plan”.

“payment problems? includes;-without-imitation;
payment problems relating to a historical debt-;

Drafting changes.

13 H L

The term is used in the Act
but not defined. It is
unnecessary to define the
term in the Code.

Perth metropolitan area means the region
described in the Planning and Development Act
2005 Schedule 3;

Consequential amendment
of the drafting changes
made to the definition of
“metropolitan area”.

“pre-payment meter” means a meter that
requires a customer to pay for the supply of
electricity priorto before consumption;

Drafting changes.

protected period means —

(a) _a Monday, Tuesday, Wednesday or
Thursday after 3 pm; or

(b) a Friday after 12 noon; or

(c) a Saturday, a Sunday or a public holiday
throughout the State; or

(d) __abusiness day immediately before a public
holiday throughout the State;

Drafting changes.

The National Energy Retall
Rules also use the term
protected period.

D241734
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Clause

[13 H 1 ”

Reason for proposed
amendment

The term is already defined
in the Interpretation Act
1984.°

The term is no longer used
in the Code.

“recharge facility” means a facility where a pre-
payment meter customer can purchase credit for
the a pre-payment meter-;

Drafting changes.

“regional area” means all-areas an area in
Western-Australia the State other than the
metropolitan area;-

Drafting changes.

13 1 1 1

lict I "
Corporations-Act2005-

The term is already defined
in the Act.10

“relevant consumer representative” —

(a) means a person who may reasonably be
expected to represent the interests of
residential customers who are experiencing
payment difficulties or financial hardships;
and

(b) includes financial counsellors:;

Drafting changes.

relevant standard —

(a)__in relation to a retailer, has the meaning
given in clause 81(1); and

(b) __in relation to a distributor, has the meaning
given in clause 81(2);

Drafting changes.

“reminder notice’means-a-hotice-ir-writirg
issued-in-accordance-with has the meaning given

in clause %2 48(1)(a)-;

Drafting changes.

1 July-and-ending-on-30-June-

The term is no longer used
in the Code.

“residential pre-payment meter customer?
means a residential customer who has a pre-
payment meter operating at the customer’s

supply address and-who-consumes-electricity

1

Drafting changes.

9 Section 80 of the Act provides that the Code is subsidiary legislation for the purposes of the Interpretation

Act 1984.

10 Section 44(1) of the Interpretation Act 1984 provides that words and expressions used in subsidiary
legislation shall have the same respective meanings as in the written law under which the subsidiary
legislation is made

D241734
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Clause Reason for proposed
amendment
“resolved”, in relation to a complaint, means the | Drafting changes.
that —
(a) a decision or determination has been made
by the retailer or distributor (as relevant)
with respect to the complaint-where; and
(b) in making the decision or determination, the
retailer or distributor:-having had regard to
the nature and particular circumstances of
the complaint, has and used all reasonable
steps to ensure the best possible approach
to addressing the complaint:;
“standard form contract”-means-a-contractthat | There are no customers on
is-approved-by the-Authority-under has the a contract that is prescribed
meaning given in section 47 5% of the Act o by the Minister under
prescribed-by-the - Ministerundersection-55-of-the | section 55 of the Act.
Actpriorto-itsrepealk;
= - It is unnecessary to define
transmit-and-receive-voicefrequency-signals. this term in the Code.
= i ions” Consequential amendment
situation-where-a-retallertemporarily-suspends-all | of ECCC recommendation
disconnection-and-debtrecoveryprocedures 51(b).
. A | )
arrangementunder-clause-6:4(1)-
“ 2 Consequential amendment
of ECCC recommendation
4.
“ Z The term is no longer used
Metering-Cede- in the Code.
“undercharging” — ECCC recommendations
(@) includes,-witheut limitation — 39(d) and 42(c) — with
(a) £ail ; i | ; drafting changes
bill hi ;
. .
to)—t 1e-amount by “l'.'el' te-amou teharged-in
& bll of IH elel a-bills neeltln 9 anal |I|ge ent
i .
neer ena ge_el Hhe-amount © II ¢ Ie bil-was
4-6(I)arasa
(i) the undercharging of a customer that is
the result of seme an error, defect;
error or default for which the retailer or
distributor is responsible ercentributed
tor-but-dees-netinelude (including when
a meter is found to be defective); and
(i) an adjustment that results from the
difference between the amount due
under an estimated bill and the amount
that would have been due if the bill had
been based on an actual value
D241734 12



Clause

determined in accordance with the
Metering Code clause 5.4(1A)(b), other

than if the adjustment results from the
customer denying access to the meter
at the supply address for more than 12
months;

but

(b) does not include an amount charged in
accordance with a bill smoothing

arrangement;

Reason for proposed
amendment

“unsolicited consumer agreement”is-defined
in-section-69-of has the meaning given in the
Australian Consumer Law (WA)-_section 69;

Drafting changes.

verifiable confirmation means confirmation that

is given —

(a)__expressly; and

(b) __in writing or orally; and

(c) by the customer or a nhominated person
competent to give the confirmation on the
customer’s behalf;

ECCC recommendation
11(b)

“yverifiable consent? means consent that is
given —

(@) expressly; and

(b) in writing or orally; and

: ectrici .

{e)(c) by the a customer or a nominated person
competent to give the consent on the
customer’s behalf:; and

(d)  after the retailer or electricity marketing
agent (whichever is relevant) has, in plain
language appropriate to the customer,
disclosed all matters materially relevant to
the giving of the consent, including each
specific purpose for which the consent will
be used;

Drafting changes.

vulnerable customer means a residential
customer, or a former residential customer —

ECCC recommendation
105 — with drafting

(a) __who has advised the retailer that they are changes.
affected by family violence; or

(b) _who the retailer has reason to believe is
affected by family violence.

Note for this clause: Clarification.

Other terms used in this code have the same
meanings as in the Electricity Industry Act
2004. See the Electricity Industry Act 2004

D241734

13



Clause

sections 3 and 78 in particular, and the
Interpretation Act 1984 section 44.

Reason for proposed
amendment

I

Payment plans

(1) For the purposes of this code, a payment
plan is an interest-free and fee-free plan or
other arrangement between a retailer and a
residential customer under which the
customer is allowed to pay a hill, any arrears

or a charge (including a disconnection or
reconnection charge) by at least 3
instalments while permitted to continue
consumption of electricity.

(2)__In subclause (1), a fee includes any fee or
charge associated with the establishment or
operation of a payment plan that would not
otherwise be payable if the residential
customer had not entered into the payment

plan.

The term “instalment plan”
has been replaced with
“payment plan” and is now
defined in clause 4 of the
amended Code. The new
definition amalgamates the
current definition of
“instalment plan” in clause
1.5 and the description in
clause 6.4(1)(b).

lon

Provision of information to customers
(1) Inthis clause —

designated entity means —

(a) _aretailer; or

(b) adistributor; or

(c) an electricity marketing agent.

(2)__If this code requires a designated entity to
give or provide information to a customer on
request, the designated entity may satisfy
this requirement by —

(a) referring the customer to a retailer’s or
distributor’'s website (as the case
requires); or

(b) providing the information to the
customer.

(3) _The designated entity must provide a copy
of the information to the customer if the
customer requests a copy.

(4) __This clause does not limit any other
provision of this code relating to the
provision of information.

ECCC recommendation 2

Not required.

This matter is addressed in
section 79(2) of the Act.

D241734
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Clause Reason for proposed
amendment
18 Objectives This matter is addressed in
TFhe-objectives-of the Code-are-to— section 79(2) of the Act.
i .

ta)y—define stla 'd. a elsﬁ okco _|e|_uet A-the-supp 5;
and

(b)—protect customers-from-undesirable
marketing-conduct.

19 Amendment-&Review This matter is addressed in

The process for amendment and review of the Part 6 of the Act.

6 Variations relating to standard form contracts | ECCC recommendation

(1) A retailer and a customer may agree that 5(c)
the following clauses do not apply, or are to | Clause 6(1) of the amended
be amended in their application, to a Code does not include a
standard form contract — reference to:

(a) 18(2); « Clause 5.4 (now 35): The

(b) 38(1); amended wording of

(c) 53; clause 5.4 clarifies that

(d) 98(1); the retailer may accept a
payment in advance of

(e) 98(2). less than $20 at any

(2) An agreement under subclause (1) may be a time.
written or a verbal agreement.

e Clause 6.4(3)(b): The

words “at least 5
business days before”
have been replaced with
“within 5 business days
after” in clause 6.4(3)(b).
Therefore, there is no
longer any need for
customers to contract out
of clause 6.4(3)(b) to
ensure their amended
payment plan takes
effect immediately.

110 Variationfrom-the Code ECCC recommendation

7 Variations relating to non-standard contracts | 5(b)

(1) A retailer and a customer may agree that Clause 7(1) of the amended
the following clauses {marked-with-an Code does not include
asterisk-throughout) do not apply, or are to | reference to clause
be amended in their application, in to a non- | 6.4(3)(b) because the
standard contract — words “at least 5 business
(a) 18(2): dayls be;orgt’;qua\{teh_begn

) replaced with “within
@) 4-119; business days after”.
(b)(c) 4-220; Therefore, there is no
(d) 21(1) to (6); longer any need for
(e)(e) 5-133; customers to contract out of
@)(f) 5.234: clause 6.4(3)(b) to ensure
P their amended payment
fe)q) 5435 plan takes effect
hh) 5738 and immediately.
() 8453
D241734 15



Clause

(0 98(1);
(k) 98(2).

(2) __An agreement under subclause (1) may be
a written or a verbal agreement.

Reason for proposed
amendment

Part 2

NOTE:Note for this Part:

This Cede code is not the only compliance
obligation in relation to marketing. Other State
and Federal laws apply to marketing activities,
including but-notlimited-te the Fair Trading Act
2010 {WAY, the Spam Act 2003 (Cth
Commonwealth), the Spam Regulations 2004
(Sth Commonwealth), the Do Not Call Register
Act 2006 (Sth Commonwealth), the
Telecommunications-{Bo-Net-Call-Register)
(Telemarketing and Research Calls) Industry
Standard 2007-(Cth) 2017 (Commonwealth) and
the Privacy Act 1988 (Sth Commonwealth).

Drafting changes.

Division 1

Obligations partictHarte for retailers

Drafting changes.

Retailers te must ensure electricity marketing
agents comply with this Part

Drafting changes.

Entering into a standard form contract

Drafting change.

When entering into a standard form contract that
is not an unsolicited consumer agreement, a the
retailer or an electricity marketing agent must —

Drafting changes.

(a) record the date on which the standard form
contract was entered into; and

Drafting changes.

(b) give, or make available to the customer at no
charge, a copy of the standard form contract

(i) __if the standard form contract is entered
into by telephone — as soon as
possible, but not more than 5 business
days, after the standard form contract is
entered into; or

(i otherwise — at the time the standard
form contract is entered into.-fthe

Drafting changes.

9(2)(f

Subjeette Unless subclause (3) applies, if a
customer enters into a standard form contract

with a retailer, ...

Clarification.

The proposed amendment
is different from ECCC
recommendation 6 which

D241734
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Clause

Reason for proposed
amendment

was to include the words “if
a customer enters into a
contract described in
subclause (1)” — consistent
with clause 2.2(2) of the
Gas Marketing Code of
Conduct 2017. The words
included in the Gas
Marketing Code are
incorrect. They were
inserted during the last
review of the Gas Marketing
Code as part of other
changes made to the
clause. However, they are
inconsistent with previous
versions of the Gas
Marketing Code which
required the information to
be provided with all
standard form contracts; not
only those that are not
unsolicited consumer
agreements. It is also
inconsistent with clause
2.3(2) of the Code which
requires equivalent
information to be provided
with all non-standard
contracts (not only those
that are not unsolicited
agreements).

.. & the retailer or an electricity marketing agent
must give the following information to a the
customer ...

Drafting changes.

.. ho-laterthan-on-orwith before or at the time of

g. iving ...

ECCC recommendation 6

(@)

(b)
(€)

.. the customer's first 1stbill —

how the customer may obtain —

(i) acopy of the-Cede this code; and

(ii) details en of all relevant tariffs, fees,
charges, alternative tariffs and service
levels that may apply to the customer;;

the scope of the-Cede this code;

that aretailer retailers and electricity

marketing agent agents must comply with the
Cede this code;

Drafting changes.

(d)

how the retailer may assist if the customer is

experiencing paymentdifficulties-erfinancial
hardship problems paying a bill;

ECCC recommendation
50(d)

()

with-respeetto in the case of a residential
customer;-the-concessions-that-may-apply-to

ECCC recommendation 7

D241734
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Clause

theresidentialcustomer — a statement that
the customer may be eligible to receive
concessions and how the customer may find
out about their eligibility to receive those
concessions;

Reason for proposed
amendment

(f) the relevant distributor’s 24-hour telephone
number for faults and emergencies;

Drafting change.

(g) with-respectto in the case of a residential

customer ...

Drafting changes.

ECCC recommendation 8

() mukiinguat services i anguages

the telephone number for interpreter
services, identified by the National
Interpreter Symbol; and

¢ ECCC recommendation
8

¢ ECCC minor
amendment, item C

(i) F¥-services the telephone number (or
numbers) for services that can assist
customers with a speech or hearing

impairment;

ECCC recommendation 4

(h) how to make an enquiry of, or complaint to,
the retailer; and

(i) general information on the safe use of
electricity.

Drafting change.

93)

Forthepurposes-of-subclause-{2)-a A retailer or
an electricity marketing agent is taken-te-have

given-the-customerthe not required to give the

information set out in subclause (2) to a customer

if —

(a) the retailer or electricity marketing agent has
provided given the information to that the
customer within the preceding 12 months; or

(b) the retailer or electricity marketing agent has
informed the customer how the customer
may obtain the information;-urless and the
customer reguests has not requested to
receive be given the information.

Drafting changes.

Entering into a non-standard contract

Drafting change.

23
10(1)

When entering a retailer and a customer enter
into a non-standard contract that is not an
unsolicited consumer agreement, a the retailer or
an electricity marketing agent must —

Drafting changes.

(a) obtain and make a record of the customer's
verifiable consent that to entering into the
non-standard contract has-been-entered
inte;; and

ECCC recommendation 9

D241734
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Clause

(b)

give, or make available to the customer at no
charge, a copy of the non-standard contract

(i) _if the non-standard contract is entered
into by telephone — as soon as
possible, but not more than 5 business
days, after the non-standard contract is
entered into; or

(i) otherwise — at the time the non-

standard contract is entered into.fthe

Reason for proposed
amendment

Drafting changes.

2:3(2)
10(2) and (3)

(2)

Before entering into a non-standard contract,
a the retailer or an electricity marketing agent
must give the customer the following
information —

Drafting changes.

(a) in the case of a residential customer
— a statement that the customer may
be eligible to receive concessions and
how the customer may find out about
their eligibility to receive those
concessions;

ECCC recommendation 7 —
with drafting changes.

&)(b) details of any right the customer may
have to rescind the non-standard
contract during a the cooling-off period
and the charges that may apply if the
customer rescinds the nen-standard
contract;.

Drafting changes.

(3)

Unless subclause (4) applies, if a customer

enters into a non-standard contract with a
retailer, the retailer or an electricity marketing

agent must give the following information to
the customer before or at the time of giving
the customer’s 1st bill —

ECCC recommendation 10
— with drafting changes

b}(@) how the customer may obtain —
(i) a copy of the-Cede this code; and
(ii) details en of all relevant tariffs,
fees, charges, alternative tariffs
and service levels that may apply
to the customer;
{e)}(b) the scope of the-Cede this code;
{eh(c) that aretailer retailers and electricity

marketing agent agents must comply
with the-Cede this code;

Drafting changes.

{e)(d) how the retailer may assist if the
customer is experiencing payment

ECCC recommendation
50(d)
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Clause

problems paying a bill;

Reason for proposed
amendment

g i denti ,
the-concessions-thatmay-apply-te-the
residential-customer;

A similar matter is now
addressed in clause
10(2)(a) of the amended
Code.

{g)(e) the relevant distributor's 24-hour
telephone number for faults and
emergencies;

Drafting changes.

)(f) with-respectto in the case of a
residential customer-how-the

ECCC recommendation 8

residential customer-may-access —

(i) theretallers-multi-lingualservices | « ECCC recommendation 8
i anRgHages reflective-of the e« ECCC minor
retailer’'s-customer-base) the

telephone number for interpreter
services, identified by the
National Interpreter Symbol; and

amendment, item C

(iiy FF¥-services the telephone
number (or numbers) for services
that can assist customers with a
speech or hearing impairment;

ECCC recommendation 4

#(a) how to make an enquiry of, or
complaint to, the retailer; and

() general information on the safe use of
electricity.

Drafting change.

233}
10(4)

For-the purposes-of subclauses{2}{b)}-{)a A
retailer or an electricity marketing agent is taken
to-have-given-the-customerthe not required to
give the information set out in subclause (3) to a
customer if —

(a) the retailer or electricity marketing agent has
provided given the information to that the
customer within the preceding 12 months; or

(b) the retailer or electricity marketing agent has
informed the customer how the customer
may obtain the informationunless and the
customer reguests has not requested to
receive be given the information.

Drafting changes.

2:3(4}
10(5)

Before arranging a non-standard contract is

entered into, the Electricity Generation and Retail

Corporation or Regional Power Corporation, or an
electricity marketing agent acting on behalf of it,
must give a customer the following information —
(a) that the customer is able to choose the

standard form contract offered by the
relevant retailer; and

(b) the difference between the non-standard
contract and the standard form contract.

ECCC minor amendment,
item D — with drafting
changes.
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Clause

10(6)

Subjeet-to-subelause{(3);a A retailer or electricity
marketing agent must obtain the customer's
verifiable eensent confirmation that the
information referred to in elause2:3(2)and-2-3(4}
subclauses (2) and (5) (if applicable) has been
given.

Reason for proposed
amendment

ECCC recommendation
11(a)

11(1)

A retailer or an electricity marketing agent must
ensure that the inclusion of concessions is made
clear to residential customers of the retailer and
that any prices that exclude concessions are
disclosed.

Drafting changes.

5

11(2

A retailer or an electricity marketing agent must
ensure that a customer of the retailer is able to
contact the retailer or electricity marketing agent
on the retailer’s or electricity marketing agent’s
contact details, including telephone number,
during the normal business hours of the retailer or
electricity marketing agent for the purposes of
enquiries, verifications and complaints.

Drafting changes.

Contact for the purposes of marketing

Drafting change.

A retailer or electricity marketing agent who
makes-contact-with contacts a customer for the
purposes of marketing must, on request by the
customer, provide —

() previde the customer with the complaints
telephone number of the retailer on whose
behalf the contact is being made; and

(b) previde the customer with the telephone
number of the electricity industry
ombudsman; and

(c) ferin the case of contact by an electricity
marketing agent; — provide the customer
with the electricity marketing agent’s
marketing identification number.

Drafting changes.

12(2)

A retailer or electricity marketing agent who
meets with a customer face to face for the
purposes of marketing must —

(a) wear display a clearly visible and legible
identity card that shows —

ECCC recommendation 12

(i) hiserher the first name; of the person
who is meeting with the customer; and

(i) his-erher a photograph; of the person
who is meeting with the customer; and

(i) in the case of an electricity marketing
agent — the agent’s his-er-her
marketing identification number {fer

e Keti

agent); and

(iv) the name of the retailer on whose behalf
the contact is being made; and

Drafting changes.
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Clause

and

Reason for proposed
amendment

(b) on request by the customer, provide the
customer; following information, in writing, to
the customer —

(i) his-erher the first name of the person
who is meeting with the customer;

(i) inthe case of an electricity marketing
agent — the agent’s his-er-her
marketing identification number {for

S ket
agent),

(i) the name of the retailer on whose behalf
the contact is being made;

(iv) the complaints telephone number of the
retailer on whose behalf the contact is
being made;

(v) the business address and Australian
Business or Company Number of the
retailer on whose behalf the contact is
being made; and

(vi) the telephone number of the electricity
industry ombudsman.;

. .
als seeRas p|aﬁetelab_leﬁ onows |g.a equest by

o Drafting changes in
response to ECCC
minor amendment, item
E.

e The obligation to provide
the information “as soon
as practicable” is now
addressed in clause
12(3) of the amended
Code.

12(3) A retailer or electricity marketing agent must This matter was previously
comply with a request under subclause (2)(b) as | addressed in clause
soon as practicable after it is made by the 2.5(2)(b).
customer.

26 Ne-canvassing-oradvertising Compliance Drafting changes.

13 with signs
A retailer or electricity marketing agent who visits
a person’s premises for the purposes of
marketing must comply with any clearly visible
signs at the person’s premises indicating —

(a) that canvassing is not permitted at the
premises; or

(b) that no advertising or similar material is to be
left at the premises or in a letterbox or other
receptacle at, or associated with, the
premises.

2714 Compliance with code Drafting changes.

27D Penalty — for this subclause: Drafting changes.

14(1)

272 Penalty — for this subclause: Drafting changes.

14(2)

e It is a defence to a prosecution for a Drafting changes.

14(3) coentravention-of an offence under subclause (2) if
the retailer proves that the retailer used
reasonable endeavours to ensure that the
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Clause Reason for proposed
amendment
electricity marketing agent complied with the
Cede this code.
28 (1) A This clause applies to a person who Drafting changes.
15(1 carries out any-a marketing activity in the
name of or for the benefit of —
(a) aretailer; or
(b) an electricity marketing agent;
(2) The person is te-be taken, unless the
contrary is proved, to have been employed or
authorised by the retailer or electricity
marketing agent to carry out that the
marketing activity.
2.9 An electricity marketing agent must — Drafting changes.
16 (a) keep arecord of each complaint made by a
customer, or person contacted for the
purposes of marketing, about the marketing
carried out by or on behalf of the electricity
marketing agent; and
(b) on request by the electricity industry
ombudsman in relation to a particular
complaint, give to the electricity industry
ombudsman, within 28 days ef after receiving
the request, all information that the electricity
marketing agent has relating to the
complaint.
17 Records te must be kept Drafting changes.
210 A record or other information that an electricity Drafting changes.
17 marketing agent is required by-this-Cede to keep
under this code must be kept ...
... for at least 2 years from the last time that there | ECCC minor amendment,
was contact between the person to whom the item F — with drafting
record or other information relates and the changes.
electricity marketing agent. — The drafting changes
(a)—afterthe-lasttime-the-person-to-whom-the ensure that records must be
miermauen#ela%ewa&eemaeted—b%epen kept for 2 years from the
behalf-of-the-electricity marketing-agent;-er | |ast time contact was made,
{b)—afterreceiptofthe lastcontactfrom-oron regardless of whom made
behalf-of the-electricity-marketing-agent; the contact.
342) Unless-the-customer-agrees-otherwisea A ECCC recommendation
18(2) retailer must forward the customer’s request for 5(a)
connection to the relevant distributor —
(a) thatsame-day; if the request is received Drafting changes.
before 3_pm on a business day — on that The drafting changes to
same day; or paragraph (b) ensure that a
(b) the-nextbusiness-day; if the requestis retailer may also forward a
received after 3_pm or on a Saturday, a connection request earlier
Sunday or a public holiday throughout the than the next business day.
State — no later than the next business day.
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Clause

Inthisclause—

[13 0 4

representatives

Reason for proposed
amendment

ECCC recommendation 13

312)
18(2)

Note for this clause:
[Nete: The Obligation to Connect
Regulations provide regulations in relation to
the obligation ypen on a distributor to
energise and connect a premises.}

Drafting changes.

4119

Billing Standard billing cycle

Drafting changes.

4-1(a)-and-(b)i)
19(1)

Unless subclause (2) applies, a retailer must
issue a bill to a customer at least once every 100

days.

ECCC recommendation
14(a) — with drafting
changes.

19(2)

A retailer may issue a bill that is outside the
timeframe under subclause (1) if the retailer —

Drafting changes.

{in(a) has not received the required metering-data
energy data ...

ECCC recommendation
14(b)

... from the relevant distributor for the

purposes purpose of preparing the bill,
despite using its best endeavours ...

Drafting changes.

... to obtain the metering-data energy data

ECCC recommendation
14(b)

.... from the relevant distributor; or

Drafting change.
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Clause

{iy(b) is unable to comply with this the timeframe
due to the actions of the customer where in
circumstances in which —

(i) the customer is supplied with electricity
under a deemed contract pursuant to
regulation-37-of the Electricity Industry
(Customer Contracts) Regulations
2005 requlation 37; and

(i) the bill is the first-15t  bill issued to that
customer at that supply address.

Reason for proposed
amendment

ECCC recommendation
14(c) — with drafting
changes.

19(3)

A retailer and a customer may agree to a billing

cycle with a regular recurrent period that differs

from the customer’s standard billing cycle if —

(a) _the retailer has obtained the customer’s
verifiable consent to the new billing cycle;
and

(b) the reqular recurrent period of the new billing
cycle does not exceed 100 days.

ECCC recommendation
14(a)

4 2(-and-(2)
20(1) and (2)

(1) A retailer must not place a customer on a
shortened billing cycle unless subclause (2)
or clause 19(3) applies.

ECCC recommendation
15(a) — with drafting
changes.
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Clause Reason for proposed
amendment
(2) A retailer may place a customer on a

shortened billing cycle if —

(a) in the case of a residential customer — | ECCC recommendation
the customer is not experiencing 15(a) and 50(f) — with
financial hardship; and drafting changes.

(b) the retailer has given the customer a ECCC recommendation
reminder notice for 3 consecutive bills; 15(a) — with drafting
and changes.

(c) before the 3™ reminder notice is given to | The words “or
the customer, the retailer has given the | disconnection warning”
customer a notice informing the have not been inserted after
customer that — “reminder notice” in clause
(i) receipt of a 3" reminder notice may | 4.2(1)(a)!* as they would be

result in the customer being placed | superfluous. A reminder

on a shortened billing cycle; and notice must always be
given before a
disconnection warning may
be given for failure to pay a
bill.

(i) _in the case of a residential ECCC recommendation
customer — assistance is available | 15(a) and 50(d) — with
for residential customers drafting changes.
experiencing problems paying their
bills; and

(i) the customer may obtain further ECCC recommendation
information from the retailer on a 15(a) — with drafting
specified telephone number; and changes.

(iv) once on a shortened billing cycle,
the customer must pay 3
consecutive bills by the due date to
return to the customer’s former
billing cycle.

42(3) i -after giving-notice-as-required-underclause ECCC recommendation
20(3) 4 1(a)(i)-aretailer decides to-shorten-the billing 15(b) — with drafting

The retailer must, within 10 business days after

placing the customer on a shortened billing cycle

under subclause (2), give the customer notice

that —

(a) _the customer has been placed on a
shortened billing cycle; and

(b) the customer must pay 3 consecutive hills by
the due date shown on each bill to return to
the customer’s former billing cycle; and

changes.

11 Clause 20(2)(c)(i) of the amended Code.
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Clause ‘

(b) failure to make a payment may result in
arrangements being made for disconnection
of the supply of electricity.

Reason for proposed
amendment

A shertened-billing-eyele billing cycle shortened

under subclause (2) must be at least 10 business
days.

Drafting changes.

A retailer must, on request, return a customer;
who is subject to a shortened billing cycle_under
subclause (2) and has paid 3 consecutive bills by

the due date,onreguest; ...

Drafting changes.

... to the billing-cycle- that-applied-to-the customer
: ho <l i I I

customer’s former billing cycle.

For consistency with
clauses 20(2)(c)(iv),
20(3)(b) and 20(6) of the
amended Code.

4-2(6}
20(6)

A retailer must inform a customer; who is subject
to a shortened billing cycle; under subclause (2),
at least once every 3 months, that; if the customer
pays 3 consecutive bills by the due date of each
bill, the customer will be returned, on request, ...

Drafting changes.

... to the billing-cycle that-applied-to-the-customer
: he o i | |

customer’s former billing cycle.

For consistency with
clauses 20(2)(c)(iv),

20(3)(b) and 20(5) of
amended Code.

ECCC recommendation 16
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Clause

Reason for proposed
amendment

ECCC recommendation
17(a)

Particulars-oneach-bill Contents of bhills

Drafting changes.

In addition to any information required to be
included on a customer’s bill under another
provision of this code, a retailer must include the

Drafting changes.
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Clause Reason for proposed
amendment

information set out in this clause on the

customer’s bill.

4.5(1) Unless-acustomer-agrees-othenvise,— ECCC recommendation

21(2) 5(a)
o-rotolormustinelude-atlcastthetellowing Drafting changes.
information-on-the-customer's-bill The bill must

include the following information in relation to

the particular service —

9(a) the supply address-and-any-relevant This matter was previously
mailing-address; addressed in clause

4.5(1)(x).
Includes ECCC
recommendation 22(c).

&p(b) the customer’s name and account This matter was previously
number; addressed in clause

4.5(1)(y).

{e)(c) ameter identification number (if relevant) | This matter was previously
{clearly-placed-on-the-partof-the-bill-that addressed in clause
isretained-by the customer). 4.5(2)(0).

Includes ECCC minor

amendment, item K
45 The bill must include the following information in | Drafting changes.
21(3) relation to supply and consumption of electricity —

(@) eitherthe-range-of datesof the-metering | ECCC recommendation
supply-period-or-the-date-of the-current 22(a)
meterreading-orestimate the start and
end of dates of the supply period;

H(b) the number of days covered by the bill; This matter was previously
addressed in clause
4.5(1)(f).

(c) the customer’s consumption, or estimated | This matter was previously

consumption; and addressed in clause
4.5(1)(d)(i) and 4.5(2)(e)(i).
Includes ECCC minor
amendment, item |

(d) if the customer is on a time of use tariff, This matter was previously
the customer’s consumption or estimated | addressed in clause
consumption for each time band in the 4.5(1)(d)(ii) and 4.5(1)(e)(ii).
time of use tariff, Includes ECCC minor

amendment, item |

{m(e) unless the customer is a collective This matter was previously
customer, the average daily consumption | addressed in clause
waloosthoeustomoric roeallnstinn 4.5(1)(n).
customer;, Includes drafting changes.
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Clause Reason for proposed
amendment

455 The bill must include the following information in | Drafting changes.

21(4) relation to amounts due and payments —

)@ the amount due; This matter was previously
addressed in clause
4.5(1)(p).

{e)(b) if the-customer-has there is an This matter was previously
accumulation meter installed at the addressed in clause
supply address ... 4.5(1)(c).

Includes drafting changes.
{Whether—epnet—theueustemer—has ECCC minor amendment,
entered-into-an-export-purchase item H
" o
the current meter reading or estimate: or, | Drafting changes.
{ if the customer is on a time of use
tariff, the current meter reading or
estimate for the-total-of each time band in
the time of use tariff;

{b)(c) ithecustomerhasaType7connectioh | This matter was previously

pomnt-the-caleulation-of-the-tarif-in addressed in clause

[ . _ 4.5(1)(b).
elaus%@él%c—)— if there is no meter _ Includes ECCC minor
installed at the supply address, the basis | ;mendment. item G
on which the amount due has been ’
calculated;

{g——the-dates-on-which-the-accountperiod ECCC recommendation
begins-and-endsif-differentfrom-the 22(b)
range-of dates-of the-metering-supply
period-or-the range-of- dates-of the

' . |
included-on-the bill-already;

{M)(d) the applicable tariffs; This matter was previously
addressed in clause
4.5(1)(h).

{z)(e) the amount of any arrears or credit This matter was previously

standing to the customer’s name; addressed in clause
4.5(1)(2).
Includes drafting changes.

é(f)  the amount of any other fees or charges | This matter was previously
and details of the service provided in addressed in clause
connection with those fees or charges; 4.5(2)(i).

Includes drafting changes.

(@) withrespectto in the case of a residential | This matter was previously
customer; — a statement that the addressed in clause
residential customer may be eligible to 4.5(2)(j).
receive concessions and how the ;

Includes drafting changes.
residential customer may find out its g g
about eligibility for those concessions;
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Clause Reason for proposed
amendment

fa(h) if applicable, the value and type of any This matter was previously
concessions provided to the residential addressed in clause
customer that are administered by the 4.5(1)(K).
retailer; Includes drafting change:

The word “residential” has
been deleted as the
definition of concession
already limits the
application to residential
customers only.

{s)()  a statement advising the customer that This matter was previously
assistance is available if the customer is | addressed in clause
experiencing problems paying the bill; 4.5(1)(s).

() atelephone number for billing and This matter was previously
payment enquiries; addressed in clause

4.5(1)(1).
taay(k) if applicable and not included on a This matter was previously
separate statement — addressed in clause
() payments made under an-instalment | 4.5(1)(aa).
plan a payment plan that has not Includes drafting changes.
been completed; and

(i) the total amount outstanding under
the instalment-plan payment plan;

() if applicable, a statement en-the-bill that | The words “on the bill” are
an additional fee may be imposed to unnecessary. The
cover the costs of late payment from the introductory sentence for
customer; clause 21(4) of the

amended Code already
provides that the
information listed in
subclause (4) must be
included on a bill.

{de)(m) to the extent that the data is available, a | This matter was previously
graph or bar chart illustrating showing the | addressed in clause
customer’s amount due or consumption 4.5(1)(dd).
for the periiod covered.by the bill, the Includes drafting changes.
previous bill and the bill for the same
period last year-; and

{my(n) the average daily cost of consumption, This matter was previously
including charges ancillary to the addressed in clause
consumption of electricity, unless the 4.5(1)(m).
customer is a collective customer; and

{e)(0) the due date by which the bill must be This matter was previously
paid; and addressed in clause

4.5(1)(@).
Includes drafting changes.

#{(p) asummary of the applicable payment « ECCC recommendation
methods. 18
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Clause Reason for proposed
amendment
e This matter was
previously addressed in
clause 4.5(1)(r).
451 If the customer has an export purchase agreement | Drafting changes.
21(5) with the retailer, the bill must include the following

information —

{e)iy(a) if the customer has an accumulation This matter was previously
meter installed and-the an export meter | addressed in clause
reading has been obtained by-the 4.5(1)(e)(iii).
retailer; — the export meter reading;

(b) either —

{e){ib(i) if the customer is on a time of This matter is now

use tariffthe-customer’s addressed in clause

consumption-and — ... 21(3)(c) of the amended
Code.

... expert; the amount, or This matter was previously

estimated amount, of electricity | addressed in clause

exported by the customer for 4.5(1)(e)(ii).

the-total-of each time band in Includes ECCC minor

the time of use tariff; or amendment, item J — with
drafting changes.

&)}i)(ii) the-customer's-consumption ... | This matter is now

addressed in clause
21(3)(c) of the amended
Code.

... and-export in any other case | This matter was previously

— the amount, or estimated addressed in clause

amount, of electricity exported 4.5(1)(e)(i).

by the customer; or ECCC minor amendment,
item | — with drafting
changes.

4.5 The bill must include the following ancillary Drafting changes.
21(6) information —

{(a) atelephone number for complaints; This matter was previously
addressed in clause
4.5(1)(u).

{(b) the contact details for the electricity This matter was previously

industry ombudsman; addressed in clause
4.5(1)(v).
Includes drafting change.

{a)(c) the relevant distributor’'s 24-hour This matter was previously

telephone number for faults and addressed in clause
emergencies. 4.5(1)(w).
Includes drafting change.
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Clause Reason for proposed
amendment
4505 (bb) with-respect to-residential-customers; the A similar matter is
telepheneunumber—fepmw#pﬁempseﬁﬁees addressed in clause
togetherwith-the-NationalHnterpreter-Symbel | 78(2)(a) of the amended
- ices™; Code.
4.5 {ec)—the-telephonenumberfor FY-servicesand | A similar matter is
addressed in clause
78(2)(b) of the amended
Code.
21(7) Subclause (2)(b) does not apply if the customer is | ECCC recommendation 20
supplied under a deemed contract pursuant to the
Electricity Industry (Customer Contracts)
Regulations 2005 regulation 37.
21(8) Netm%hstar@ng—subelae&e—@ﬁ(dd}—&mtaﬂeus Drafting changes.
bill Subclause (4)(m) does not apply if the bill is
(a) not indicative of a customer’s actual
consumption; or
(b) not based upen on a meter reading; or
(c) for a collective customer.
21(9) If a retailer identifies-a-historical-debt-and wishes | Drafting changes.
to bill a customer for that a historical debt, the
retailer must advise give the following information
to the customer of no later than the next bill in the
customer’s billing cycle —
(a) the amount of the historical debt; and
(b) the basis of the historical debt;
4.6 Subjectto-clauses4-3-and-4-8a A retailer must Drafting changes.
22(1 base a customer’s bill en —
(a) thedistributor'sormetering-agent'sreading | ECCC recommendation
: 23(a) — with drafting
address on energy data provided for the change.
relevant meter at the customer’s supply
address provided by the relevant distributor
or metering data agent; or
{by—the-customer'sreading-of the-meteratthe | ECCC recommendation
customer's-supply-address;provided-the 23(b)
consented-to-the-customer-reading-the
meter-forthe-purpose-of determining-the
amountdueor
{e)(b) ithe-connection-peintis-aType# ECCC recommendation
connectionpoint-theprocedureas-seteut | 23(c) — with drafting
inthe-metrology-procedure-or-Metering changes.
lo. | . .
apphicablelaw if there is no meter installed
at the customer’s supply address — on
energy data that is calculated in
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accordance with the metrology procedure,
the Metering Code or any other applicable
law; or

Reason for proposed
amendment

if the customer has entered into a non-
standard contract — on any other method
agreed between the retailer and the
customer.

()]

ECCC recommendation
23(d) — with drafting
changes.

A bill will be taken to comply with subclause (1)(a)
if the bill reflects a smoothing or similar
arrangement that has been entered into between
the retailer and the customer.

ECCC recommendation
23(a)

e

Fregueney-of-meterreadings

I I . : .
peint—=a If a retailer is required to comply with
subclause (1)(a), the retailer must use its best
endeavours to ensure ...

ECCC recommendations 25
and 27 — with drafting
changes.

... that metering-data an actual value is obtained
as frequently as required to prepare its bills.

ECCC recommendation 26

The retailer must ensure that the customer is
provided with a written record of any method

agreed between the retailer and the customer
under subclause (1)(c).

ECCC recommendation 24

ECCC recommendation 28

If a retailer bases has based a bill upen on an

estimation, the retailer must clearly specify on the

customer’s bill that —

(a) the retailer has based the bill uper on an
estimation; and

(b) the retailer will telt provide to the customer on

request —

[.]

Drafting changes.

A retailer must tell provide to a customer on
request the —

(@) the basis for the estimation; and
(b) the reason for the estimation

Drafting changes.

N -

For the purpese purposes of this clause, where
b ) - ; i :
meter-at-the-customer's-supphy-address-is-partly
: ’ bi
j a bill is taken to be based on an
estimation if —

Drafting changes.?

12 As aresult of the proposed drafting changes, ECCC minor amendment (item L) has become redundant.
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Reason for proposed

Clause
amendment

(a) where more than ten-perecent-10% of the
interval meter readings are estimated interval
meter readings; and

(b) the actual energy data cannot otherwise be
derived; ascertained.

49 Adjustments-to-subsegquent-bills ECCC recommendation 29

410 Customer-may-reguest-meterreading Drafting changes.

24 Replacement of estimation with actual value

(1) ¥ This clause applies if — Drafting changes.

(a) aretailer has based a bill 4pen on an
estimation because a customer failed to
provide access to the meter; and

(b) the customer —

{&)(i) subsequently requests the retailer | ECCC recommendation 30
to replace the estimated bill with a
bill based on an-actualreading-of
the-customer’s-meter an actual
value; and

{b)(ii) pays the retailer’s reasonable Drafting changes.
charge for reading the meter (if
any); and

{e)(iii) provides due access to the
meter;.

(2) the The retailer must use its best endeavours
to do-so replace the estimated bill with a bill
based on an actual value.

Division-4 Meter-testing Drafting changes.

411 Customerreguests-testing-of-meters-or ECCC recommendation

metering-data 31(c)

B)—lfacustomer— This matter is now
(a)—regueststhe-meterto-be tested:-and addressed in clause 28 of
(b} —pays-the retailer’'s reasonable charge for | the amended Code.

442 Customer apphcations request for change of | Drafting changes.
tariff
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Clause

(1) H=a A retailer must comply with subclause (2)
if the retailer offers alternative tariffs or tariff
options and a customer —

(@ . . | . i
requests a retailer to transfer from that
customer’s current tariff to another tariff;
and

(b) demonstrates to the retailer that the
customer satisfies all of the conditions
relating to eligibility-forthe-alternative
tariff; that other tariff and any conditions
imposed by the customer’s distributor.

(2) the The retailer must change transfer the
customer to the alternative other tariff
referred to in subclause (1)(a) within 10
business days of after the customer
satisfying those the conditions referred to in
subclause (1)(b).

(3) Femdhocopsescooronbeles Lo i g
customer transfers from 1 tariff type to
another under this clause, the effective date
of ehange-will-be the transfer is —

(@) unless paragraph (b) applies — the date
on which the-last a meter reading atthe
previous-tariff is obtained; or

the-date-the-meter-adjustment-is
completed; if the change transfer

requires an-adjustment a change to the
meter at the customer’s supply address

— the date on which the change is
completed.

(b)

Reason for proposed
amendment

ECCC recommendation 32
— with drafting changes.

5 &

Written-notification-of-a-change toan
alternative-tariff Tariff change if former tariff
unavailable

Drafting changes.

(1) This clause applies if a customer is no longer
eligible to receive a tariff under which the
customer is currently supplied electricity at
the customer’s supply address.

(2) _The retailer must, before changing the
customer to another tariff, notify the
customer of the proposed change.

¢ ECCC recommendation
33

e ECCC recommendation
34 — with drafting
changes.

If a customer requests a the retailer to arrange for
the preparation and issue of a final bill at for the

ECCC recommendation 35
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Clause

31(1)

customer’s supply address, the retailer must use

reasonable its best endeavours to arrange for —

(a) _a meter reading; and

(b) the preparation and issue of a final that bill
for the supply address in accordance with the
customer’s request.

Reason for proposed
amendment

4:34(2)
31(2) and (3)

(2) H-=a Unless subclause (4) applies, if the
customer’s account is in credit at the time of
account closure, subjectto-subelause{3); a
retailer must, at the time of the final bill, ask
the customer for instructions as to whether

the amount of the credit should be

transferred to —

(a) another account the customer has, or
will have, with the retailer; or

(b) a bank account nominated by the
customer.;-and

(3) the The retailer must, eredit-the-account,-or
pay-the-amount-oferedit in accordance with

the customer's instructions under subclause

(2), transfer the amount of the credit within —

(a) 12 business days of receiving the
instructions; or

(b) ethersuch-time-as another period
agreed with the customer.

Drafting changes.

4:34(3)
31(4) and (5)

£3)(4) If a customer’s account is in credit at the
time of account closure; and the customer
owes a debt to a the retailer, ...

Drafting changes.

.. the retailer may, with-written after giving
notice to the customer, ...

ECCC recommendation 36

.. use that the credit to set off the debt
owed-to-the retailer.

(5) If, after the a set off under subclause (4),
there remains an amount of credit, the
retailer must ask-the-customerfor
amount-of-credit deal with the amount in
accordance with subclause (2).

Drafting changes.

Division 5

Review of bill and energy data checking

Drafting changes.

415
27(1)

Subjectto-a-customer—

(@) —paying—

If a customer, after receiving a bill, disputes the
amount to be paid, the retailer must review the bill
if the customer —

(a) _requests a review; and

(b) if the customer has not already paid the bill,
pays the lesser of the following —

¢ ECCC recommendation
37(b)
o Drafting changes.
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Clause Reason for proposed
amendment
(i) that portion of the bill under review that
the customer and a the retailer agree is
not in dispute; o
(i) an amount equal to the average amount
of the customer’s bills over the previous
12 months (excluding the bill in
dispute).;
whicheverisless-and
{by—paying-any-future bills that-are-properly-due; | This matter is now
addressed in clause 27(5)
of the amended Code.
aretailer mustreview the customer’s-billon Drafting changes.
request by the-customer.
416 Proceduresfollowing-areview-ofa-bilt Drafting changes.
416(h If, after conducting a review ef-a-bill, a retailer is | « ECCC recommendation
27(2) satisfied that the bill is — 37(b)
(a) is correct, the retailer — « Drafting changes.
() may require a the customer to pay the
wnapaid amount (if any) of the bill that is
still outstanding;_and
(i) must advise the customer that the
customer may request the-retailerto
. a meter test in-accoerdance-with ECCC minor amendment,
appheable—law and item M
(iii) must advise the customer of the Drafting changes.
existence and operation of the retailer’s
internal standard complaints handling
proeesses and dispute resolution
procedures and details of about making
a complaint to ...
... any-applicable-external-complaints ECCC recommendation 38
handling-processes the electricit
industry ombudsman;
or
(b) is incorrect, the retailer — Drafting changes.
(i) must adjustthe billin-accordance with
clauses4-17-and-4-18. comply with
clause 29 or 30, as the case requires;
and
(i) _may require the customer to pay the ECCC recommendation
amount (if any) of the bill that is still 37(a)
outstanding.
4.16(2) A The retailer must inform a customer of the « ECCC recommendation
27(3) outcome of the review as soon as practicable 37(b)
after it is completed. « Drafting changes.
D241734 38



Clause Reason for proposed

amendment

4.18(3) If a retailer has not informed a customer of the « ECCC recommendation

27(4) outcome of the review within 20 business days 37(b)
from the date of receipt of the request for review | Drafting changes.
underclause-4-15, the retailer must provide-the
customer-with-netification notify the customer of
the status of the review as soon as practicable
after the expiration of that period.

27(5) The initiation of a review does not remove the This matter was previously
requirement for the customer to pay future bills as | addressed in clause
they fall due. 4.15(b).

28 Energy data checking Drafting changes.

28(1) If a customer, after receiving a bill, requests that | ECCC recommendation
the energy data be checked or the meter tested, 31(a) — with drafting
the retailer must arrange for a check of the changes.
energy data or testing of the meter (as the case A similar matter was
requires). previously addressed in

clause 4.11(1)(a).

28(2) The customer may be required to pay the ECCC recommendation
retailer’s reasonable charge for a check or testing | 31(a) — with drafting
under subclause (1). changes.

A similar matter was
previously addressed in
clause 4.11(2)(b).

28(3) If the energy data is checked and found to be ECCC recommendation
incorrect or the meter is tested and found to be 31(b) — with drafting
defective, the retailer must refund any payment changes.
made under subclause (2). A similar matter was

previously addressed in
clause 4.11(2).
Division-8 Undercharging; and overcharging and Consequential amendment
Division 6 adjustment of ECCC recommendation
42(a).

437 This-clause-4.-17-apples-whether-the ECCC recommendation
undercharging-became-apparent-through-a 39(a)

4372 If a retailer proposes to recover an amount that Drafting changes.

29(1) has been undercharged ...

... as-aresultol-an-error-defect-or-defaultfor ECCC recommendation
which-theretailler-or-distributorisrespensible ... | 42(e)
... {including-where-a-meter-has-beenfound-to-be | ECCC recommendation
defeetive}, the retailer must — 39(b)
() subjeectto-subeladse{b); limit the amount to | ECCC recommendation
be recovered to no more than the amount | 39(b)
undercharged in the 12 months ...
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Reason for proposed

Clause
amendment

... prierte before the date on which the Drafting changes.
retailer notified the customer that
undercharging had occurred; and

{b)——otherthaninthe-eventthat theinformation | ECCC recommendation
provided-by-a-customerisincorrect-i-a 39(b)

{e)(b) notify the customer of the amount to be Drafting changes.
recovered no later than the next bill;
togetherwith after the retailer becomes
aware of the undercharging, and provide an
explanation of that the basis on which the
amount was calculated; and

teh(c) subjectto unless subclause {3)(2) applies,
not charge the customer interest on that
amount or require the customer to pay a
late payment fee; and

{e)(d) in relation-te the case of a residential
customer; — offer the customer time to pay
that amount by means of an-instalment-plan
a payment plan in accordance with clause
6-4(2)-and-covering 42 for a period at least
equal to the period over which the
recoverable undercharging occurred.

A2 If, after notifying a customer of the amount to be | Drafting changes.
29(2) recovered in accordance with subclause
24e)(1)(b), the customer has failed to pay the
amount to be recovered by the due date and has
not entered into an-irstalment-plan a payment
plan under subclause {2}{e}(1)(d), a retailer may

charge the-customerinterest-on-thatamountirom
the-due-date-orrequire-the-customer-to-pay-alate

paymentfee: do either but not both of the

following —

(a) _charge the customer interest on that amount
from the due date;

(b) require the customer to pay a late payment
fee.

4314y Forthe-purpese-of subclause(2)-an-undercharge | ECCC recommendation
that-has-occurred-as-aresult-of- a-customer 39(c)
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Clause Reason for proposed
amendment
418 This-clause 4.18 applies-whether the ECCC recommendation

overcharging-became-apparentthrough-atreview | 40(a)

4.18(2) If a customer (including a customer who has ECCC recommendation
30(1) vacated the supply address) has been 42(f)

overcharged as-aresultof an-error-defector

... {including-where-a-meter-has-beenfoundto-be | ECCC recommendation

defective) ... 40(b)

... , the retailer must use its best endeavours to | Drafting changes.!3

inform the customer aceordingly of the

overcharge within 10 business days of after the

retailer becoming becomes aware of ...

... the error-defect-er-default overcharging ... ECCC recommendation
42(f)

... (being, where there has been an estimation of | To clarify that if the

an amount due, from the time that the retailer overcharge occurred due to

becomes aware of the overcharging after a meter | the bill being based on an

reading) ... estimation, the retailer’s
obligations under clause
30(1) of the amended Code
apply from the time the
retailer receives an actual
value for the supply
address (and can determine
the amount of the
overcharge).

... and, subject to subelauses{6)-and-{#) this Drafting changes.

clause, ask the customer for instructions as to

whether the amount should be credited to —

(a) eredited-to the customer’s aceeunt next bill; or | ECCC minor amendment,
item O — with drafting
changes.

(b) repaidte a bank account nominated by the Drafting changes.

customer.
418(3) If a retailer receives instructions under subclause | Drafting changes.
30(2) (1), the retailer must pay deal with the amount

in accordance with the customer’s instructions
within 12 business days eof after receiving the
instructions.

13 The proposed amendments differ from ECCC minor amendment, items N and R because item R would have
resulted in retailers having to advise customers who have vacated their supply address of an overcharge by
no later than the next bill. As these customers may no longer be receiving bills, it would have been unclear
how the clause applied to these customers.

D241734
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Clause Reason for proposed

amendment

AAer H# However, if a retailer does not receive Drafting changes.

30(3) instructions under subclause {2)(1) within 5
business days ef after making the request, the
retailer must use reasonable endeavours to credit
... the amount overcharged to the customer’s ECCC minor amendment,
aecount next bill. item P

30(4) If a customer has been overcharged by less than | A similar matter was
$100, the retailer may credit the amount to the previously addressed in
customer’s next bill instead of complying with clause 4.18(6).
subclause (1).

A2y No interest shall-acerue-to-a-credit-orrefund ECCC minor amendment,

30(5) referred-to-in-subelause(2) is payable on an item Q — with drafting
amount that has been overcharged. changes.

4.18(6) H-the-amountreferred-to-in-subclause (2)-is-less A similar matter is now
than-$100;a+etaller-may-hotify-a-customerof-the | addressed in clause 30(4)
overcharge-by-ho-later-than-the-next billafterthe | of the amended Code.
retaler-became-aware-of-the-error—and—

. .
ta)—ask-the-euston SrioriRstructions i
sublelause (ZI r .‘E“I cnease sube al uses-(3)
instructions-under-subelause(2));-or
éb)—GFed{-t—t-he—a{ﬂGHﬂHG—t-he—GH-StGmePS—He*t—bm—. ’ j g

4.18(7) # Despite subclauses (1) to (5), if a customer has | Drafting changes.

30(6) been overcharged by-aretailer; and the customer
owes a debt to the retailer, ...

... then-provided-that the-customerisnota This matter is now
residential-customer-experiencing-payment addressed in clause 30(7)
difficulties-or-financial-hardship; ... of the amended Code.

. the retailer may, with-written-netice after giving | ECCC recommendation 41
notice to the customer, ...
... use the amount of the overcharge to set off the | Drafting changes.
debt owed-to-the retailer.

30(7) Subclause (6) does not apply if the customer is a | ECCC recommendation
residential customer experiencing financial 50(f)
hardship. This matter was previously

addressed in clause
4.18(7).

448 If-after-the-set-off; there remains an amount ef in | Drafting changes.

30(8) credit after a set-off under subclause (6), the
retailer must deal with that the amount ef-eredit in
accordance with subclause {2)}(1) or (4) er-if
(depending on the amount-is-tess-than-$100;
subelause(6) that remains in credit).

{a)y—NotUsed
{b)—Not-Used
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Clause Reason for proposed
amendment
31 Request for final bill This clause is included in
this table under clause
4.14.
449 Adjustments ECCC recommendation
D H-aretailerproposes-torecoveran-amountof | 42(a)
; hich d o d
retailer must—
2)_lienit_t |
more-than-the-amount of the-adjustment
for-the-12 -months prior-to-the date-on
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Clause

Reason for proposed
amendment

Division 8

Providing bills under standard form contracts

Drafting changes.

32(1)

Provision of bills

A retailer must allow a customer who has entered
into a standard form contract to choose to receive
bills —

(a) by post as paper bills; or

(b) by email sent to an email address provided by
the customer.

ECCC recommendation
17(b)

32(2)

Subclause (1) applies despite any other
arrangement or agreement that may be in place
between the retailer and the customer in relation

to paying bills.

ECCC recommendation
17(b)

Subclause (2) clarifies that
customers on a standard
form contract can agree to
other bill formats, but
always have the option of
(or are able to revert back
to) a paper or email bill.

Bue-datesforpaymentt Payment date

Drafting changes.
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Clause Reason for proposed
amendment
51 Due-datesforpayment* Payment date ECCC recommendation
33 The due date en by which a bill must be atleast | 43(a) — with drafting
paid must not be earlier than 12 business days | changes.
from the date-ofthat bill issue date ...
.. unless-otherwise-agreed-with-a customer. ECCC recommendation
5(a)
51 (2)Unless-a retailer specifies-a later date, the ECCC recommendation
date-of dispatch-is-the-date-of the bill: 43(a)
5234 Minimum-payment Payment methods* Drafting changes.
52 Unless-otherwise-agreed-with-a-customer; ... ECCC recommendation
34(1) 5(a)
... & A retailer must offerthe-customer-atleastthe | ECCC recommendation 44
followingpayment-metheods accept payment for a | — with drafting changes.
bill in the following ways —
(@) inperson at 1 or more payment outlets
located within the Lecal-Government
Distriet local government district of the
customer’s supply address;
(b) by telephone;
{b)(c) by mail post;
{e)}(d) for residential customers; — by Centrepay;
{eh(e) electronically-by-means-of BRay-orcredit
card:and by electronic funds transfer.
{e)—by-telephone-by-means-of-creditcard-or
debitecard-
34(2) This clause does not limit any other method for Drafting changes.
the payment of a bill that may be agreed between
the retailer and the customer, including the option
of payment by direct debit.
53 Direct-debit ECCC recommendation 45
. .
Il.a |etale|. oners the-option-of 93,5 ent b? a
elneet, ele.bt achityto aeusltellﬁle “tlne etailes i
agree-with-the-customer-the-date-of
f the o bit facil "
54 A Subject to this clause, a retailer must accept ... | ECCC recommendation
35(1) 46(a)
... payment in advance from a customer en The words “on request” are
request. unnecessary. The clause
already implies that the
payment is initiated by the
customer.
542 Acceptance-of-an-advancepaymentby-aretaller | Drafting changes.
35(2) will-netrequire-the A retailer is not required to
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Clause

credit any interest to the-ameunts an amount paid
in advance.

Reason for proposed
amendment

54(3) j -9; To clarify that a retailer

35(3) subelause{1); The amount of $20 is the minimum | does not require a
amount for which a retailer will is required to customer’s agreement to
accept payment in advance payments from a accept a payment in
customer (although the retailer may accept a advance amount of less
lower amount if it thinks fit). ... than $20.

.. unless-otherwise-agreed with-a-customer. ECCC recommendation
5(a)

35(4) A retailer may determine an amount (a maximum | ECCC recommendation
credit amount) that a customer’s account may 46(a) — with drafting
be in credit. changes.

35(5) A maximum credit amount must not be less than | ECCC recommendation
$100. 46(a) — with drafting

changes.

35(6) If a retailer determines a maximum credit amount, | ECCC recommendation
the retailer must publish the maximum credit 46(a)
amount on its website.

35(7 A retailer is not obliged to accept payment in ECCC recommendation
advance if the customer’s account is in credit for | 46(a) — with drafting
more than the maximum credit amount. changes.

35(8) If a customer’s account is in credit for more than | ECCC recommendation
the maximum credit amount, the retailer may 46(a) — with drafting
refund any amount in excess of the maximum changes.
credit amount to the customer at any time.

5.5 36 Absence-orillness Redirection of bills Drafting changes.

55 Haresidential-customeris-unable-to-pay-by-way | ECCC recommendation 47

36 of-the-metheds-deseribed-in-clause-5-2-due-te — with drafting changes.
" ’ . "
charge-

A retailer must redirect a customer’s bill to a
different address (including to an email address
or a different email address) on the customer’s
request and at no charge.

5637 Late payments payment fee Drafting changes.

SELD A retailer must not charge a residential customer | Drafting changes.

37(1) a late payment fee if —

(a) the residential customer receives a
concession, provided unless the residential
customer did-netreceive has received 2 or
more reminder notices within the previous 12
months; or

(b) the residential customer and the retailer have
agreed to —
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Clause Reason for proposed
amendment
(i) apayment extension under Part 6, and
the residential customer pays the bill by
the agreed {new} due date; or
(i) aninstalmentplan a payment plan
under Part 6, and the residential
customer is making payments in
accordance with the instalment-plan
payment plan;
or
(c) subject to subclause (2), the residential
customer has made a complaint directly
related to the non-payment of the bill to the
retailer or te the electricity industry
ombudsman; and —
() if the complaint has been made to the
retailer — the complaint has not been
resolved by the retailer;, or {i} the
complaint is has been resolved by the
retailer in favour of the residential
customer ...
... ithe-complaintis-notresolved-in This matter is now
favour-of-theresidential-customer—any | addressed in new
late-payment-fee-shall-enly-be subclause (3).
colenloiod o thodolo orihe
o ision: or
in(ii) if the complaint has been made to the | Drafting changes.
electricity industry ombudsman — the
complaint has not been determined, or
has been upheld by the electricity
industry ombudsman {i-a-cemplaint
has-been-made-to-the-electricity
ombudsman)-
... i the complaintis-determined-by-the | This matter is now
electricity ombudsman-infavourofthe | addressed in new
retallerany-late-paymentfeeshallonly | subclause (3).
be-ealeulatedfrom-the-date-of-the
. | ) iy
or
(d) the residential customer is assessed-by-the | Drafting changes.
sotodlorondorelones B LD e Boine o g
customer experiencing financial hardship.
5.6(2) If a retailer has charged a late payment fee in the | Drafting changes.
37(2) circumstances set out in subclause (1)(c)(ii)
because the retailer was not aware of the
complaint, the retailer will does not contravene
subclause (1)(c)(ii) but must refund the late
payment fee on the customer's next bill (unless a
fee is payable under subclause (3)).
37(3) If a complaint referred to in subclause (1)(c) is not | Drafting changes. This

resolved in favour of the customer, any late
payment fee must be calculated from the date of

matter was previously
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Clause Reason for proposed
amendment

the retailer’s or the electricity industry addressed in clause

ombudsman’s decision (as the case may be). 5.6(1)(c)(ii) and (iii).
5.6(3) If a retailer has charged a residential customer a | Drafting changes.
37(4) late payment fee, the retailer must not charge an

additional late payment fee in relation to the same

bill within 5 business days from-the-date-of receipt

of after the day on which the customer receives

the previous late payment fee notice.
5.6(4) A retailer must not charge a residential customer | Drafting changes.
37(5 more than 2 late payment fees in relation to the

same bill or more than 12 late payment fees in a

year 12-month period.
=B If a residential customer has been assessed as Drafting changes.
37(6 being-in-a customer experiencing financial

hardship underclause-6-1{1)}, a retailer must

retrospectively waive any late payment fee

charged under the residential customer’s last bill

prior-to-before the assessment being-was made.
5738 Vacating a supply address* Drafting changes.
5#4%) Subjeetto— Drafting changes.

w
[e0)
=

Except as set out in this clause, if a customer
gives notice and vacates the supply address
within the time specified in the notice, the retailer
must not require the customer to pay for
electricity consumed at the customer’s supply
address from —

{eh(a) if the customer gave at least 5 days’ notice
— the date on which the customer vacated
the supply addressfthe-customergave-at
least-5-days’-notice; or

{e)(b) in any other case — 5 days after the

customer gave notice;-ir-any-other-case; ...
Hnless%FetaHer—and—theeustemer—have ECCC recommendation
agreed-to-an-alternative-date. 5(a)
5.7(2) If a customer reasonably demonstrates to a Drafting changes.
38(2) retailer that the customer was evicted or

otherwise required to vacate the supply address,
the retailer must not require the customer to pay
for electricity consumed at the customer’s supply
address from the date on which the customer
gave the retailer notice.

517(3) For the purposes of subclauses (1) and (2), notice | Drafting changes.
38(3) is given if a customer —
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Clause Reason for proposed
amendment
(a) informs a retailer of the date on which the
customer intends to vacate, or has vacated,
the supply address; and
(b) gives the retailer a forwarding address
(which may be an email address) to which a
final bill may be sent.
57(4) Notwithstanding Despite subclauses (1) and (2)-i | Drafting changes.
38(4) —
(a) aif the retailer and a new customer enter into
a new contract for the supply address, the
retailer must not require the previous
customer to pay for electricity consumed at
the eustemer’s supply address from the date
thatthe-new-contract on which the contract
with the new customer becomes effective;
and
(b) anether if a new retailer becomes
responsible for the supply of electricity to the
supply address, the previous retailer must
not require the customer to pay for electricity
consumed at the eustomer’s-supply address
from the date that on which the ether new
retailer becomes responsible.;-and
{e)—the-supply-address-is-disconnected;the ECCC recommendation 48
. .
; icit | gt l P
supply-address from-the date that
57(5) Notwithstanding Despite subclauses (1), (2) and | Drafting changes.
38(5) (4), a retailer’s right to payment does not
terminate with-regard in relation to any amount
that was due up until the termination of the
contract.
58(1) A retailer must not commence proceedings for Drafting changes.
39(1) recovery of a debt —
(8) from a residential customer who has
informed the retailer in accordance with
clause 6-1(1) 40 that the residential customer
is ...
. experiencing payment-difficultiesor ECCC recommendation
ﬂnanetal—ha%dsmp payment problems, unless | 50(f) — with drafting
and until the retailer has complied .. changes.
The ECCC recommended
deleting “payment
difficulties or” so the clause
would only apply to
customers experiencing
financial hardship.
However, clause 40 of the
amended Code applies to
customers who have
informed the retailer that
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Clause Reason for proposed
amendment
they are experiencing
payment problems. For
consistency with clause 40,
clause 39(1) of the
amended Code refers to
customers experiencing
payment problems.
... with all the requirements of clause 6-+ 40 | Drafting changes.
and (if applicable) clause 6-3 41(3); and
(b) while a residential customer continues to
make payments under an alternative
payment arrangement under Part 6.
58(3) If a customer with a debt owing to a retailer Drafting changes.
39(3) requests the retailer to transfer the debt to
another customer, the retailer may transfer the
debt to the other customer provided-that if the
retailer obtains the other customer's verifiable
consent to the transfer.
Part 6 Payment Difficulties- & Financial- Hardship Drafting changes.
assistance
61(LH H Unless subclause (2) or (5) applies, if a Drafting changes
40(1) residential customer informs a retailer that the
residential customer is experiencing payment
problems, the retailer must, {subject-to-clause
62) — ...
{ay—within 5 business days, assess whether the ECCC recommendation
residential customer is experiencing payment | 50(f)
difficulties-or financial hardship.-and
éb)—#—th&ret&#e#eanne#n&ke—ﬂqeassessmem ECCC recommendation
within-5-business-days,refer-the-residential 51(a)
customer-to-a-relevantconsumer
representative-to-make-the-assessment.
6-12) If a residential customer provides a retailer with Drafting changes.
40(2) an assessment from a relevant consumer
representative the retailer may adopt that
assessment as its own assessment for the
purposes of subclause (1)z).
6.1(3) When undertaking the assessment required by Drafting changes.
40(3) subclause (1){a)urlessaretalleradoptsan
assessmentfrom-a-relevant-consumer
representative; the retailer must give reasonable
consideration to — [...]
614y A retailer must, on request, advise a residential Drafting changes.
40(4) customer en+eguest of ...
... the details-and outcome of an assessment To clarify that retailers must
carried-eut, including the reasons for the outcome | advise customers not only
of the assessment, under subclause (1). of the outcome, but also of
the general reasons for the
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Reason for proposed

Clause
amendment

assessment (but not the full
internal assessment).

40(5) A retailer is not required to undertake an ECCC recommendation 52
assessment under subclause (1) if the retailer has
previously undertaken an assessment in relation
to the customer unless the customer has
indicated that there has been a change in their
circumstances since that previous assessment.

6.2 Femporary-suspension-etactions ECCC recommendation
D aretailerrefers-aresidentialcustomertoa | 51(b)

52 Atoistoneote bootornd ECCC recommendation

D the-assessment-carried-out-underclause 50(a)
6—1—md+eates49a4eta#er—mat~arre&denuai A similar matter is
customeris-experencihg— addressed in clause 41(1)
(ay—paymentdifficultiestheretallermust— | of the amended Code.
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Clause Reason for proposed
amendment
alternative-payment-arrangement;
of
éb)—ﬁnanetal—haFdship—th&FetaHer—mHst—eﬁeF ECCC recommendation
the residential-customer— 53(a)
{—the-alternative-payment A similar matter is
arrangementsreferred-toin-clause | addressed in clause 41(3)
6-4(1)and of the amended Code.
(2)—Subclause(1)-doesnotapplyifaretalleris | Consequential amendment
uhable-to-make-an-assessment-underclause
Division 2 Residential-customers-experiencirg-payment | Drafting changes.
i j } j ip Payment
assistance
64 Alternative-paymentarrangements Payment Drafting changes.
41 assistance
] A Subject to this Division, a retailer must effera ECCC recommendation
A41(1 residential-customerwho-is-experiencing-payment | 50(a)
j make the
following available to residential customers —
(a) additional time to pay a bill; and
(b) apayment plan for the amount owing.
an-interest-free-and-fee-free-instalmentplan | ECCC minor amendment,
or-otherarrangementunderwhich-the item U
tg. pay-a b'l.l oF-to-pay-arrea S.("'GIHd 'g-any
d'see.' ect ona d ecor nectol elnange. 5)_
reo |.eet|e W E.I' the-establishmento
operation-ott e stalment-plan-of etl.|e|
arrangemet Ew HeRwou d-not-otherwise be
payable_n e es dentia GHSIEG' e ald Aot
arrangement:
41(2) However, a customer is only entitled to select one | ECCC recommendation
option under subclause (1) once per bill. 50(a)
41(3) A retailer must offer a residential customer who ¢ ECCC recommendation
has been assessed as experiencing financial 53(a)
hardship at least the following (without the need |, Eccc minor
for the customer to make a request) — amendment, item T
(a) _a payment plan;
(b) assistance in accordance with clauses 44
and 45.
42 Payment plans Drafting changes.
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Clause

6-4(2)
42(1)

I o | . | ,
A retailer must—{a} ensure that the-instalment
plan a payment plan for a residential customer is
fair and reasonable, taking into account —

(@) information about a—+residential the
customer’s capacity to pay and-consumption
histery; and

(b) the amount of any arrears payable by the
customer to date.

Reason for proposed
amendment

ECCC recommendation
54(a)

(b)—comply with-subclause (3)-

ECCC minor amendment,
item V

42(2)

A retailer must, in relation to a residential
customer for whom a payment plan is being
considered, offer the customer assistance to
manage their bills for ongoing consumption during
the period of the payment plan.

Examples for this subclause:
A retailer may offer to assist a residential customer:

(a) by estimating the customer’s consumption
over the period of the plan and building this
into any repayment schedule at the start of the
plan; or

(b) by qgiving consideration to rolling new bills into
the plan as time progresses.

ECCC recommendation
54(b)

6-4(3)
42(5)

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

{ay—within 5 business days of after the residential
customer accepting the instalmentplan
payment plan, provide the residential
customer with information ...

Drafting changes.

... iInwriting er-by-electronic-means that

specifies —

ECCC recommendation 3

(@) the terms of the instalmentplan
payment plan, {including the number
and-amoeunt of payments, the amount
of each payment, the duration of
payments and how the payments are
calculated); and

{h(b) the consequences of not adhering-te
complying with the instalmentplan
payment plan; and

{ih(c) the importance of centacting making
contact with the retailer to ask for

further assistance if the residential
customer cannot meet comply with, or
continue to meet comply with, the

instalment-plan-payment plan terms.;
and

Drafting changes.

” denti . -
electronic-means-of-any-amendments-to-the
. | . |
boierctho reemonteolinetlunloce

A similar matter is now
addressed in clause 43(4)
of the amended Code.

D241734
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Clause

Reason for proposed
amendment

6.4(4)
42(3)

If a residential customer has, in the previous 12
months, had 2 instalmentplans payment plans
cancelled due to non-payment, a retailer dees-is
not have required to offer thatresidential
customer the customer another instalmentplan
payment plan under subelause{1); this Division
unless the retailer is satisfied that the residential
customer will comply with the instalmentplan
payment plan.

ECCC recommendation
50(b)

6-4(5)
42(4)

For the purposes of subclause {4}(3), cancellation
does not include the revision-ef-an-instalment
plan variation of a payment plan under clause 6-7
43.

Drafting changes.

42(6)

However, the retailer is not required to comply

with subclause (5) if the retailer has provided to
the customer the information referred to in that
subclause within the preceding 12 months.

ECCC recommendation 56

This matter is now
addressed in clause 3 of
the amended Code.

6.6

Reduction of fees, charges and debt

Amendments to this clause
are included in this table
under new clause 44.

- : .

Variation of payment plans

Drafting changes.

(1) A retailer must review a payment plan at the
request of the customer.

ECCC recommendations
53(b), 57 and 58

The amended clause
applies to all residential
customers, not only
customers experiencing
financial hardship.
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Clause

(2)

A retailer is not required to undertake a

()

review under subclause (1) on more than 2
occasions in any 12-month period (but may
do so at any time if the retailer thinks fit).

The retailer must offer to vary a payment

plan if a review under subclause (1) indicates

that the customer is unable to meet
obligations under the payment plan.

Reason for proposed
amendment

(4)

The retailer must, within 5 business days

after the customer accepts an offer to make
the variation to the payment plan, provide the
customer with information that clearly
explains, and assists the customer to
understand, the variation.

A similar matter was
previously addressed in
clause 6.4(3)(b).

Clause 6.4(3)(b) required
the information to be given
at least 5 business days
before the variation took
effect. This ensured that, if
a retailer varied a payment
plan without the customer’s
agreement, the customer
had 5 business days to
contact the retailer about
the variation.

Because all variations to a
payment plan now require
the customer’s agreement,
it is no longer necessary for
information about variations
to be given 5 business days
before the variation takes
effect. Therefore, the words
“at least 5 business days
before”, in clause 6.4(3)(b),
have been replaced with
“within 5 business days
after”.

This will allow any variation
to a payment plan to take
effect immediately.

(5)

The retailer must not vary a payment plan

(6)

without the customer’s agreement.
An agreement under subclause (5) must

(1)

relate to the particular variation rather than
under a general agreement to future
variations.

Nothing in this clause prevents a retailer

cancelling a payment plan if the customer
has failed to meet the requirements of the

payment plan.

ECCC recommendations
53(b), 57 and 58

Division 3 Assistance Additional assistance available to | Drafting changes.
residential customers experiencing financial
hardship
Subdivision-1 Speciicassistance-available Drafting changes.
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Clause Reason for proposed
amendment

66 Reduction of fees, charges and or debt ECCC minor amendment,

44 item W

6:6(1) A retailer must give reasonable consideration to a | Drafting changes.

44(1 request by a customer experiencing financial

hardship, or a relevant consumer representative

for the customer, for a reduction of the customer’s

fees, charges or debt.

6.6(2) In giving-reasonable-consideration acting under Drafting changes.
44(2) subclause (1), a retailer should referto-the take
into account its hardship policies and procedures
referred-to-in-clause-6:-10(3) under clause 46.
6.8 A retailer must advise a customer experiencing -
45 financial hardship of the —

(a) customer’s right to have the a bill redirected | Consequential amendment
to a different address (including an email of ECCC recommendation
address) at no charge te-a-third-persen; and | 47 (replace the words “third

person” with “different
address”)

(b) payment methods available to the customer; | Drafting change.
and

(c) concessions that may be available to the ECCC minor amendment,
customer and how to access them; and item X

(d) different types of tariffs that may be meters ECCC recommendation 59
available to the customer and-/-ertariffs(as
applicable); and

(e) independent financial counselling services -
and relevant consumer representatives
available to assist the customer; and

() availability of any other financial assistance | ECCC minor amendment,
and-grants-schemes-that ... item Y

.. offered by the retailer sheuldreasonably ECCC minor amendment,
be-aware-of, and ... item Z

.. how to access them this assistance. Drafting changes.

6.9 Paymentin-advance ECCC recommendation 60
" I . -
i 1

paymenti .aelua’ Se-amount-as reier edio
freraudse 5. H3)o |e5|el_ entiat customers

e;spelule. GiRg-payment it .elult es-orHnanca

@)y—A+etaile hay apply-ditferent mini R
paymenti aelua_ Ee-amOURLs IO |e|.sﬁ.ele|||_ua
M%mw i i Stell els.
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Clause Reason for proposed
amendment
Subdivision-2 Hardship-pohey-and-hardship-procedures Drafting changes.
6-10 Obligation-to-develop-hardship Hardship Drafting changes.
46 policy and hardship procedures
6.10(1) A retailer must develop, maintain and implement | ECCC minor amendment,
46(1) a hardship policy and hardship procedures to item AA
assist customers experiencing financial hardship
... in-meeting to meet their financial obligations Drafting changes.
and responsibilities to the retailer.
6:10(2) The hardship policy must — ECCC minor amendment,
46(2) (a)—be-developed-inconsultationwith-relevant | item BB.
conRsumerrepresentatives; This matter is now
addressed in clause
46(5)(a) of the amended
Code.
{b)(a) include a statement encouraging Drafting changes.
customers to contact their the retailer if a
custemeris they are having trouble paying
the retailer’s bill; and
{e)(b) include a statement advising that the
retailer will treat all customers sensitively
and respectfully; and
{eh(c) include a statement that the retailer may
reduce and/or waive fees, charges and or
debt; and
{e)(d) include an objective set of hardship
indicators; and
H(e) include — ECCC recommendation
() an overview of the payment and other | 50(g)
assistance available to customers in
‘ Al hardshi
... in-accordance-with-Part-6-of the Drafting changes.
Ceode under this Part (other than the
retailer’s requirement to advise the
customer of the ability to pay in
advance and the matters referred to in
clauses-6-8 clause 45(a), (b) and (d));
and
(i) a statement that the retailer offers ECCC minor amendment,
residential customers the right to pay |item CC
their bill by Centrepay; and
(iif) a statement that the retailer is able to | Drafting changes.
provide further detail details on
request:;
and
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Clause Reason for proposed
amendment
{g)(f) include an overview of any concessions Drafting change.
that may be available to the retailer's
customers; and
£h)(q) include — ECCC minor amendment,
(i) the telephone number for interpreter item DD
services, identified by the National
Interpreter Symbol-with-the-words
“Interpreter-Services”"; and
{n—infermation-on-the-availability-of ECCC minor amendment,
independentmulti-lingual services; item EE
and
{in(ii) information-on-the-availability of TTY | ECCC recommendation 4
services the telephone number (or
numbers) for services that can assist
customers with a speech or hearing
impairment;
and
{)——be-available-on-the retailer's-website: ECCC minor amendment,
item FF.
This matter is now
addressed in clause
68(1)(c) of the amended
Code.
{fy(h) for printed copies of the hardship policy — | ECCC recommendation 61
be available in large-print copies; and
6-10(3) The hardship procedures must — ECCC minor amendment,
46(3) ()—he-developedin-consuttatonwith-relevart | item BB.
consumerrepresentatives; This matter is now
addressed in clause
46(5)(a) of the amended
Code.
{b)(a) provide for the training of staff (including Drafting changes.
call centre staff, field officers and all
subcontractors employed to engage with
customers experiencing financial hardship)
about issues related to financial hardship
and its impacts, and how to deal sensitively
and respectfully with customers
experiencing financial hardship; —
By includi ft_al
subcontractors-employed-to-engage
I hi | fiold offi ;
and _ts_ impacts;-and-how-to d_ea
sensitively-and e_spe_et Hﬁb w EI.'
hardship; and
{e}—NotUsed
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Clause Reason for proposed
amendment
{eh(b) include guidance — ECCC minor amendment,
(i) that assist assists the retailer in item GG
identifying residential customers who
are experiencing financial hardship;
and
(i) that assist assists the retailer...
. in determining a residential Drafting changes.
customer’s usage needs and capacity
to pay when determining the
conditions terms of an-nstalmentplan
a payment plan; and
(iii)y fer about the suspension of
disconnection and debt recovery
procedures; and
(iv) en about the reduction and/or waiver
of fees, charges and or debt; and
(v) en about the recovery of debt:;
and
{e)(c) require that the retailer’s credit
management staff have a direct telephone
number and that the number be provided to
relevant consumer representatives;

6-10(4) Hreguested;-aretalermust-give-residential ECCC minor amendment,
customers-and-relevant-conswmer item FF.
Fepresentatives-a-copy-ofthe-na dship-policy; A similar matter is now
including-by-postatno-charge- addressed in clause

68(1)(c) of the amended
Code.

SO, sletlecd Drafting changes.

6:10(6) If directed by the Authority, a retailer must, within | Drafting changes.

46(7) a period specified by the Authority —

(a) review its hardship policy and or hardship
procedures; and
(b) in-consultation consult with relevant
consumer representatives for the purposes
of the review; and
(c) submit to-the-Autherity the results of that the
review to the Authority.
within-5-business-days-afteritis-completed. ECCC recommendation 62

6.10(71) A retailer must ensure that its hardship policy and | ECCC minor amendment,

46(4) hardship procedures comply with the Authority’s | item HH
Financial Hardship Policy Guidelines.

46(5) A retailer must consult with relevant consumer ECCC minor amendment,
representatives whenever the retailer is — item BB.

(a) developing a hardship policy or hardship These matters were
procedures; or previously addressed in
(b) making a material amendment to its hardship | clauses 6.10(2)(a), (3)(a)
policy. and (8).
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Clause

Reason for proposed

amendment
6-16(8) A retailer must — To ensure retailers do not
46(6) (a) provide a copy of its hardship policy to the only provide a copy of their
Authority; and amended hardship policy to
the ERA, but also a copy of
their initial hardship policy.
Fo-rotalcmalkoso-matoral-amondmentto-the Drafting changes.
Fet-al-l-eFS—haFd-Sl%p—peh-G-y—' ’ j i T e
... the retailer must- consult-with-relevant ECCC minor amendment,
consumer-representatives,-and ... item BB.
This matter is now
addressed in clause 46(5)
of the amended Code.
(b) submitto-the-Autherity provide a copy of the | Drafting changes.
retailer’'s amended hardship policy to the
Authority if it makes a material amendment
to the policy ...
.. within-5-business-days-ot-the-amendment. ECCC recommendation 63
Part 7 Disconnection &lnterruption Amended Part 7 only deals
with disconnections.
Division 1 Conduct in relation to disconnection e+ Amended Part 7 only deals
iterruption with disconnections.
wANAR) Priorto Before arranging for the disconnection of | Drafting changes.
48(1) a customer’s supply address for failure to pay a
bill, a retailer must —
(a) givethecustomeraremindernotice; not less
than 15 business days from the date of
dispatch of the bill, including give to the
customer a written notice (a reminder
notice) that includes —
(i) the retailer’'s telephone number for
billing and payment enquiries; and
(i) advice-en how the retailer may assist in
the-event if the customer ...
. is experiencing paymentdifficulties-er | ECCC recommendation
ﬂﬂanetal—ha%dsmp problems paying the 50(d)
M
(b) use its best endeavours to contact the Drafting changes.
customer to advise of the proposed
disconnection; and
(c) give the customer a disconnection warning,
not less than 20 business days from the date
of dispatch of the bill, advising the customer
(i) that the retailer may disconnect the
customer with at least 5 business days’
notice to the customer; and
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Clause

(i) of the existence and operation of
complaint handling processes, including
the existence and operation of the
electricity industry ombudsman and the
Freecall telephone number of the
electricity industry ombudsman.

Reason for proposed
amendment

+H2)
48(2)

For the purposes of subclause (1), a customer

has failed to pay for a retailer’s bill if the customer

has not —

(a) paid the retailer’s bill by the due date; or

(b) agreed with the retailer to an offer of an
instalment-plan a payment plan or other
payment arrangement to pay the retailer’s
bill; or

(c) adhered to the customer’s ebligations
obligation to make payments in accordance
with an agreed instatmentplan payment plan
or other payment arrangement relating to the
payment of the retailer’s bill.

Drafting changes.

g

Notwithstanding Despite clause 71 48, a retailer
must not arrange for the disconnection of a

customer’s supply address for failure to pay a bill

(a) within 1 business day after the expiry of the
period referred to in the disconnection
warning; or

Drafting changes.

b) it o I donti

if the customer is adhering to the customer’s
obligation to make payments in accordance
with an agreed payment plan or other
payment arrangement relating to the
payment of the retailer’s bill; or

ECCC recommendation 64
— with drafting changes.

© i o

(i) __the customer is a residential customer;
and

(i) __the outstanding amount is less than
$300; and

ECCC recommendation
66(a) — with drafting
changes.

Amended paragraph (c)
does not apply to residential
customers who have
refused to enter into an
instalment plan, or who
have entered into an
instalment plan but have
defaulted on their plan (as

D241734

61



Clause

(iii)__the customer has agreed with the
retailer to pay this amount;

or

Reason for proposed
amendment

the customer must have
“agreed with the retailer to
pay the amount
outstanding”).

(d) if the customer has made-an-applicationfora

concession informed the retailer, or the
retailer is otherwise aware, that the customer
has applied for a concession and a decision
on the application has not yet been made; or

ECCC recommendation 65
— with drafting changes.

(e) if the customer has failed to pay an amount
which that does not relate to the supply of
electricity; or

Drafting changes.

() if thesupply-address-does-notrelateto the

bill does not relate to the supply address,

wnless other than if the ameunt-outstanding

bill relates to a supply address previously
occupied by the customer.

ECCC minor amendment,
item JJ — with drafting
changes.

ECCC recommendation
66(b)

(1) H This clause applies if a retailer and a
residential customer have entered into —

(a) adualfuel contract; or

(b) separate contracts for the supply of
electricity and the supply of gas, under
which —

(i) asingle bill for energy is issued to
the customer; or

(i) separate, simultaneous bills for
electricity and gas are; issued to
the customer.

. | dential ’

(2) the The retailer must not arrange for
disconnection of the residential customer’s
supply address for failure to pay a bill within
15 business days from the date of
disconnection of the residential customer’s

gas supply.

Drafting changes

Generalreguirements Disconnection for

denying access to meter

Drafting changes.

(1) A-vretallermustnotarrange-forthe
. . ¢ | ,

Subclause (2) applies if, for at least 9
consecutive months, a customer has not

Drafting changes.
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Clause Reason for proposed
amendment

provided the retailer or relevant distributor (or

a representative of the retailer or relevant

distributor) safe access to the customer’s

supply address for the purpose of reading a

meter at the supply address.

(2) _If this subclause applies, the retailer may

arrange for the disconnection of the

customer’s supply address if —

{b)(a) the retailer has, priorto-giving-the ECCC recommendation 68
customer-a-disconRection-warhing Instead of inserting the
undersubeladseL; ... words “prior to giving the

customer a disconnection
warning under subclause
(f),” in paragraphs (c) and
(e) (now (b) and (c)) the
words have been deleted
from paragraph (b) (now
(a)). The order of subclause
(2) makes it clear that
paragraphs (b), (c) and (e)
(now (@) to (c)) must be
addressed before the
retailer may give the
customer a disconnection
warning under paragraph (f)
(now (d)).
... 0n at least ence 1 occasion, given
the customer inwxiting-5-business
days written notice —
. . :
date-ortimeframe-of a-scheduled
meterreading-at-the-supply
address:
the-supply-addressfor-the-purpose
and
(i) __giving at least 5 business days’
notice of a date on which, or a
timeframe during which, the
customer is requested to provide
safe access to the supply address
in order for the retailer or relevant
distributor (or a representative) to
gain access to a meter; and
(i) if appropriate, informing the Drafting changes.
customer of the availability of A similar matter was
alternative meters that are suitable | previously addressed in
to the customer’s supply address; | cjause 7.4(1)(d).
and
(iii) advising the customer of the Drafting changes.
retailer’s ability to arrange for
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Clause

disconnection if the customer fails
to provide safe access to the
meter in accordance with the
reguirements of the notice or by
providing reasonable alternative
access arrangements;

and

{e)(b) theretailer-has-given the customer an
oppeortunity has failed to provide safe
access in accordance with the
requirements of the notice, or
reasonable alternative access
arrangements; within a reasonable
time after notice is given under
paragraph (a); and

Reason for proposed
amendment

Drafting changes.

A similar matter is now
addressed in clause
51(2)(a)(ii) of the amended
Code.

{e}(c) the retailer has used its best
endeavours to contact the customer to
advise of the proposed disconnection
on account of that failure; and

{B(d) the retailer has given the customer a
disconnection warning with at least 5
business days’ notice of its intention to
arrange for disconnection.

Drafting changes.

742 A-retaller-may-arrange-fora-distributorto-carry-out | Unnecessary. A person
1ormore-of the requirements-referred-in may always engage
copslones Mo on soballofthe cobnilor another person to carry out

one of more of the Code
requirements.

51(3) Subclause (4) applies if a customer has not ECCC recommendation 67
provided the retailer or relevant distributor (or a — with drafting changes.
representative of the retailer or relevant
distributor) safe access to the customer’s supply
address for the purposes of —

(a) testing, maintaining, inspecting, altering or
replacing a meter at the supply address; or

(b) checking the accuracy of the customer’s
consumption at the supply address.

51(4) If this subclause applies, the retailer may arrange | ECCC recommendation 67
for the disconnection of the customer’s supply — with drafting changes.
address if — The proposed requirements
(a) the retailer has, on at least 1 occasion, given | for a disconnection warning

the customer written notice — issued under clause
(i) _stating the matter giving rise to the 51(4)(a) are similar to the
potential disconnection of the supply proposed requirements for
address: and a disconnection warning
issued under clause
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Clause

(i) __giving at least 5 business days’ notice of
a date on which, or a timeframe during
which, the customer is requested to
provide safe access to the supply
address in order for the retailer or
relevant distributor (or a representative)
to gain access to a meter; and

(iii) _advising the customer of the retailer’s
ability to arrange for disconnection if the
customer fails to provide safe access to
the meter in accordance with the
requirements of the notice or by
providing reasonable alternative access
arrangements;

and

(b) the customer has failed to provide safe
access in accordance with the requirements
of the notice, or reasonable alternative
access arrangements within a reasonable
time after notice is given under paragraph

(@).

Reason for proposed
amendment

51(2)(a) of the amended
Code.

Drafting changes.

This matter is now
addressed in clause 80 of
the amended Code.

Division 2

Limitations Limits on disconnection

Drafting changes.

76
52

General Hmitations limits on disconnection

Drafting changes.

#-6(L)
52(1)

Subjeette Unless subclause (3) applies, a retailer
must not arrange for the disconnection of a

customer’s supply address if —

(a) the customer has made a complaint has
been-made to the retailer that is directly
related to the reason for the proposed
disconnection and the complaint has not
been resolved by the retailer; or

(b) the retailer is has been notified by the
relevant distributor, electricity industry
ombudsman or an external dispute
resolution body that there-is the customer
has made a complaint; that is directly related
to the reason for the proposed disconnection

Drafting changes.
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Reason for proposed

Clause
amendment

and the complaint has not been resolved by
the distributor or determined by the electricity
industry ombudsman or external dispute
resolution body (as the case may be)that
has-been-made-to-the dl SE.' BUtor elelet .'8'5
bedy;; or

a d .Ell'e complai “S. etl esolved by EI. e etarere

(c) the supply address is registered under Part ECCC recommendation
11 as a life support equipment address. 70(a) — with drafting

changes.

602 Subjectte Unless subclause (3) applies, a Drafting changes.
52(2) distributor must not disconnect a customer’s

supply address —
(@) if—

(i) the customer has made a complaint has
been-made to the distributor that is
directly related to the reason for the
proposed disconnection and the
complaint has not been resolved by the
distributor; or

(i) the distributor is has been notified by a
retailer, the electricity industry
ombudsman or an external dispute
resolution body that there-is the
customer has made a complaint; that is
directly related to the reason for the
proposed disconnection and the
complaint has not been resolved by the
retailer or determined by the electricity
industry ombudsman or external dispute
resolution body (as the case may be);
that-has-been-made-to-the-retailer;

(b) if the supply address is registered under Part | ECCC recommendation
11 as a life support equipment address; or 70(b) — with drafting
changes.

{b)(c) during any-time— Drafting changes.

a protected period unless —
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Clause

(i) the customer is a business customer;
and

4 (i) the business customer’s normal
trading hours fall within a protected
period and do not fall within any other
period; and —
CA)—fall-witn ll tlle ¢ Iel I} a_; les-set :

and

) : - her i
{vi(iiD)it is not practicable for the distributor
to disconnect at any other time.

Reason for proposed
amendment

#6(3)
52(3)

Afetaterora d's.t S hay aF' angeior

supply-address-H—

Subclauses (1) and (2) do not apply if —

(a) the disconnection was is requested by the
customer; or

(b) the-disconnection-or-interruption-was-carried
outforemergencyreasons- there is a health

or safety reason warranting the
disconnection; or

(c) there is an emergency warranting
disconnection; or

ECCC recommendation
69(a) — with drafting
changes.

(d) _electricity has been illegally consumed at the
supply address.

ECCC recommendation
69(b)

iy

Life-support

ECCC minor amendment,
item KK

This matter is now
addressed in Part 11 of the
amended Code.

Reconnection-by-retatler* Obligation on

retailer to arrange reconnection

Drafting changes.

E’% ae

QO
>
o
N

ECCC recommendation
77(a) — with drafting
changes.
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Clause

(1) This clause applies if —

(a) _a customer’s supply address has been
disconnected by, or at the request of,
the retailer; and

(b) the customer has —

(i) __if relevant, rectified the matter that
led to the disconnection or made
arrangements to the satisfaction of
the retailer; and

(i) _made a request for reconnection;
and

(i) _paid the retailer’s charge for
reconnection (if any), or accepted
an offer of a payment plan for
those charges.

(2) _The retailer must arrange for the customer’s
supply address to be reconnected.

Reason for proposed
amendment

8-12)
53(3)

For the purposes of subclause (£)(2), a retailer
must forward the customer’s request for
reconnection to the relevant distributor —

(a) that on the same business day, if the request
is received before 3_pm on a business day;
or

(b) no later than 3_pm on the next business day,
if the request is received —

(i) after 3_pm on a business day, or

(i) ona Saturday, a Sunday or a public
holiday throughout the State.

ECCC recommendation
77(b) — with drafting
changes.

&3}
53(4)

ame frames i Sﬁ ulb.elaul se (2)_” 'eﬁ IEEa' erw Hhot
causes Alternatively, a retailer may cause the
customer’s supply address to be reconnected by
the-distributor within the timeframes that apply
under clause 54(4)(a) or (b) in-clabse-8-2(2)as-if
the-dist bu_ o ﬁlnael |Ieee|ueel_ g N equestl © i

subclause(2).

ECCC recommendation
77(b) — with drafting
changes.

Reconnection-by-distributer Obligation on

distributor to reconnect supply address

Drafting changes.

D241734
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Clause

82(1
54(1)

S I
. 5 A distributor must

reconnect the a customer’s supply address- if —

(a) _aretailer has arranged for the disconnection
of the customer’s supply address; and

(b) the retailer has forwarded the customer’s
request for reconnection to the distributor
under clause 53.

Reason for proposed
amendment

ECCC recommendation
78(a) — with drafting
changes.

54(2)

Subclause (3) applies if —

(a) _adistributor has disconnected a customer’s
supply address otherwise than at the request
of a retailer; and

(b) the customer has —
(i) __if relevant, rectified the matter that led to

the disconnection; and
(i) __made a request for reconnection; and

(i) __paid the distributor’s charge for
reconnection (if any).

ECCC recommendation
78(b) — with drafting
changes.

54(3)

The distributor must reconnect the customer’s
supply address.

ECCC recommendation
78(a) and (b) — with drafting
changes.

82(2)
54(4)

For the purposes of subclauses (1) and (3), a
distributor must reconnect a customer’s supply
address —

(a) forsupphraddresses if the supply address is
located within the metropolitan area —
() within 1 business day of after receipt of
the relevant request, if the request is
received priorte before 3 pm on a
business day; and

(i) within 2 business days ef after receipt of
the relevant request, if the request is
received after 3_pm on a business day
or on a Saturday, a Sunday or a public
holiday throughout the State;

and

(b) forsupphraddresses if the supply address is
located within the a regional area —
(i) within 5 business days of after receipt of
the relevant request, if the request is
received priertoe before 3 pm on a
business day; and

(i) within 6 business days of after receipt of
the relevant request, if the request is
received after 3_pm on a business day,
or on a Saturday, a Sunday or a public
holiday throughout the State.

ECCC recommendation
78(c) — with drafting
changes.

D241734
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Subclause {2)(4) does not apply in the event case
of an emergency.

Reason for proposed
amendment

ECCC recommendation
78(c) — with drafting
changes.

and-8-and-clauses 2.4 (other than-as specified
below);-10.2-and-10-7-of the Code The following

do not apply to a pre-payment meter customer- —
(@) Parts4,5,7,8and 11;

(b) Part 6 (other than clause 46);

(c) clause 11 (other than as specified below);

(d) clause 72.

Drafting changes.

55(2)

A distributor may only operate a pre-payment
meter, and a retailer may only offer a pre-
payment meter service, in an area that has been
declared by the Minister by notice published in
the Goeverament-Gazette.

Drafting change.

56(1)

A retailer must not provide a pre-payment meter
service at a residential customer’s supply address
without the verifiable consent of the residential
customer or the residential customer’s nominated
representative

Drafting changes.

Notused-

Drafting changes.

9357

Provision of mandatery information

Drafting change.

57(1)

A retailer must, advise on request by a residential

customer who-reguests-nformation-on-the-use-of

a-pre-payment-meter, provide at no charge and in
clear, simple and concise language the following

information in relation to the use of a pre-payment
meter —

(a) ef all applicable tariffs, fees and charges
payable by the residential customer and the
basis for the calculation of those charges;

(b) ef the tariffs, fees and charges applicable to
a the pre-payment meter service relative to
relevant tariffs, fees and charges which that
would apply to that residential the customer
if no pre-payment meter was operating at the
residential customer’s supply address;

(c) efthe retailer’s charges, or its best estimate
of those charges, to replace the pre-payment
meter with a standard meter or to switch a
the pre-payment meter to a standard meter;

(d) how a the pre-payment meter is operated;

(e) how the residential customer may recharge
the pre-payment meter (including details of
cost, location and business hours of
recharge facilities);

() of the emergency credit facilities applicable
to a the pre-payment meter; and

Drafting changes.
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Clause Reason for proposed
amendment
(g) of credit retrieval.
C2 No later than 10 business days after the time a Drafting changes
57(2) residential customer enters into a pre-payment
meter contract at the residential customer’s
supply address, a retailer must give; or make
available to the residential customer at no charge
(@) the information specified within in
subclause (1); and
(b) acopy of the contract; and
(c) information on the availability and scope of
the-Cede this code and the requirement
that retailers, distributors;retailers and
electricity marketing agents comply with the
Code this code; and
{eh—Notused
{e}(d) a meter identification number; for the meter;
and
{B(e) atelephone number for enquiries; and
{en(f) atelephone number for complaints; and
{M(q) the relevant distributor’s 24-hour telephone
number for faults and emergencies; and
{#(h) confirmation of the supply address and any
relevant mailing address; and
(i) details of any concessions the residential
customer may be eligible to receive; and
{)()) the amount of any concessions to be given
to the residential customer; and
H(K) information-on-the-availability-of-multi- ECCC minor amendment,
lingual-services-{inlanguages+eflectiveof | item C — with drafting
theretailer'scustomerbase); the telephone | changes.
number for interpreter services, identified
by the National Interpreter Symbol; and
(m)(l) infermation-on-the-availability-oF ¥ ECCC recommendation 4
services; the telephone number (or
numbers) for services that can assist
customers with a speech or hearing
impairment; and
{)(m) advice-on how the retailer may assist in the | Drafting changes.
event the residential customeris ...
. experiencing payment-difficultiesor ECCC recommendation
ﬂnaneral—ha#dsMp difficulties paying for their | 50(e)
consumption; and
{e)(n) advice-en how to make a an enquiry of, or | Drafting changes.
complaint to, erenguiry-of; the retailer; and
{p)(0) details-on-external-complaints-handling The words “external
processes-ineluding the contact details for | complaints handling
the electricity industry ombudsman; and processes” have also been
removed from clause
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Clause

Reason for proposed
amendment

4.16(1)(a)(iii)** (procedures

following a bill review) and

12.1(3)(b)(ii)*® (obligation to

establish complaints
handling process).

{e)(p) general information on the safe use of
electricity; and

{)(q) details of the initial recharge facilities
available to the residential customer; and

{s)(n) the date of the expiry of the residential-pre-
paymentmeter customer’s right to revert to
a standard meter at no charge; and

(s) the options available to the residential-pre-
payment-meter customer if the residential
pre-paymentmeter customer replaces the
pre-payment meter with a standard meter
or switches the pre-payment meter to a
standard meter.

Drafting changes.

9-3(3)
57(3)

A retailer must ensure that the following
information is shown on or directly adjacent to a
residential customer’s pre-payment meter —

(a) the positive or negative financial balance of
the pre-payment meter within 1 dollar of the
actual balance;

(b) whether the pre-payment meter is operating
on normal credit or emergency credit;

(c) atelephone number for enquiries; and

(d) the relevant distributor’s 24-hour telephone
number for faults and emergencies.

Drafting changes.

9-3(4)
57(4)

A retailer must give a pre-payment meter
customer on request, at no charge, the following
information—

for the previous 2 years or since the
commencement of the pre-payment meter
contract (whichever is the shorter), divided into
quarterly segments: —

(a) total energy consumption;
(b) average daily consumption;
(c) average daily cost of consumption.

Drafting changes.

9-3(5)
57(5)

A retailer must, within 10 business days of after
the change, use reasonable endeavours to notify
a pre-payment meter customer ...

Drafting changes.

14 Clause 27(2)(a)(iii) of the amended Code.
15 Clause 89(1)(b) of the amended Code.
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Clause Reason for proposed
amendment
... in writing erby-electronic-means if the ECCC recommendation 3
recharge facilities available to the residential
customer change from the initial recharge
facilities referred to in subclause (2){)(q).
9-3(6) The information to be provided # under this Drafting changes.
57(6) clause, with-the-exception-of other than the
information in subclause (3), may be provided in
writing to a pre-payment meter customer at —
(a) the pre-paymentmeter customer’s supply
address;; or
(b) another address nominated by the pre-
paymentimeter customer; or
() an email address nominated by the pre-
payment-meter customer.
94 If a pre-payment meter customer rnetifies a Drafting changes.
58(1) requests the retailer that-it-wants to replace e
switeh the prepayment meter te with a standard
meter, theretaller-must within 1 business day of
after the request —
{(a)—send-the-informationreferred-to-in-clauses ECCC recommendation 79
LEond Duile ho sro son e onl i oio:
. o . :
el
b} the retailer must arrange with the relevant Drafting changes.
@stnbutor to— _ Paragraph (i) was
(———remeve-orrendernen-operationalthe | unnecessary. The word
pre-payment-meter;-and “replace” in paragraph (ii)
{5 replace the pre-payment meter with a | already implies that the pre-
standard meter or switch the pre- payment meter will be
payment meter to a standard meter. removed. Further, if a pre-
payment meter is switched
to a standard meter, the
pre-payment meter function
will become non-
operational.
9.4(2) A retailer must not require payment of a charge Drafting changes.
58(2) for reversion to a standard meter if a pre-payment
meter customer is a residential customer and that
customer, or its nominated representative,
requests reversion of a pre-payment meter under
subclause (1) within 3 months of after the later of
(@) the installation of the pre-payment meter; or
(b) the date on which the customer agrees-te
enter entered into a the pre-payment meter
contract.
9:4(3) (3) If a pre-payment meter customer requests Drafting changes.
58(3) and (4) reversion of a pre-payment meter under
subclause (1) after the date calculated in
accordance with subclause (2), a retailer
may charge the pre-paymentmeter customer
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Clause

a reasonable charge for the reversion te-a
standard-meter.
(4) However, the retailer’s obligations under

subclause (1) —

(a) if the pre-payment meter customer is a
residential pre-payment meter customer;
— are not conditional on the pre-
paymentmeter customer paying the
retailer’'s reasonable charge for
reversion to a standard meter (if any);
and

(b) ithepre-paymentmetercustomeris-hot
a-residential- pre-payment-meter
customer; otherwise — may be made
conditional on the pre-payment meter
customer paying the retailer’s
reasonable charge for reversion to a
standard meter (if any).

Reason for proposed
amendment

9-4(4)
58(5)

If a retailer requests a distributor to revert a pre-
payment meter under subclause (1), the
distributor must revert the pre-payment meter at
that supply address —

(a) forsupplyaddresses if the supply address is
located within the metropolitan area; —
within 5 business days of after receipt of the
request; or

(b) forsupplyaddresses if the supply address is
located within the a regional area; — within
10 business days eof after receipt of the
request.

Drafting changes.

9-5(1)
59(1)

If a pre-payment meter customer provides a
retailer with confirmation from an appropriately
qualified medical practitioner that a person
residing at the pre-payment meter customer's
supply address requires life support equipment,
the retailer must not provide a pre-payment meter
service at that supply address and the retailer
must, or must immediately arrange to —

(a) remove or render non-operational the pre-
payment meter at no charge; and

(b) replace the pre-payment meter with a
standard meter or switch the pre-payment
meter to a standard meter, at no charge; and

(c) provide information to the pre-payment meter
customer about the contract options
available to the pre-payment meter
customer.

Drafting changes.

9-5(2)
59(2)

If a retailer requests a distributor to revert a pre-
payment meter under subclause (1), the
distributor must revert the pre-payment meter at
the supply address as soon as possible and in
any event no later than —

Drafting changes.

D241734
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Clause

(a) forsupply-addresses if the supply address is

located within the metropolitan area —

() - . | : .
reguest; if the request is received prior
to-3pm before 3 pm on a business day
— within 1 business day after receipt of
the request; and

(i  within-2 business-days-of receipt of the
reguest; if the request is received after 3
pm on a business day or on a Saturday,
a Sunday or a public holiday throughout
the State — within 2 business days after
receipt of the request;

(b) forsupply-addresses if the supply address is

located within the a regional area —

() within-O9-business-days-ofreceipt-otthe
reguest; if the request is received prior
to-3pm before 3 pm on a business day
— within 9 business days after receipt of
the request; and

(i) within-10-business-days-of receipt-of the
reguest; if the request is received after
3pm 3 pm on a business day, or on a
Saturday, a Sunday or a public holiday
throughout the State — within 10
business days after receipt of the

request.

Reason for proposed
amendment

9:6(a)
60(1), (2) and (3)

{&)(1) A retailer must ensure that a pre-payment

meter customer has access to an amount
of emergency credit of $20 outside of
normal business hours. ...

Drafting changes.

(2)

The following provisions apply in relation to

a retailer’s ability to de-energise a pre-

payment meter service —

(a) _if the pre-payment meter has run out
of credit (disregarding any emergency
credit), the meter may be de-
energised during normal business
hours;

(b) if the pre-payment meter has run out
of credit and any emergency credit,
the meter may be de-energised at any
time;

(c) if the meter has been de-energised
and the customer makes a payment to
their account, that results in an
amount of credit in excess of
emergency credit, the meter must be

re-energised.

ECCC recommendation 80
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Reason for proposed

Clause
amendment

(3) A retailer is not required to re-energise a
meter if the only credit that the customer
has is emergency credit.

9:6(b} A retailer must ensure that a pre-payment meter | Drafting changes.

60(4) service —

{H(a) is capable of inferming providing the
following information to the retailer of at
least once in every month —

A)(i) the number of instances where in
which a pre-payment meter
customer has been disconnected,;
and

{B)(ii) the duration of each of those
disconnections referred-to-in
subclause-(B)YH{A);

atleastevery-month; and

(i (b) is-eapable-ofrecommencing-supply-and
supply-isrecommenced subject to
subclauses (2) and (3), recommences
supply as soon as information is
communicated to the pre-payment meter
that a payment to the account has been
made.

Unless-otherwise-agreed-with-the-customer—a A ECCC recommendation

retailer must ensure that — 5(a)

2%

(a) atleast 1 physical recharge facility is located | ECCC recommendation 81
as close as practicable to a pre-payment
meter—and-in-any-case-nofurtherthan-40
kilometres-away; and

(b) a pre-payment meter customer can access a | Drafting changes.
recharge facility at least 3 hours per day, 5
days per week; and

(c) ituses its best endeavours to ensure that the
pre-payment meter customer can access a
recharge facility for periods greater than
required under subelause paragraph (b); and

(d) the minimum amount to be credited by a

recharge facility does not exceed $20 per
increment.

9.8 If a pre-payment meter customer demonstrates to | Drafting changes.

62 a retailer that the pre-payment-meter customer is
entitled to receive a concession, the retailer must

ensure that the pre-payment-meter customer
receives the benefit-of-the concession.
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Clause

9-9(
63(1)

If a pre-payment meter customer requests that

the whole or part of a pre-payment meter be

checked or tested, a retailer must-at-the-reguest

of-the pre-payment meter-customer, make

immediate arrangements to do 1 or more of the

following —

(8) check the pre-paymentmeter customer’s
metering data;

(b) check or conduct a test of the pre-payment
meter; and/or

(c) arrange for a check or test by the
responsible person for the meter installation

at the pre-paymentmeter customer’s
connection point.

Reason for proposed

amendment

Drafting changes.

9-9(4)
63(4)

If a pre-payment meter is found to be inaccurate
or not operating correctly following a check or test
undertaken in accordance with subclause (1), a
retailer must —

(a) immediately arrange for the repair or
replacement of the faulty pre-payment meter;
and

(b) correct any overcharging or undercharging in
accordance with clause 9-11 65; and

(c) refund any charges paid by the pre-payment
customer under this clause for the testing of
the pre-payment meter.

Drafting changes.

Credit retrieval-everchargingand
wndercharging

Drafting changes.

Subjeetto If a pre-payment meter customer
notifying notifies a retailer of the a proposed
vacation date, the retailer must ensure that the
pre-paymentmeter customer can retrieve all
remaining credit at the time the pre-payment
meter customer vacates the supply address.

Drafting changes.

Overcharging and undercharging

If a pre-payment meter customer (including a pre-
payment meter customer who has vacated the
supply address) has been overcharged as a
result of an act or omission of a the retailer or
relevant distributor (including #-a-pre-payment
meter-has-been-found-to-be-defective as a result
of a defective pre-payment meter), the retailer
must —

(a) use its best endeavours to inform the pre-
paymentmeter customer accordingly within

10 business days of after the retailer
becoming aware of the error;; and

(b) ask the pre-paymentmeter customer for
instructions as to whether the amount should
be —

Drafting changes.
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Clause

{&)(0) credited to the pre-payment-meter

customer’s account; or

{b)(ii) repaid to the pre-paymentmeter

customer.

Reason for proposed
amendment

65(2)

If a the retailer receives instructions from the
customer under subclause {2}(1), the retailer
must pay the amount in accordance with the pre-
paymentmeter customer’s instructions within 12
business days of after receiving the instructions.

Drafting changes.

65(3)

If a the retailer does not receive instructions from
the customer under subclause {2}(1) within 20
business days of after making the request for
instructions, the retailer must use reasonable
endeavours to credit the amount overcharged to

the pre-payment-meter customer’s account.

Drafting changes.

No interest shall-acerue-to-acreditorrefund
referred-to-in-subclause{(2) is payable on an

amount that has been overcharged.

Drafting changes.

If a retailer proposes to recover an amount
undercharged as a result of an act or omission by
the retailer or relevant distributor (including #a
pre-payment-meter-has-beenfound-to-be
defective as a result of a defective pre-payment
meter), the retailer must —

(a) limit the amount to be recovered to no more
than the amount undercharged in the 12
months prierte before the date on which the
retailer netified notifies the pre-payment
meter customer that undercharging had has
occurred; and

Drafting changes.

(b) list the amount to be recovered as a separate

item in a special bill er-in-the-next-bill-(if
applicable), together with an explanation of
that amount; and

The words “next bill” implied
that the customer regularly
receives bills, however pre-
payment meter customers
do not receive bills.

(c) not charge the pre-payment meter customer
interest on that amount or require the pre-
payment meter customer to pay a late
payment fee; and

(d) offer the pre-payment meter customer time to
pay that amount by means of an-instalment

slopdnrnesordonecwdh clonoe G0 oo
clomoo A conliod oo potndlen nnd g
payment plan covering a period at least
equal to the period over which the
recoverable undercharging occurred.

Drafting changes.

65(4)

If the amount referred to in subclause {2)(1) is
less than $100, the retailer may —

{8)—askthe pre-paymentmetercustomerfor
; ) i whict
case-subclauses{3)and-(4)-apphras-it-the

Drafting changes.
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Reason for proposed
amendment

. . . I hel
2))-or
{b} credit the amount to the pre-payment-meter
customer’s account {in-which-case-subelause
; ;
(3)-applies-as-itne plle paymentmeter I

instead of complying with subclause (1).

Payment difficulties-or-financial-hardship Drafting changes.

Information for customers experiencing
payment difficulties

911

66

91 A-retallermust-give reasonable-considerationto-a | This matter is now
poguootbie o addressed in clause 67 of

{(a)—aresidential pre-payment-metercustomer the amended Code.

pre-payment-meter-to-a-standard-meter:
O (1) Netwithstanding-its-obligations-underclause | Drafting changes.
66(1) and (2) 610 aretallermustensure-that This clause
applies if —

(a) i aresidential pre-payment meter
customer informs the a retailer that the

pre-paymentmeter customer ...

. is experiencing payment-difficulties | ECCC recommendation
er—ﬁﬂanebal—hardshm difficulties paying | 50(e)

for their consumption; or

(b) the aretailer identifies that a Drafting changes.
residential pre-payment meter
customer has been disconnected 2 or
more times in any 1-month period for
longer than 120 minutes on each
occasions.

(2) subjectto-subelause{(3),the The retailer
must use-best-endeavours-to-contact the pre-

payment-meterecustemer, as soon as is
reasonably practicable, use its best

endeavours to provide the following
information in writing to the customer —

fo——placllocd

{eh(a) information about the different types of
meters available to the pre-payment
meter customer;

{e)(b) information about and-referral-te
relevant financial assistance
programmes;—andfor
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Clause

H(c) referralto information about how to
contact relevant consumer
representatives; andfor

{en(d) information er about independent
financial and other relevant counselling
services.

Reason for proposed
amendment

66(4)

| lor has | fiad . il

Pro-poymCREmCtc-SHSiomepUSHREe
However, if subclause (2}{b}(1)(b) applies, the
retailer is not required to eontacttheresidential

customer-and-provide-the-information-set-out-in
subelauses{2)}{e)-{g) comply with subclause (2) if
the retailer has provided the residential-pre-
paymentmetercustomer-with-that information

referred to in that subclause in within the
preceding 12 months.

Drafting changes.

66(3)

The information te-be-previded-in-subeclause(2)
may be provided in-writing by —
(a) post addressed to a-pre-payment-meter the

customer at the pre-payment-meter
customer’s supply address, or at another

address nominated by the pre-payment
meter customer; or an

(b) email at an address nominated by the pre-

payment-meter customer-; or
(c) personal delivery to the customer.

Drafting changes.

66(5)

This clause applies to a retailer despite any
obligation under clause 46.

Clarification.
Clause 46 of the amended

Code?® (hardship policy and

hardship procedures) also
applies to pre-payment
meter customers — see
clause 55(1)(b).%"

Assistance for customers experiencing
payment difficulties

(1) This clause applies if a residential pre-
payment meter customer, or a relevant
consumer representative acting on behalf of
a residential pre-payment meter customer —
(a) _informs a retailer that the customer is
experiencing difficulties paying for the
customer’s consumption; and

(b) requests that the pre-payment meter be
replaced by a standard meter.

(2) _The retailer must give reasonable
consideration to waiving any fee payable to

o Drafting changes.

A similar matter was
previously addressed in
clause 9.11(2).

e ECCC recommendation
50(e)

16 Clause 6.10 of the 2018 Code.
17 Clause 9.1(1) of the 2018 Code.

D241734

80



Clause Reason for proposed
amendment
replace the pre-payment meter with a
standard meter.

92 Existing-pre-payment-meters Redundant. There are no
A-pre-payment-meterinstalled priorto-the longer any pre-payment
amendment date will be deemed-to-comply with | meters in operation that
the requirements-of this Part 9. were installed before the

amendment date.

Part 10 Information & Cemmunication and Drafting changes.
communication

Division 1 Obligations particularto for retailers Drafting changes.

68 Provision of general information to customers | Drafting changes.

68(1) A retailer must publish on its website — ECCC recommendation 82
(a) _the following information about concessions | ECCC recommendation 87

= This matter was previously
() __the type of concessions available to addressed in clause 10.3.
customers;
(i) __the name and contact details of the
organisation responsible for
administering those concessions (if the
retailer is not responsible for doing this);
and
(b) the following information about energy ECCC recommendation 88
efficiency — — with drafting changes.
(i) _ cost-effective and efficient ways to A similar matter was
utilise electricity; previously addressed in
(i) _the typical running costs of major clause 10.4.
domestic electrical appliances;
and
(c) the retailer’s hardship policy; and ECCC minor amendment,
item FF
(d) the retailer’s family violence policy; and ECCC recommendation
112
(e) _a summary of a customer’s rights, ECCC recommendation
entitlements and obligations under the 100
retailer’'s standard complaints and dispute
resolution procedures; and
(f)__the contact details for the electricity industry
ombudsman; and
() _a copy of this code. ECCC recommendation 94
A similar matter was
previously addressed in
clause 10.10.

68(2) If a customer requests information of the kind ECCC recommendation 82
referred to in subclause (1), the retailer must —
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Clause Reason for proposed
amendment
(a) refer the customer to the retailer’'s website; or
(b) provide the information to the customer.

68(3) If a customer requests a copy of information of ECCC recommendation 82
the kind referred to in subclause (1), the retailer — with drafting changes.
must provide a copy of the information to the
customer.

68(4) The information or a copy of the information ECCC recommendation 82
requested under this clause must be provided
without charge.

68(5) The retailer is not required to make a copy of this | To allow retailers to include
code available under subclause (1)(q) if it instead | a hyperlink to, for example,
provides an electronic link to a website where a the Code published on the
copy of this code may be accessed Parliamentary Counsel’s

Office website. This may
reduce the risk of retailers
having an out-of-date copy
of the Code on their
website.

70 FarifHnformation Information about variations | Drafting changes.
to tariffs, fees or charges: regulated prices

70(1) This clause applies if a customer’s tariffs, fees or | ECCC recommendation
charges are regulated or set by the State 83(b)

Government.
Ao £4)(2) A retailer must give notice to each-ofits ECCC recommendation
70(2) and (3 customers-affected-by a customer of any 83(b)
variation in to ...
... its tariffs, fees and or charges ... ECCC minor amendment,
item NN
... that affects the customer.; Drafting changes.
(3) The notice must be given no later than the
next bill in & the customer’s billing cycle.

1042 Information about tariffs, fees or charges ECCC minor amendment,

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

10:4(3) A-retallermust-give-ar-make-avallable-to-a ECCC recommendation 84
customer-the-information-referred-to-under
sube au_se. (Z)-within 8 business-days elltlne date
oFreceipt H e_quested_ b} the-customer, tln.e

71 Information about variations to tariffs, fees or | Drafting changes.
charges: non-requlated prices
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Clause

1(1

E

This clause applies if a customer’s tariffs, fees or
charges are not requlated or set by the State
Government.

Reason for proposed
amendment

ECCC recommendation
83(a) — with drafting
changes.

~
[N
N

A retailer must give notice to a customer of any
variation to its tariffs, fees or charges that affects
the customer.

ECCC recommendation
83(a) — with drafting
changes.

~
=
w

The notice must be given at least 5 business days

before the variation is to apply to the customer.

ECCC recommendation
83(a) — with drafting
changes.

~
=
b

The notice must —

(a) _specify that the customer’s tariffs, fees or
charges are being varied; and

(b) specify the date on which the variation will
come into effect; and

(c) identify the customer’s existing tariffs, fees or
charges, inclusive of GST; and

(d) identify the customer’s tariffs, fees or
charges as varied, inclusive of GST; and

(e) specify that the customer may request
historical billing data.

ECCC recommendation
83(a) — with drafting
changes.

71(5)

A retailer is not required to provide information
under this clause —

(a)_if the customer has entered into the relevant
contract with the retailer within 10 business
days before the variation is to take effect and
the retailer has already informed the
customer of the variation; or

(b) for a tariff, fee or charge that continually
varies in relation to the prevailing spot price

(c) for the variation of a tariff, fee or charge that
is a direct result of a change to, or the
withdrawal or expiry of, a concession; or

(d) _for the variation of a tariff, fee or charge that
is a direct result of a change to a bank
charge or fee, to a credit card charge or fee,
or to payment processing charges or fees
that apply in relation to the customer.

ECCC recommendation
83(a) — with drafting
changes.

10-2(2)
72(2)

(2) H The retailer must give the billing data at no
charge if a non-contestable customer
requests billing data undersubelause (1) —
(a) for a period less than the previous 2

years and no more than once a year; or

(b) in relation to a dispute with a retailer;

the-retailermust-give-the-billing-data-atno
charge.

Drafting changes.

. .
A-retaller-must give a hoR-contestable custome
the bl nglelata_ equl sted Hﬁ |Idenlsubeﬁause_(1) :

ECCC recommendation 85
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Reason for proposed

Clause
amendment

10.2(4) A-rctalormustocp-o-nen-contcstable ECCC recommendation 86

103 Concessions A similar matter is now
A—retailer—must—give—a—residential-customer—on | addressed in clause
request-at-no-charge— 68(1)(a) of the amended
(a)—information-on-the types-of concessions Code.

10:3A A retailer must give-a-customer at least once a Drafting changes.
73 year give a customer written details of the

o retailer’'s and distributor’s obligations to make
payments to the customer under Part 14 ofthis
Cede-and or under any other legislation-{including
coboidinnslocislnion i ee o Aosin e written
law including —

(@) the amount of the payment; and

(b) the eligibility criteria for the payment.

104 Energy-Efficiency-Advice A similar matter is now

A-retailer must give-ormake-available-to-a addressed in clause

customer-onreguest-at-no-charge.general 68(1)(b) of the amended
informationon— Code.

Division 2 Obligations particularte for distributors Drafting changes.

106 A distributor must give-a-customer-enregquest-at | ECCC recommendation 80
75(1) no-charge;-the-following-information publish on its

website —

(a) information-onthe-distributor's ECCC recommendation
requirements-in-relation-to-the customer's 89(a)

a description of the distributor’'s and
customer’s respective rights and
obligations concerning the provision of
services by the distributor and a description
of those services; and
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Clause Reason for proposed
amendment

(b)——an-explanation-for-any-unplanned-or This matter is now
approved-change-inthe-gualityof supply-of | addressed in clause 76 of
electricity-outside-of the limitspreseribed-by | the amended Code.
laws;

{e}——an-explanation-forany-unplanned This matter is now
interruption-of-supply-te-the-custemers addressed in clause 76 of
supply-address; the amended Code.

(d)——advice onfacilities-required-to-protect the ECCC recommendation
distributor's-equipment; 89(a)

(e)—=advice-on-how-to-obtain-information-en ECCC recommendation
protecting-the-custemers-egquipment: 89(a)

{H—advice-onthecustomer's-electricity usage | ECCC recommendation
so-thatit does-notinterfere-with-the 89(a)

(b)  details of applicable connection and ECCC recommendation
reconnection timeframes; and 89(b)

(c)  details of applicable connection and ECCC recommendation
reconnection charges; and 89(b) — with drafting

changes.

(d) information relating to new connections or ECCC recommendation
connection alterations; and 89(b)

{g)(e) general information on the safe use of ECCC recommendation
electricity; and 89(c) — with drafting

() general information on quality of supply; change.
and

{)(q) general information on reliability of supply-;
and

(h) _information about how a customer may ECCC recommendation 93

obtain information on distribution standards A similar matter was
and metering arrangements that are relevant previously addressed in
to the customer and — clause 10.8.
(i) prescribed under the Act or the
Electricity Act 1945; or
(i) adopted by the distributor; and
() __asummary of a customer’s rights, ECCC recommendation
entitlements and obligations under the 100
distributor’s standard complaints and dispute
resolution procedures; and
()__the contact details for the electricity industry
ombudsman; and
(k) _a copy of this code. ECCC recommendation 94
A similar matter was
previously addressed in
clause 10.10.
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Clause Reason for proposed

amendment

75(2) If a customer requests information of the kind ECCC recommendation 80
referred to in subclause (1), the distributor must
(a) _refer the customer to the distributor’s

website; or
(b) _provide the information to the customer.

75(3) If a customer requests a copy of information of ECCC recommendation 80
the kind referred to in subclause (1), the
distributor must provide a copy of the information
to the customer.

75(4) The information or a copy of the information ECCC recommendation 80
requested under this clause must be provided
without charge.

75(5) The distributor is not required to make a copy of To allow retailers to include
this code available under subclause (1)(K) if it a hyperlink to, for example,
instead provides an electronic link to a website the Code published on the
where a copy of this code may be accessed. Parliamentary Counsel’s

Office website. This may
reduce the risk of retailers
having an out-of-date copy
of the Code on their
website.

76 Information about supply changes or Drafting changes
interruptions

76 A distributor must give to a customer on request, | Drafting changes
at no charge —

(a) _an explanation for any unplanned or A similar matter was
approved change in the quality of supply of previously addressed in
electricity to the customer’s supply address clause 10.6(b).
outside of the limits prescribed by law; and

(b) an explanation for any unplanned interruption | This matter was previously
of supply to the customer’s supply address. addressed in clause

10.6(c).

107 Historical-consumption-data ECCC recommendation 90

1073 A-distributer-mustgive-a-customeronreguestthe | ECCC recommendation 90

Lo Mosustomoroaucsio conovnnden coto ey ECCC recommendation 90
subclavse-(1)—

i i 1

@)—te apet od-ess-than-the previous 259. ars
provided t_Ine customerhas-notbeen-given
consumption-data-pursuant-to ane_ques_t .
undersube ause S _enel Hhan-w cew th
reguest-or
e . . |

ne-shoreos
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Clause Reason for proposed
amendment
10-7(3) A-distributor must give-a-customer-the ECCC recommendation 91
i
consy |pt||e _elata equEStFedl o ||ele| suﬁbelau_se (%)
(a)—the request: of
() Payme s eq_un_eel a d. is-requested-by
- 3,
equest)lplayll ent eﬁ the d.St. thlel SI .
10-7(4) A-distributer-mustkeep-a-eustomers-consumption | ECCC recommendation 92
data for 7-years.
10-8 Distribution-standards ECCC recommendation 93
10.8(1) A-distributer-musttella-customeronregquest-how | ECCC recommendation 93
rerTEet ; A similar matter is now
distribution-standards-and-metering-arrangements addressed in clause
- _ o 75(2)(h) of the amended
a)—preseribed-underthe-Actor-the-Electricity-Act | Code.
1945;or
thatare relevantto-the customer:
10-8(2) A-distributor-mustpublish-on-ts-website-the ECCC recommendation 93
information-specified-in-subelause(1)- A similar matter is now
addressed in clause
75(1)(h) of the amended
Code.
Division 3 Obligations particutarte for retailers and Drafting changes.
distributors
10.9 (1) To the extent practicable, a retailer and or Drafting changes.
77 distributor must ensure that any written
information that must be given to a customer
by the retailer or distributor erits-electricity
marketing-agent under the-Code this code is
(@) expressed in clear, simple and concise
language; and
(b) isin aformat that makes it easy to
understand.
(2) _The obligation placed on a retailer under
subclause (1) extends to written information
that may be given to a customer by an
electricity marketing agent acting on behalf
of the retailer.
1010 Codeof Conduct ECCC recommendation 94
(QQ—A—FetadeFand—a—d%mbu{neFmHsI—teﬂ—a A similar matter is now
eustgmer—en—request—hew—th&eusteme#ean addressed in clauses 68
obtain-a-copy-of the Code— and 75 of the amended
{2—Aretailerand-a-distributor must- make Code.
website:
D241734 87



Clause

Reason for proposed

amendment
(3)Not Used
1011 A retailer and a distributor must make available to | Drafting changes.
78(1) a residential customer on request, at no charge,
services that assist the residential customer in
interpreting understanding information provided
by the retailer or distributor to-theresidential
... (including independent multi-lingual interpreter | ECCC minor amendment,
services ... item C
. and F¥ services for customers with a speech | ECCC recommendation 4
or hearing impairment, and large print copies).
10-11(2) A retailer and, if appropriate, a distributor must Drafting changes.
78(2) include on a relevant document in relation to
residential customers —
(a)—thetelephone-numberforits- TTY-services; A similar matter is now
addressed in new
paragraph (b).
{by—the-telephone-numberfor-independentmulti- | ECCC recommendation 95
{c—)—meuteiephen&numbeﬁepmeppmter—se%es A similar matter is now
%MWWQ%W addressed in new
and-the-words“Interpreter-Services™; paragraph (a).
on-the—
(a) the telephone number for interpreter ECCC recommendation 96
services, identified by the National — with drafting changes
Interpreter Symbol; and
(b) the telephone number (or numbers) for ECCC recommendation 4
services that can assist customers with a
speech or hearing impairment.
1012 In subclause (2) — Drafting changes.
78(3) relevant document means the following —
{e)}(a) a bill and bill-related information (including,
for example, the notice referred to in clause
4-2(3} 20(3) and statements relating to an
instalmentplan a payment plan); and
{eh(b) a reminder notice; and
{e)(c) a disconnection warning.
10.12(1) A distributor must advise a customer on request, | Drafting changes.
79(1) at no charge, of the availability of different types
of meters and their —
(a) suitability to the customer’s supply address;
and
(b) purpose; and
(c) costs; and
(d) installation, operation and maintenance
procedures.
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Clause Reason for proposed

amendment

Division 4 Disconnection or interruption for emergencies | Drafting changes.

80 Disconnection or interruption for emergencies | This matter was previously
If a distributor disconnects or interrupts a addressed in clause 7.5.
customer’s supply address for emergency
reasons, the distributor must —

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

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

Part 11 Neot-Used Drafting changes.

Life support equipment scheme ECCC minor amendment,

item KK
This matter was previously
addressed in clause 7.7(7).

81 Relevant standards Drafting changes.

81(1) The relevant standard under this Part for a Drafting changes.
retailer is that a step bg taken = This matter was previously
(a) on the same day if a confirmation or addressed in clauses

notification is received before 3 pm on a 7.7(1)(c) and 7.7(2)(f).
business day; or

(b) no later than the next business day if a
confirmation or notification is received after 3
pm or on a Saturday, a Sunday or a public
holiday throughout the State.

81(2) The relevant standard under this Part for a Drafting changes.
distributor is that a step be takgn — . This matter was previously
(a) no later than the next business day if a addressed in clause

notification is received before 3 pm on a 7.7(3)(a).
business day; or

(b) within 2 business days if a notification is
received after 3 pm or on a Saturday, a
Sunday or a public holiday throughout the
State.

771 Registration of life support equipment: Drafting changes

82 retailers

e (1) The retailer must take the steps set out in ECCC recommendation 72

82(1)-(3 subclause (2) in accordance with the

relevant standard for a retailer ¥ if a
customer provides a retailer with
confirmation from an appropriately qualified
medical practitioner that a person residing at
the customer’s supply address requires life
support equipment,
D241734 89



Clause

(2) stheretallermust The following steps must

be taken —
(a) register the customer’s supply address
as a life support equipment address;
(b) register the customer’s contact details;
(c) netify provide the following to the
customer’s distributor —
() that a notification about the
customer’s supply address is being
a life support equipment address;;

(i) of the contact details of the

Reason for proposed
amendment

Drafting changes

customer, —

{—that same-day,-if the-confirmation-is | This matter is now
received-before-3pm-on-a-business | addressed in clause 82(1)
day ... and 81(1)(a) of the

amended Code.

{i)—no-laterthan-the-next-business This matter is now
day-if-the-confirmation-isreceived | addressed in clause 82(1)
after 3pm-oron-a-Saturday; and 81(1)(b) of the
Sunday-or-public-holiday ... amended Code.

{d)—notarranhgefordisconnection-of-that ECCC recommendation

customers-supply-address-forfailureto | 70(c)

pay-a billwhile-the-person-cer “, Weste | A similar matter is now

res@eugi—tha{—addwtessﬂ'smd—requ#esme addressed in clause

use-oflife-support-equipment.

52(1)(c) of the amended
Code.

(3)

In addition, a retailer who is required to

comply with subclause (2) must provide the
following information in writing to a customer
before, or within 5 days after, reqgistering the

customer’s supply address as a life support

equipment address —

(a) advice that there may be planned or

unplanned interruptions to supply at the
supply address and that the relevant
distributor is required to notify the
customer of a planned disruption in
accordance with this code;

(b) arecommendation that the customer

prepare a plan of action in case of an
unplanned interruption;

(c) _an emergency telephone contact

number for the relevant distributor and
the retailer (the charge of which will be
no more than the charge of a local call
(excluding mobile telephones)).

ECCC recommendation 71
— with drafting changes.

12 {2)(4) The retailer must take the steps set out in ECCC recommendation 72
82(4) subclause (5) in accordance with the
relevant standard for a retailer ¥ if a
D241734 20



Clause Reason for proposed
amendment
and (5) customer registered with a retailer under

subclause {1)(2) notifies the retailer: —

(a) that the person residing at the Drafting changes.
customer’s supply address who
requires life support equipment is
changing supply address; or

(b) that the customer is changing supply
address but the person who requires
life support equipment is not changing
supply address; or

(c) efthatthere has been a change in
contact details:-or.

{d)—thatthe-customers-supply-addressne | Clause 86 of the amended
longerrequiresregistration-asalife Code sets out a retailer's
suppert-equipmentaddress; obligations if a retailer is

notified that a customer’s
supply address no longer
requires registration as a
life support equipment
address.
(5) theretallermust— The following steps must | Drafting changes.
be taken —
{e)(a) register the change;
H(b) netify provide a notification to the
customer's distributor of the change. —
{—that same-day-ifthe-netification | This matter is now
isreceived-before 3pm-ona addressed in clause 82(4)
business-day;-o and 81(1)(a) of the
amended Code.
{—no-later-than-the-next-business This matter is now
day-if-the-netificationisreceived | addressed in clause 82(4)
after-3pm-or-on-a-Saturday; and 81(1)(b) of the
Sunday-or-public-holiday;-and amended Code.
{g)———continue-to-comply-with-subclause ECCC recommendation
)y withrespecttothatcustomers | 70(c)
cooobradines,
83 Regqistration of life support equipment: Drafting changes.
distributors
714(3) 31 H—erd+stﬁbu{er—has—been—m¥em4ed-by—a Drafting changes.
83(1) retalerunder-subclause-(1){c) ...
and (2 .. or-by-arelevant government-agency ... ECCC recommendation
73(a)

... The relevant distributor must take the Drafting changes.

steps set out in subclause (2) in

accordance with the relevant standard for a

distributor if the distributor is notified by a

retailer —
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Clause Reason for proposed
amendment
(a) that a person residing at a customer’s
supply address requires life support
equipment;; or
(b) ef that there has been a change of
details or circumstances previously
notified te by the retailer under
subclause (2), the-distributor must—.
(2)  The following steps must be taken (as
relevant) —
(a) register the customer’s supply address
as a life support equipment address;
... er-update-the detailsnotified-by-the | A similar matter is now
retallerundersubelause-(2)— addressed in new
paragraph (b).
{)—the-nextbusiness-day-itthe This matter is now
notificationisreceived-before addressed in clause 83(1)
3pm-on-a-busiress-day;-or and 81(2)(a) of the
amended Code.
Clause 81(2)(a) uses the
words “no later than the
next business days” to
clarify that the steps may be
taken the next business
day, or earlier.
{)—within-2 business-daysif the This matter is now
netification-isreceived-after3pm | addressed in clause 83(1)
or-on-a-Saturday;-Sunday-or and 81(2)(b) of the
public-holiday;and; amended Code.
(b) update the details or circumstances Drafting changes.
previously notified by the retailer. A similar matter was
previously addressed in
clause 7.7(3)(a).
(b)—i-informed-by-arelevant-geverament | ECCC recommendation
agency,-hotify the retailerin 73(b)
. ot
fiod i | : .
84 Interruption of supply Drafting changes.
4y Hife-supportequipmentis-registered-ata Drafting changes.
84(1 customers-supply-address-undersubelause
(a)—not-disconnect-that-customers-supply ECCC recommendation
address-for-failure-to-pay-a-billwhile-the 70(c)
. ;
PEFSOR€6 “E"'HI eso esﬁ Ild' ﬁe at-that address
{b)—priorto-any-planned-interruption; Drafting changes
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Reason for proposed

Clause
amendment

A distributor must not undertake a planned
interruption of supply at a life support equipment
address unless the distributor has —

(a) previde provided at least 3 business days’
written notice of the interruption to the
customer’s customer —

(i) atthe supply address; and or

(i) any-other at another address nominated
by the customer;; or

(ii) ) | : I
customer; by electronic communication;

and

(b) unless expressly requested in-writing by the | ECCC recommendation 74
customer ...

. not to do so, used its best endeavours to | Drafting changes.

obtaln verbalacknowledgement-written

acknewledgementeoracknewledgementby
electronic-means acknowledgement from the
customer, or from someone_else residing at
the supply address, that the notice has been

received.
FHAA)yand(5) | (4A)(2) Netwithstanding-clause7-#{4)b) Drafting changes.
84(2) and (3) Subclause (1) does not apply if —

(&) an interruption;planned-or
otherwiseis to restore supply toa

supply-address-thatisregistered-as

at a life support equipment address

5} (b) H-athe distributor has already
provided notice of a planned
interruption that will affect a supply
address under the Electricity Industry
(Network Quality and Reliability of
Supply) Code 2005 thatwill-affecta
supply-address; before the distributor

registering reqisters the a-customer's
supply address as a life support

equipment address under elause
3}y this Part.

3) If subclause (2) applies the distributor
must use its best endeavours to contact
that the customer, or someone residing at
the supply address, before the planned
interruption occurs.
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Clause

Periodic reviews

Reason for proposed
amendment

Drafting changes.

85(1)

A retailer must require the customer, by a notice
given to the customer within the period beginning
3 months before, and ending 3 months after,
each anniversary of the reqistration of a supply
address under this Part —

(a) Neeamer—than%ﬁmﬁhs—beiepeuthe—}z
month-anniversary-of the confirmation-from

{—ascertain-whether unless paragraph (b)
applies — to confirm that a person
residing at the customer’s supply
address continues to require life support
equipment; and or

Drafting changes.

The word “contact” has
been replaced with “by a
notice given” because
ECCC recommendation 75
was for the retailer to give
prescribed information to
the customer. The
information that must be
included in the notice is set
out in clause 85(2) of the
amended Code.

(b) in the case of every third anniversary — to
provide the retailer with confirmation from an
appropriately gualified medical practitioner
that a person residing at the customer’s
supply address continues to require life
support equipment.

Drafting changes

++&)(b}
85(2)

A

notice under subclause (1) must —

(a) _allow a customer at least 3 months fera
customer to provide the infermation
confirmation requested by the retailer in
subelause{(6)}{a)-; and

(b) _warn the customer that —

(i)__the customer’s supply address will be
de-registered as a life support
equipment address if the customer fails
to comply with the notice or if the
customer notifies the retailer that a
person residing at the supply address no

longer requires life support equipment;
and

(i) __if the supply address is de-reqistered,
the customer will no longer receive the
protections provided by this code for life
support equipment addresses.

ECCC recommendation 75

Dereqistration of address

Drafting changes.

(1) When— This clause applies if —

ECCC recommendation 76
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Clause

Reason for proposed
amendment

86(1) and (2) o sommonphoroonioo o cus oo The revised wording of
counmashnenioo ho ool clause 86(1)(a) of the
address;-or amended Code covers the

(i) a-person-who required life support circumstances described in
life-support-equipment;-or (ii)-
(&) the retailer is notified that the
customer’s supply address no longer
requires regqistration as a life support
equipment address; or
Gin(b) subjectto-subclause{(A){b); a
customer fails to previde-the
for-the-purpeses-ofsubelause
. ot
comply with a notice from a retailer
under clause 85 in relation to a life
support equipment address.
within-the-time-period-referred-to-in This is no longer required
subelause(6)}{b);-orgreaterperiodif | as clause 85(2)(a) of the
allowed-by-theretaler; amended Code provides
that a retailer may allow a
customer more than 3
months to provide the
information.
theretailer's-and-distributor’'s This matter is now
obligations-undersubclauses{1)to | addressed in clause 86(7)
(B)-terminate-and of the amended Code.

(2) theretallerordistributor(as-applicable) ECCC recommendation 76
mustremove-the customer's-details-from — with drafting changes.
&he#e—gupper%qumen%add%es&mg&e# e The distributor's
upon-being-made-aware-of-any-ofthe obligation to de-register

> IR If a life support equipment
subclause (1)(a) applies, the retailer must address is now
de-reqister the life support equipment addressed in clause
address — 86(5) of the amended
v)(a) the-nextbusiness-dayif theretailer Code.
or-distributor{as-applicable) e The timeframes no
beeemesawareuef—theurelevant longer apply to clause
Fre FOrAESET & 86(1)(b) of the amended
@i if the notification is received Code because there is
before 3pm on a business day — no no clear point in time
later than the next business day; or from which the
(b)) within2 business-days.-if the retailer timeframes should be
or-distributor{(as-applicable) calculated.
becomes-aware-of-the relevant
¢y if the notification is received after
3pm or on a Saturday, a Sunday or a
public holiday throughout the State
— within 2 business days.
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Clause

k)
86(3)

If subclause (1)(b) applies, the retailer must —

{#(a) send written correspondence sent by
registered post to the customer’s supply
address, and to any other address
nominated by the customer, warning the
customer that the life support equipment
address may be de-reqistered; and

{B(b) aminimum-of 2-otherattempts at least 10
business days after sending the

correspondence under paragraph (a), and
on at least 2 other occasions, take
reasonable steps to contact the customer

Reason for proposed
amendment

ECCC recommendation 76
— with drafting changes.

ECCC minor amendment,
item MM

... about the de-registration of the life
support equipment address; and

Drafting changes.

(c) de-reqister the supply address if the
customer fails, in response to the steps
undertaken under paragraphs (a) and (b), to
provide the confirmation required under
clause 85.

Drafting changes.

+HAHe)
86(4)

If o distri , liaati | | 3)
@y A4A)and- (5 terminate-as-aresultof-the
.  subel \ai), |

j istri j A retailer must
when it de-reqisters a life support equipment
address, provide the customer’s distributor with a
notification about the de-registration as soon as
reasenably practicable after taking that step; but
in any event; within 3 business days.

ECCC recommendation 76
— with drafting changes.

86(5)

The distributor must de-reqister the life support
equipment address in accordance with the
relevant standard for a distributor.

ECCC recommendation 76

A similar matter was
previously addressed in
clause 7.7(7)(a).

D241734
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Clause Reason for proposed

amendment

A Forthe avoidance-of doubttheretailer's-and Drafting changes.

86(6) distributor's-obligations-undersubelauses{HHo
(6)-do-notten . ate-by © perat © e_l this
S ufbe ausle_ (#)-ttthe etale_l Iel o SE'I bute'; ;asl pee
another-person-who-resides-at the supply-address
Despite subclauses (1) to (5), a supply address
must not be de-registered if another person who
resides at the supply address has their contact
details registered under clause 82(2)(b) in relation
to the supply address.

86(7) Once a customer’s supply address ceases to be ECCC recommendation 76
registered as a life support equipment address, — with drafting changes.
the retailer’'s and relevant distributor’s obligations A similar matter was
undgr this code in connect?on with life support previously addressed in
equipment cease to apply in relation to that clause 7.7(7)(a).
address.

Part 12 Complaints &Dispute-Resolution and dispute | Drafting changes.
resolution

121 Obligation to establish complaints handling Drafting changes.

87 process procedures

1211 A Each retailer and distributor must develop, Drafting changes.

87(1) maintain and implement ...

... an-internal-processfor-handling-complaints ECCC minor amendment,
andreselving-disputes a standard complaints and | item OO
dispute resolution procedure.

1212y The complaints-handling-process-under ECCC minor amendment,

87(2) subelause(1) standard and dispute resolution item PP — with drafting
procedure ... changes.

... must address — Drafting changes.
(8)——comphywith-Australian-Standard-AS/NZS This matter is now
10002:2014; addressed in clause 87(3)
of the amended Code.
fo—rddiooe nrlonet Drafting changes.
(@) how complaints must be lodged by
customers; and
{(b) how complaints will be handled by a
retailer or distributor, including —
A)(i) aright of a customer to have its
a complaint considered by a
senior employee within-each
o : |
distributor if the customer is not
satisfied with the manner in
which the complaint is being
handled; and
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Clause Reason for proposed
amendment
{B){(ii) the information that will be ECCC recommendation
provided to a customer, 97(a) — with drafting
including in accordance with changes.
the requirements under clause
89;
and
i(c) response times for complaints; and Drafting changes.
{y(d)the method of response;.
{e)—detailhowaretailerwill-handle-complaints | ECCC recommendation 98
Jer—_electrici ket
agents-or-marketing;-and
{d)—be-available-at-no-cost-to-customers: A similar matter is now
addressed in clauses
68(1)(e) and 75(1)(i) of the
amended Code.
87(3) The standard complaints and dispute resolution Drafting changes.
proceo!ure must comply with AS/NZS This matter was previously
10002:2014. addressed in clause
12.1(2)(a).
1213} For-the-purpeses-ofsubelause-(2}b)(i}B)=a ECCC recommendation

obolorordicinbulosmnet atlnnet 97(b)

(@) —whenresponding-to-a-complaintadvisethe | A similar matter is now
customer-thatthe-customer-has-the-fightie | addressed in clause 88 of
Bosothocornnlonboonoicoroc s conior the amended Code.
process)-and

o—whonrocomslomt hoe not boon rocclend
. i
AterRatly ’“ al Hanhe aceeptanieto-a
fp—esrthoenconetor tho soeomo o

supply-such-reasons-in-writing);-and

th—thatthe GHI stome: al S tl:e Hgntioraise
crbodomoncronethorrelovont oodomn]
. . | o o

Freecall-telephone-number-of-the

88 Acknowledgement of complaint and response | Drafting changes.
times

12:14) For-the-purpese-ofsubelause{2)(b)(ii)a A ECCC recommendation 99
88 retailer or distributor must, on receipt of a written

complaint by a customer—

(a) acknowledge the complaint within 10
business days; and

(b) respond to the complaint by addressing the
matters in the complaint within 20 business
days.
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Clause

|OO
©

Advice about outcome of complaint

Reason for proposed
amendment

Drafting changes.

[oe]
[{e]

A retailer or distributor must inform the customer

(a) of the outcome of a complaints process; and

(b) _unless the customer has advised the retailer
or distributor that the complaint has been
resolved in a manner acceptable to the
customer inform the customer —

(i) of the retailer’s or distributor’s reasons
regarding the outcome;

(i) _that if the customer is not satisfied with
the outcome, the customer may make a
complaint or take a dispute to the
electricity industry ombudsman; and

(i) _of the telephone number and other
contact details of the electricity industry
ombudsman.

ECCC recommendation
97(b)

ECCC recommendation
101

ECCC recommendation
102

ECCC recommendation
103

ECCC recommendation
103

ECCC recommendation
103

ECCC recommendation
103

D241734
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Clause

hei e |

Reason for proposed
amendment

Part 13

Family violence policy

Drafting changes.

|©
=

Family violence policy

Drafting changes.

A retailer must develop, maintain and implement

a family violence policy to assist vulnerable

customers.

ECCC recommendation
107(a) — with drafting
changes.

The family violence policy must —

(a)

provide for the training of staff (including call

centre staff and field officers) about issues
related to family violence and its impacts,
including how to identify customers who may
be affected by family violence and how to
apply the policy effectively and appropriately
to provide assistance to vulnerable
customers; and

ECCC recommendation
108 — with drafting
changes.

(b)

require the retailer to advise a vulnerable

customer that the retailer can protect the
customer’s information and, if a vulnerable
customer requests information to be
protected, require the retailer to do so; and

ECCC recommendation
109(a) — with drafting
changes.

(c)

require the retailer —

(i) __to take reasonable steps to establish a
safe method of communication with a
vulnerable customer, and if a method of
communication proposed by a
vulnerable customer is not reasonably
practicable, to offer an alternative
method of communication; and

(i) _to keep a record of any method of
communication that has been agreed
between the retailer and a vulnerable
customer; and

(i) to use any agreed method of
communication for the purposes of
providing information required by this
code;

and

ECCC recommendation
109(b), (c) and (d) — with
drafting changes.

(d)

include processes to ensure that a

vulnerable customer does not have to
repeatedly refer to, or disclose, their situation

when they make contact with the retailer or
another person acting on behalf of the
retailer; and

ECCC recommendation
110

(e)

require the retailer to consider reducing or

waiving any fees, charges or debt that would

ECCC recommendation
111(b)
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Clause Reason for proposed
amendment
otherwise be payable by a vulnerable
customer; and
(f)__without limiting paragraph (e), require the ECCC recommendation
retailer to consider — 111(a)
(i)__the potential impact of debt collection on
a vulnerable customer; and
(i) _the extent to which another person may
have contributed to an amount owing for
electricity supplied to a particular supply
address;
and
(9) _provide that the retailer will take into account | ECCC recommendation
the circumstances of a vulnerable customer | 115
before disconnecting the customer’s supply
address for failure to pay a bill; and
(h) provide information about the operation of Subclause (4)(b) provides
subclause (4); and for a 9-month disconnection
moratorium for vulnerable
customers.
() __include — Consistent with the
() __the telephone number for interpreter requirements for financial
services, identified by the National hardship policies set out in
Interpreter Symbol; and clause 46(2)(g) of the
(i) _the telephone number (or numbers) for | @mended Code.
services that can assist customers with
a speech or hearing impairment;
and
(I)__for printed copies of the family violence policy | Consistent with the
— be available in large-print copies. requirements for financial
hardship policies set out in
clause 46(2)(h) of the
amended Code.
91(3) The training required under subclause (2)(a) must | ECCC recommendation
at least satisfy 1 of the following requirements — | 108
(a)_itis developed in conjunction with
appropriate consumer representatives;
(b) it is provided by appropriate consumer
representatives.
91(4) A retailer must ensure that the supply address of | ECCC recommendation
a vulnerable customer is not disconnected for a 114 — with drafting
period of 9 months from the date on which the changes.
retailer became aware that the customer is a
vulnerable customer unless —
(a) _the retailer is informed by the customer, or
otherwise becomes aware, that the customer
no longer resides at that supply address; or
(b) the disconnection is requested by the
customer; or
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Clause

(c) _there are safety reasons warranting the
disconnection; or

(d) there is an emergency warranting
disconnection; or

(e)__electricity has been illegally consumed at the
supply address.

Reason for proposed
amendment

91(5)

Nothing in subclause (4) —

(a) affects a customer’s responsibility to pay for
electricity supplied by a retailer to a supply
address; or

(b) affects a retailer’s ability to send bills and
notices to a customer in connection with
payment for the supply of electricity or to
take other steps in connection with a liability
to pay for electricity supplied by the retailer.

Clarification.

91(6)

A retailer must not require written evidence of
family violence from a customer unless the
evidence is reasonably necessary to enable the
retailer to determine the most appropriate way to

(a) address a failure to pay a bill and, if relevant,
debt collection; or

(b) deal with a proposed disconnection of a
supply address.

ECCC recommendation
106(a)

91(7)

To the extent that written evidence of family
violence is required, it need only be 1 document
of a kind that is listed in the Residential
Tenancies Act 1987 section 71AB(2).

ECCC recommendation
106(a)

91(8)

A retailer must ensure that its family violence
policy, and related procedures, comply with any
requirements specified by the Authority for the
purposes of this Part.

91(9)

If directed by the Authority, a retailer must review
its family violence policy or related procedures,
and submit the results of the review to the
Authority within a period specified by the

Authority.

ECCC recommendation
113(a) and (c)

91(10)

A retailer must consult with persons or bodies that

may reasonably be expected to represent the

interests of persons who may be experiencing

family violence whenever the retailer is —

(a) _developing its family violence policy; or

(b) reviewing its family violence policy because
of a direction of the Authority under

subclause (9).

ECCC recommendation
107(b) and 113(b)

Division 1

Obligations particutarte for retailers

Drafting changes

4L
92(1) and (2)

(1) Subjectto-clause14-6,-ifa Unless clause 97

applies, a retailer must make the payment
specified under subclause (2) if the retailer is

Drafting changes
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Clause

required to arrange a reconnection of a
customer’s supply address under Part 8 —

(a) but the retailer has not complied with-the
and-hasnototherwise-caused-the
customer's-supply-address-to-be
8-1(3) clause 53(3) or 53(4); or

(b) the retailer has complied with-the-time

#ames-presenbed—welaas&S—LéZ—}
clause 53(3), but a distributor has not
complied with the timeframes preseribed
set out in clause 8:2(2); 54(4).
(2) the The retailer must pay te the customer
$60 for each day that it is late; up to a
maximum of $300.

Reason for proposed
amendment

92(3)

Subjeetto-clause-14-6 Unless clause 97 applies,
if a retailer is-liable-to-and makes a payment

under subelause-{1) this clause due to an act or
omission of a distributor, the distributor must
compensate reimburse the retailer for the amount
of the payment.

Drafting changes.

14.2(1)
93(1) and (2)

(1) Subjectto-clause-14-6-f Unless clause 97
applies, a retailer must make the payment
specified under subclause (2) if the retailer

(a) fails to comply with any of the
procedures preseribed set out under
Part 6 (if applicable and other than
clauses 6-8;-6-9-0r-6-10 45 and 46), or
Code clause 48 or 82(1), prierte before
arranging for disconnection of, or
disconnecting, a customer for failure to
pay a bill; or

(b) arranges for disconnection of, or
disconnects, a customer in
contravention of clauses #-2,73,7-6-6f
++ 49, 50 or 52 for failure to pay a bill;.

(2) the The retailer must pay te the customer
$100 for each day that the customer was is
wrongfully disconnected.

Drafting changes.

93(3)

Subjectto-clause-14-6 Unless clause 97 applies,
if a retailer is-liable-te-and makes a payment

under subelause{1) this clause due to an act or
omission of a distributor, the distributor must
compensate reimburse the retailer for the amount
of the payment.

Drafting changes.

94(1)

Subjectto-clause-14-6 Unless clause 97 applies,

if a retailer fails to acknowledge or respond to a
complaint within the timeframes presecribed set

Drafting changes.
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Clause Reason for proposed
amendment
out in clause 12-1{4} 88, the retailer must pay to
the customer $20.
A3 A retailer will is only be liable to make 1 payment | Drafting changes.
94(2) o£820; under subelause{1); this clause for each
written complaint.
Division 2 Obligations particularte for distributors Drafting changes.
1441 Subjectto-clause-14-6 Unless clause 97 applies, | Drafting changes.
95(1) if a distributor fails to acknowledge or respond to
a complaint within the timeframes preseribed set
out in clause 12-1{4) 88, the distributor must pay
to the customer $20.
14402} A distributor w4l is only be liable to make 1 Drafting changes.
95(2) payment e£$20; under subelause-{1); this clause
for each written complaint.
145 (1) Subject to clause +4-6 97, a distributor must | Drafting changes.
96(1) and (2) make the payment specified under subclause
(2) if a distributor disconnects a customer’s
supply address other than as authorised by
(a) this Cede code or otherwise by written
law; or
(b) a retailer;.
(2) then-the The distributor must pay te the
customer $100 for each day that the
customer was is wrongfully disconnected.
14-6(1) A retailer or distributor is not required to make a | Drafting changes.
97(1) payment under elauses-14-1to-14.5 this Part if
events or conditions outside the control of the
retailer or distributor caused the retailer or
distributor to be liable to make the payment.
14-6(2) Except in the case of a payment under clauses Drafting changes.
97(2) 142 93 and 14-5 96, which are required to be
made without application by a customer as soon
as reasonably practical, a retailer or distributor is
not required to make a payment under elauses
141 te-14.5 this Part if the customer fails to apply
to the retailer or distributor for the payment within
3 months of the non-compliance by the retailer or
distributor.
14.6(3) Underclauses-14-3-and-14-4 If clause 94 or 95 Drafting changes.
97(3) applies, a retailer or distributor is not required to
make more than 1 payment to each affected
supply address per event of non-compliance with
the performance standards.
A7 A retailer who is required to make a payment Drafting changes
98(1) under elauses14-1-14.2 or-14.3 clause 92, 93 or
94 must do so —
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Clause

(a) by deducting the amount of the payment
from the amount due under the customer’s
next bill; or

(b) by paying the amount directly to the
customer.;-or

Reason for proposed
amendment

. | |
the-customer-

ECCC recommendation
5(@)

H4-72)
98(2)

A distributor who is required to make a payment
under elauses-14-4-or-14-5 clause 95 or 96 must
do so —

(a) by paying the amount to the customer’s
retailer who will pass the amount on to the
customer in accordance with subclause (1);
or

(b) by paying the amount directly to the
customer.;-of

Drafting changes.

n . | -
and-the-customer.

ECCC recommendation
5(@)

Forthe-avoidance-of-doubt,a A payment made
under this Part does not affect any rights of a
customer to claim damages or any other remedy.

Drafting changes.

If a retailer or distributor who is required to make
a payment to a customer under this Part fails to
comply with clause 14-7 98 within 30 days of after
the date of demand for payment by the customer,
or in the case of a payment required to be made
under clause +4-2(1)}-or14.5 93 or 96, within 30
days eof after the date of the wrongful
disconnection, then the customer may recover the
payment in a court of competent jurisdiction as a
debt due from the retailer or distributor (as the
case may be) to the customer.

Drafting changes.

14-8(2)
99(2)

If a retailer is entitled under clause 14-1(2)-or
14-2(2) 92 or 93 to eompensation reimbursement
from a distributor, and the distributor fails to pay
the cempensation relevant amount to the retailer
within 30 days of after the date of a demand for
compensation payment by the retailer, then the
retailer may recover the eempensation amount of
the payment in a court of competent jurisdiction
as a debt due from the distributor to the retailer.

Drafting changes.
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Economic Regulation Authority

Appendix 4 ECCC review process

The Code regulates and controls the conduct of electricity retail, distribution and integrated
regional licensees and electricity marketing agents, with the object of:>!

- defining standards of conduct in the supply and marketing of electricity to customers and
providing for compensation payments to be made to customers when standards of
conduct are not met; and

- protecting customers from undesirable marketing conduct.

The Code covers a broad range of areas, including marketing, billing, payment, payment
difficulties and financial hardship, disconnection, reconnection, pre-payment meters,
information provision, complaints handling and service standard payments.

Section 81 of the Act requires the ERA to establish a committee to advise it on matters relating
to the Code.

Electricity Code Consultative Committee

The ERA established the ECCC in 2006. On 31 January 2020, the ERA appointed the
following members to the ECCC for the 2019 to 2021 membership term:

Members from consumer organisations

Celia Dufall — Financial Counselling Network

Diane Hayes — Financial Counsellors’ Association of WA

Graham Hansen — Western Australian Council of Social Service

Kathryn Lawrence — Citizens Advice Bureau of WA

Members from industry organisations

Catherine Rousch — Alinta Energy

Geoff White — Horizon Power

Gino Giudice — Western Power

Simon Thackray — Synergy

Members from government agencies

Anne Braithwaite — Energy Policy WA

Karen Keyser — Department of Mines, Industry Regulation and Safety, Consumer Protection

Chair

Executive Director, Regulation and Inquiries, ERA

Executive Officer

Principal Regulatory Officer, Utilities Services Regulation, ERA

The Chair and Executive Officer do not have voting rights.

51 Electricity Industry Act 2004 (WA) section 79(2).

Draft decision — Repeal and replacement of the Code of Conduct for the Supply of 21
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Review of the Code

Under section 88 of the Act, the ECCC must carry out a review of the Code as soon as
practicable after the first anniversary of its commencement and after the expiry of each two
yearly interval after that anniversary. The object of a review is to re-assess the suitability of
the provisions of the Code for the purposes of section 79(2) of the Act.

The ECCC commenced the 2019 to 2022 review of the Code in July 2020.

Draft Review Report

As part of its review, the ECCC prepared a draft review report that made 104 draft
recommendations. The report also included 11 questions for matters on which the ECCC had
not yet formed a preliminary view.

The ECCC published its Draft Review Report for public consultation on the ERA website on
30 November 2020. The ECCC sent emails to the members of the ERA Consumer
Consultative Committee, as well as persons registered with the ERA to receive communication
about the work of the ECCC, announcing the publication of the report and the commencement
of the public consultation period. The ECCC also placed an advertisement in The West
Australian seeking comment on the report.

The public consultation period closed on 29 January 2021.
The ECCC received submissions from:

— A stakeholder who did not provide their name or contact details
— Alinta Energy

— Australian Energy Council

— Horizon Power

— Perth Energy

— Mr Noel Schubert

— Simply Energy

— Synergy

— UnionsWA

— Western Australian Council of Social Service (WACOSS)

— Western Power

The submissions are in Appendix 5 of the ECCC’s Final Review Report.

Final Review Report

Following receipt of the submissions, the ECCC met to consider the issues raised. The
outcomes of the ECCC'’s discussions are reflected in the ECCC’s Final Review Report.

The ECCC provided its Final Review Report to the ERA on 19 May 2021.
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