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At tachment 

DRAFT CUSTOMER COMPLAINTS GUIDELINES 

As a general comment, Synergy considers the Guideline to be a helpful aid for licensees. The 
usefulness of the Guideline can be enhanced further if the scope of the document is broadened. 
This is especially important to an electricity retailer who is legally obliged to comply with the 
Guideline opposed to other utility licensees. 

Without such further elaboration or clarity within the Guideline there is a risk that a retailer could 
Incur additional cost and timeframes to respond to customer contacts could take longer. 

Sect ion 3 - D is t ingu ish ing compla in ts f r o m enqui r ies, enqui r ies and o ther 
commun ica t i on 

- The Guideline should specify what is meant by: 

A "customer" from both a retail and distribution perspective (for example does customer 
include their representative or agent); 
an "expression of dissatisfaction"; 
a "response or resolution explicitly expected"; and 
"response or resolution implicitly expected. 

• The Guideline needs to address situations where a customer makes a complaint which 
implicitly or explicitly requires a response, but the action is outside the control of a retailer. 
For example: 

Regulated tariffs. A customer comments the tariff levels are set too high and should be 
reduced. Synergy's regulated tariffs are established by government. 

An action has been undertaken by a retailer as required by law. For example, a customer 
complains about receiving more than one customer charter within a 12 month period and 
does not wish to receive any more. However, the Code of Conduct for tfie Supply of 
Electricity to Small Use Customers 2008 (Code) obliges a retailer to provide specific 
information each an every time a contract is entered into. 

• The statement, " I f dissatisfaction has not been expressed or the customer has not sought 
resolution, or the resolution is outside of the control of the retailer the matter should not be m 
classified as a complaint." should be amended to make it explicit that the customer's S 
dissatisfaction must relate to the organisation's product, consistent with the definition of § 
complaint contained within the Code. i , 

n 
• Synergy considers the Guideline should delineate between a customer complaint and customer m 

feedback. A negative criticism or opinion (e.g. retailers should not advertise on television) or c_ 
expression of difficulty (e.g. I don't know how to read my meter), which does not involve an ^ 
expression of dissatisfaction with a product, should not constitute a complaint. The Guideline ° 
should detail these distinctions. > 

• Any issues which are not the responsibility of a retailer should not be classified as a retail o 
complaint. Any distribution matters referred to a retailer by a customer, such as network J-
infrastructure or equipment, should not be recorded as retail complaints. Rather these are _, 
distribution complaints and should be classified, collected and reported accordingly. The -"̂  
Guideline should explicitly address this matter beyond the examples provided in section 4.1.1. c 
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Sect ion 4 - Categor is ing and Recording Energy (Electr ic i ty & Gas Compla ints) 

• The Guideline should include examples of "dissatisfaction". 

• The Guideline should include examples of "enquiries", 

" The Guideline should include examples of "other communications". 

Other 

• Licensees should have a single reference document, the Guideline, which provides all pertinent 
information that assists them in meeting their regulatory compliance obligations. 

• The Guideline contains a number of footnotes which direct the reader to various external 
sources. It would be useful to include within the Guideline a "Part 6 - Reference Material" 
which lists all relevant material in a single section and is available from the ERA'S website. 
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