ELECTRICITY CODE CONSULTATIVE COMMITTEE
(ECCC)

OurRef: D24747
Your Ref:

25 February 2010

Mr Lyndon Rowe
Chairman
Economic Regulation Authority
Level 6, Governor Stirling Tower
197 St Georges Terrace
PERTH WA 6000

Dear Mr Rowe
ECCC - Second Round Advice on Proposed Pre-Payment Meter Amendments
Thank you for the opportunity to provide advice on the Authority's second round of proposed
Pre-Payment Meter (PPM) related amendments to the Coofe of Conduct for the Supply of
Electricity to Small Use Customers.
As required by the Electricity Industry Act 1994, the ECCC has undertaken consultation with
interested parties. The ECCC sent a Notice to interested parties on 18 January 2010 and
provided a public consultation period that ended at 5pm on 10 February 2010.
The ECCC received three submissions from the following:
• Energy Ombudsman WA (EOWA)
• Horizon Power
• Synergy
The ECCC provides the following advice to the Authority as a result of considering the
submissions.
1. Clause 9.4(2)(p) - Information Provision
The EOWA noted the proposed amendment to clause 9.4(2)(p) adding the words "including the
electricity ombudsman". The EOWA suggested that this proposed amendment would be
improved by instead adding the words "including the contact details for the energy
ombudsman". This would also be consistent with the wording in clause 4.5(1 )(t) of the Code.
Recommendation 1: The ECCC recommends that the EOWA proposal be accepted and
clause 9.4(2)(p) be amended with the wording "including the contact details for the
energy ombudsman".
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c/o Economic Regulation Authority
PO Box 8469, Perth Business Centre WA 6849
Telephone (08) 9213-1900 Facsimile (08) 9213-1999 email: eccc @era.wa.gov.au

2. Clause 9.7(2) - Data Collection Requirements
Horizon Power advised the ECCC that the data collection requirement (a condition imposed by
the State Government in relation to the operation of PPM at Koongie Park) is currently met by a
'data logger' separate to the meter itself. Horizon Power proposed that the data collection
requirement in clause 9.7 be amended to read "pre-payment meter system" to reflect the fact
that the hardware is separate to the meter.
Recommendation 2: The ECCC proposes an amendment to clause 9.7(2) which would
reflect the fact that data can be collected by the PPM itself or some other device.

3. Clause 9.12(1)
In its submission to the ECCC, Synergy made the point that clause 9.12 was headed "Payment
Difficulties & Financial Hardship" whilst clause 9.12(1) and clause 9.12(2) did not specify which
category of customer these apply to.
The ECCC acknowledged this lack of clarity.
The ECCC confirmed its intention that clause 9.12(1), in relation to debt recovery, should relate
to all residential customers and not to business customers.
Recommendation 3: The ECCC recommends that clause 9.12(1) be moved from under
clause 9.12 and placed in a new clause entitled "Debt Recovery" and clarification added
that the clause applies only to residential customers (not business customers).
The ECCC confirmed that clause 9.12(2) is intended to relate only to residential customers
experiencing payment difficulties or financial hardship.
Recommendation 4: The ECCC recommends that clause 9.12(2) be amended to clarify
application is only to residential customers experiencing payment difficulties or
financial hardship.
4. Alignment with other jurisdictions
In its submission to the ECCC, Horizon Power recognises the Authority's desire to align WA
PPM arrangements with those in other jurisdictions.
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Horizon Power points out that, in other jurisdictions, service providers delivering PPM in
Aboriginal communities in remote locations, akin to those serviced by Horizon Power, are
provided with an exemption and that therefore regulations applied in other jurisdictions should
not be applicable to the WA context.
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The ECCC noted that exemption decisions are matters for the State Government not the
Authority.
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The ECCC noted that the proposed amendments represent a significantly less onerous level of
regulation than that of other jurisdictions including the proposed National Electricity Law and
National Electricity Rules.
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The ECCC noted that the proposed amendments would relate to any operating area and not
only remote Aboriginal communities.
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Conclusion: The ECCC noted the comments made by Horizon Power and did not
propose any amendments as a result.
5. Allowable disconnection hours
Horizon Power asserts that the proposed introduction of allowable disconnection hours, the
removal of emergency credit and the allowance of up to $20 in debt to accrue (outside of
allowable disconnect hours) causes problems in terms of educating customers.
Horizon Power argues that the current system is easy to understand and that generally
customers have no issue in getting access to cards.
Horizon Power raises concern that the audible and visual alerts that currently exist will no
longer exist and that once debt reaches $20 the meter will disconnect.
The ECCC noted that, in practice, the current Code does not prescribe a requirement for any
audible or visual tones indicating emergency credit.
Conclusion: The ECCC noted the comments made by Horizon Power and did not
propose any amendments as a result.
6. Cost to Customers
Synergy raised concerns that some provisions, such as the reversion during the trial period at
no cost, could potentially cause costs for other customers or impact on deployment.
The ECCC noted that currently the tariff for PPM is not regulated. However, the ECCC noted
that currently customers are charged consistent with the A1 tariff. The ECCC noted that, if a
retailer lifted the tariff for PPM beyond the A1 it would be likely that the State Government
would consider whether this tariff should be regulated.
Conclusion: The ECCC noted the comments made by Synergy and did not propose any
amendments as a result.
7. Regulatory Framework
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Synergy raised concerns regarding the amendment of the Code in isolation from other
instruments in the regulatory framework.
The ECCC noted that the Office of Energy is currently looking at issues associated with the
Metering Code.
The ECCC noted that there are issues associated with the interrelationship of regulatory
instruments generally and that these amendments, whilst not addressing these issues, had
only a minor impact on the magnitude of the existing problems.
Conclusion: The ECCC noted the comments made by Synergy and did not propose any
amendments as a result.
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8. Meter Technology
In its submission, Synergy requests that the Authority address a) whether the market is capable
of delivering meters with the required functionality (particularly debt recovery) and b) whether
proposed functionality can be accommodated by the current national smart meter minimum
specification.
The ECCC noted that Horizon Power has advised the ECCC that this functionality could be
achieved using a new re-programmed meter akin to the current meter.
The ECCC noted that Horizon Power has previously advised the ECCC that the meter
functionality required to satisfy the debt recovery functionality and disconnection between
certain times is available based on discussions that they have had with their meter provider
(Landis & Gyr).
Horizon Power has also advised the current meters cannot record the number and duration of
disconnections and cannot be modified to do so and therefore the use of data loggers is
required. This has resulted in the proposal to incorporate the term 'prepayment meter system or
service into the Code.
Horizon Power has made no comment on the ability of the meters currently in use to meet
national smart meter minimum specifications.
The ECCC noted that the debt recovery provision proposed is akin to that currently in operation
in Tasmania.
Conclusion: The ECCC noted the comments made by Synergy and did not propose any
amendments as a result.
9. Meter Cost
Synergy requested that the Authority publish the cost impacts on new and existing customers.
The ECCC noted that current PPM programs are funded (with the exception of operating
expenditure) by the State Government and that tariff issues are the responsibility of the State
Government.
The ECCC noted that currently the tariff for PPM is not regulated. However, the ECCC noted
that currently customers are charged consistent with the A1 tariff. The ECCC noted that, if a
retailer lifted the tariff for PPM beyond the A1 it would be likely that the State Government
would consider whether this tariff should be regulated.
Conclusion: The ECCC noted the comments made by Synergy and did not propose any
amendments as a result.
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10. Clause 9.2(1) - daily amount repayable
Synergy argues that the $2 per day amount repayable against debt is insufficient and should be
increased - possibly in-line with the average daily consumption (A1 $3.21).
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Part 9
Pre-payment meters in remote communities

9.1

Definitions
In this Part "credit retrieval" means ttie ability for a pre-payment meter customer to
recover any payments made for the supply of electricity.
"disconnected" means the interruption to supply because a oreoavment meter has no credit available and includes an interruption to
supply because the pre-oavment meter has no credit available.
"pre-payment meter service" means a service for the supply of electricity
where the customer aorees to purchase electricity by means of a preoavment meter.
"recharge facility" means a facility where a pre-payment meter*
customer can purchase credit for the pre-payment meter including a
disposable pre-payment meter card.
"residential pre-payment meter customer" means a customer who has
a pre-oavment meter operating at the customer's supply address and
who consumes electricity solely for domestic use.

9.2
(1)

Application
Parts 4, 5, 6 (with the exception of clause 6.10), 7 and 8 and clauses 2.4
(other than as specified below). 10.2 and 10.7 of the Code do not apply to a
pre-payment meter customer.

Part 0 only applios to a pro-paymont meter customer tocatod in a romoto or town-*
reserve community in which the Aboriginal and Romoto Communities Powor
Supply Project or Town Roscrvo Regularisation Program is being implomonted
(2)
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A distributor may only operate a pre-payment meter, and a Retailer mayonly offer a pre-oavment meter service, in an area that has been declared
by the Minister^y notice published in the Government Gazette.
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9.3
(1)

Operation of pre-payment meter
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A retailer must not operate 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.
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(3)

A retailer must establish an account for each pre-payment meter -operating
at a residential customer's supply address.
A retailer must not, in relation to the offer of. or provision of. a pre-payment*
meter service:
(a) engage in conduct that is misleading, deceptive or likely to mislead ordeceive or that is unconscionable; or
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(b) exert undue pressure on a .customer, nor harass or coerce a
customer.
(4)

9.4
(1)

Subiect to any applicable law, a retailer is not obliged to offer a pre-payment'
meter service to a customer..
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Provision of mandatory information
A retailer must advise a residential customer who reguests information on
the use of a pre-payment meter, at no charge and in clear, simple and
concise language (a) of all applicable tariffs, fees and charges payable by the residential
customer and the basis for the calculation of those charges;
(b) of the tariffs, fees and charges applicable to a pre-payment meter
relative to relevant tariffs, fees and charges which would apply to that
residential customer if no pre-payment meter was operating at the
residential customer's supply address;
(c) the retailer's charges, or its best estimate of those charges, toreplace or switch a pre-payment meter [o a standard meter:
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(G)[cllhow a pre-payment meter is operated;
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{d)(e]how the residential customer may recharge the pre-payment meter
(including details of cost, location and business hours of recharge
facilities);
(e)(flof the emergency credit facilities applicable to a pre-payment meter,
and
(f )(3lof credrt retrieval.
(2)

At the time a residential customer enters into a pre-payment meter
contract at a residential customer's supply address, a retailer must give
the residential customer at no charge (a) the information specified within subclause (1);
(b) a copy of the contract;
{G)information on how-to obtain a eopy-of-the-refa/'/er'sCt/sfomerSerWceCharten

Formatted: Bullets and Numbering

(d)(c)information on the availability and scope of the Code and the
requirement that distributors, retailers and marketers comply with the
Code;
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id) details of the period at or before the expiry of which the residential
customer may replace or switch the pre-payment meter to a
standard meter at no cost to the residential customer,
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(e) a meter identification number;
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(f) a felephone number for enquiries;
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(g) a felephone number for complaints;
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(h) the distributor's
emergencies;

24

hour felephone
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and

(i) confirmation of the supply address and any relevant mailing address;
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(j) details of any concessions the residential customer may be eligible to
receive;
(k) the amount of any concessions to be given to the residential
customer,
(I) infonnation on the availability of multi-lingual services (In languages
reflective of the retailer's customer base);
(m) information on the availability of TTY services;
(n) advice on how the retailer may assist in the event the customer is
experiencing payment difficulties or financial hardship;
(o) advice on how to make a complaint to, or enquiry of, the retailer,

(3)

(p) details on external complaints handling processes including the contact
details for the electricity ombudsman; and
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(q) general infomnation on the safe use of electricity.
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A retailer must ensure that the following Infonnation is shown on or directly
adjacent to a residential customer's pre-payment m e t e r -
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(a) the positive or negative financial balance of the pre-payment meter
within 1 dollar of the actual balance;
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(b) whether the pre-payment meter is operating on normal credit or
emergency credit;
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(c) a^fe/ep/)pnenurnber for enquiries;
(d) the distributor's
emergencies; and

24

hour felephone
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(e) details of the recharge facilities.
"''

(4) A retailer must give a pre-payment meter customer on request, at no
charge, the following infonnation -
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(a) total energy consumption;
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(b) average daily consumption; and
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(c) average daily cost of consumption, for the previous 2 years or since the
commencement of the pre-payment meter.confract (whichever ns^the
shorter), divided in quarterly segments.
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(51 The information to be provided in this clause, with the exception of the- ^ : :
information in subclause (3), may be provided in writing to the ore-payment
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Replace or switch the ore-payment to a standard meter..
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(2) A retailer must not require payment of a charge for reversion to a standard,meter, if the ore-payment meter customer js a residential customer^ and
that ^customer, or its nominated representative, .requests reversion of a
ore-payment meter under subclause 9.5(1) within 3 months of the later of
the installation of the ore-payment meter or the date that the customer
agrees to enter into a ore-payment meter contract.
(3) .Where the ore-oavment meter customer requests reversion of a prepayment meter under subclause 9.5(1) after the date calculated in
accordance with clause 9.5(2), the ore-oavment meter customer must
pay the retailer's reasonable charge for reversion to a standard .meter^(if
any). T.he retailer's obligations under subclause 9.5(1):,
(a)

if the customer is a residential ore-oavment meter customer, are'
not conditional on the customer paving the retailer's reasonable
charge: and

(b)

if the pustomer is not a residential ore-oavment meter customer.
may be made .conditional on the customer paving the retailer's
reasonable charge..
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(4)

If a retailer reguests the distributor to revert a pre-oavment meter undersubclause 9.5(1), the t/isfr/butor must revert the ore-oavment meter,ai the
customer's supply address:
(a)

for supply addresses located within the metropolitan area (i) within 1 business day of receipt of the request, if the request isreceived prior to 3pm on a business day; and
(ii) within 2 business days of receipt of the request, if the request is
received after 3pm on a business day or on a Saturday, Sunday
or public holiday in Western Australia:

(b)

for supply addresses located within the regional area -
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(i) within 5 business days of receipt of the request, if the request isreceived prior to 3pm on a business day; and
(ii) within 6 business days of receipt of the request, if the request is
received after 3pm on a business day, or on a Saturday, Sunday
or public holiday in Western Australia.
(5) A refa/'/ermust send a notice in writing or b\/ electronic means, to a
residential pre-payment meter customer not less than 20 business
days and not more than 40 business days prior to the expiry of the 3
month period calculated in accordance with clause 9.5(2) advising the
residential pre-payment meter customer of the date of the expiry of the
residential pre-oavment meter customer's right to revert to a standard
,meter for no charge and the options available to the residential
prepayment mefer customer (including providing the information
referred to in clauses 2.3 and 2.4 to the residential ore-oavment meter
customer).
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{6)

The information to be provided in suljclauses (1) and (5) may be provided in
writing to the pre-payment meter customer at the pre-payment meter
customer's supply address, ariolher address nominated bv the pre-
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payment meter customer or an electronic address nominated bv the prepavment meter customer.
9^59.6 Life support equipment
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(1)

A retailer must not operate provide a pre-payment meter service at the
supply address of a residential customer If the residential customer, or a
person residing at the residential customer's supply address, requires life
support equipment.

(2)

If a prepayment meter customer notifies a retailer that a person residing at
the supply address depends on life support equipment, the retailer must,
or must immediately arrange to -

]

(a) remove or render non-operational the pre-payment meter at no
charge;
(b) replace or switch the pre-payment to a standard meter at no charge;
and
(c) provide information to the prepayment meter customer about the
contract options available to the prepayment meter customer.
(3)

If a retailer reguests the distributor to revert a ore-oavment meter under
subclause 9.6(2). the distributor must revert the ore-oavment meter at the
customer's supply address as soon as possible and in any event no later ,
than:
(a)

for supply addresses located within the metropolitan area -
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(ii) within 2 business days of receipt of the reouest, if the request is*'
received after 3pm on a business day or on a Saturday, Sunday
or public holiday in Western Australia;
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(i) within 5 business days of receipt of the request, if the request is-*' ,
received prior to 3pm on a business day; and
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(ii) within 6 business days of receipt of the reguest. if the reguest is-'
received after 3pm on a business day, or on a Saturday. Sunday
or public holiday in Western Australia.
'
9.7

Requirements for pre-pavment meters
(1)

A^efaiVer must ensure that a pre-oayment meter service-

/
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(a) dees-ne^onlv disconnects supply to the pre-payment meter
customer.
-
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(i) within 1 business day of receipt of the request, if the request is-"
received prior to 3pm on a business day; and

(b)
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(ii)

- othorJhan between the hours of 9.00am and 2.00pm on a
pusiness day, or

the number of instances where a pre-payment meter
customer has been disconnected; and
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where the pre-pavment meter has no credit Jeft and the prepavment meter customer has incurred a debt of $20 or more
for the supply of electricity from the prepayment meter.

(b) is capable of informing the retailer.of:
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(ii)

the duration of each of those disconnections referred to in
subclause 9.7(1 )(b)(i).

at least:
(iii)

if the pre-payment meter customer is in the metropolitan
area, every 2 months: or

(iv)

if the pre-payment meter customer is in a regional area:
(A)

Ml

every 3 months: unless
the fegional area is also designated as a remote area.
in which case, every 6 months:

(c) is capable of recommencing supply and supply is recommenced:
(i)
(ii)
(2)

as soon as information is communicated to the pre-oayment
mefer that a payment to the account has been made: and
as soon as possible after payment to the account has been
made.

In this clause"remote area" means an area that has been declared by the Minister as
such for the purpose of this .Code by notice published in the Government
Gazelle.

9.69.8 Recharge Facilities
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A retailer must ensure that (a)

(b)

at least one recharge facility is located (i)

within the remote community; or

(ii)

within or adjacent to the town reserve of a pre-payment meter
customer.

a pre-payment meter customer
(i) other than a customer within an ARCPSP community can access
a recharge facility between the hours of 9:00am to 5:00pm,
Monday to Friday; and
(ii) within an ARCPSP community can access a recharge facility at
least 3 hours per day, 5 days per week within the hours
determined by the Aboriginal Corporation or relevant entity
responsible for the community store facility; and

(c)

m

the minimum amount to be credited by a recharge facility does not
exceed 10 dollars per increment.
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9v79.9 Concessions
If a pre-payment meter customer demonstrates to a retailer that the prepayment 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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A retailor must onsuro that a pro payment meter providos an omorgonoy
credit amount to tho value of at loast 10 dollars.
9.10

Meter testing

LLL Where a pre-pavment customer requests that the whole or part of the
pre-pavment meter be tested, the retailer must, at the request of the
customer, make immediate arrangements to:.
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(a) check the pre-pavment,customer's metering data;

Formatted; Font: 11.5 pt. Bold,
Italic, Font color: Auto

(b) check or conduct a test of the pre-pavment meter, and/or
(c)
(2)

arrange for a check or test by the responsible person for the meter
installation at the pre-pavment .customer's connection point.

If a retailer requests the distributor to check or test a pre-oavment
meter under subclause 9.10(1). the distributor must check or test the
ore-oavment meter at the customer's supply address.

(3)

A pre-pavment .customer who requests a check or test of the jorepayment meter under subclause 9.10(1) must pay the retailer's
reasonable charge for checking or testing the pre-pavment meter (if any).

(4)
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If a pre-pavment meter is found to be inaccurate or not operating correctly
following a check or test undertaken in accordance with subclause 9.10(1 ).
the fetailer must:
(a) immediately arrange for the repair or replacement of the faulty prepayment meter,
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(b) connect any overcharging or undercharging in accordance with clause
9.11; and
(c) refund the customer any charges paid by the .customerpursuant to
this clause for the testing of the pre-pavment meter.
*

&r89.11
(1)

(2)

---

J

Credit retrieval, overcharging and undercharging

Subject to the pre-payment meter customer notifying a retailer of the
proposed vacation date, a retailer must ensure that a pre-payment meter
customer can retrieve all remaining credit at the time the pre-payment
meter customer vacates the supply address.
If a pre-payment meter customer (including a prepayment meter
customer who has vacated the supply address) has been overcharged as a
result of an act or omission of a retailer or distributor (including where the
pre-payment meter has been found to be defective), the retailer must use its
best endeavours to inform the pre-payment meter customer accordingly
within 10 business days of the retailer becoming aware of the error, and ask
the pre-payment meter customer for instructions as to whether the amount
should be (a)
(b)
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repaid to the pre-payment meter customer
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(3)

If a retailer receives instmctions under subclause (2), the retailer must pay
the amount in accordance with the pre-payment meter customer's
instmctions within 12 business days of receiving the instructions.

(4)

If a retailer does not receive instmctions under subclause (2) within 20
business days of making the request, the retailer must use reasonable
endeavours to credit the amount overcharged to the pre-payment meter
customer's account.

(5)

No interest shall accrue to a credit or refund referred to in subclause (2).

(6)

If a retailer proposes to recover an amount undercharged as a result of an
act or omission by the retailer or distributor (including where a meter has
been found to be defective), the retailer must -

(7)

(a)

limit the amount to be recovered to no more than the amount
undercharged in the 12 months prior to the date on which the retailer
notified the pre-payment meter customer that undercharging had
occurred;

(b)

list the amount to be recovered as a separate item in a special bill or
in the next bill (if applicable), together with an explanation of that
amount;

(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 payment plan in accordance with clause
6.4(2) (as if clause 6.4(2) applied to the retailer) and covering a
period at least equal to the period over which the recoverable
undercharging occurred.
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.Where the amount referred to in subclause (2) is less than S45 the /etailermayi
,ask the .customer .for instructions pursuant to subclause (2) (in which
.case subclauses (3) and (4) apply as if the retailer sough! instructions
.under subclause (2)): or
iJJl

7j4D

Formatted: Normal (no indent).
Indent: Left: 9 pt. Numbered -tLevel: 2 + Numbering Style: 1, 2, 3,
... + Start at: 1 -i- Alignment: Left +
Aligned at: 54 pt + Tab after: 81 pt
+ Indent at: 81 pt, Adjust space
between Latin and Asian text. Adjust
space between Asian text and
numbers, Tab stops: 36 pt, List tab +

Formatted

M]

Formatted: Font: Not Bold, Font
color: Black
Formatted: Indent: Left: 36 pt
Formatted: Highlight

credit the amount to the .customer s account (in which case subclause.(3) applies as if the .customer instructed the .retailer .to credit the
customer's .account).
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9.13

Debt recovery
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Where a .customer, owes a debt to a retailer, the retailer may only .adjust the
tariff payable by a pre-pavment meter customer !.o recover a maximum of
$20 of any amount owinq, at a rate of no more than $2 per day, unless
otherwise autl2orised by an^
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,(21.)/\ fetailer must give reasonable conslderatj
(a).a residential pre-payment meter customer that informs the
retailer/m writing, by,telephone or b^electronic means.[ha{ the prepayment meter customer is experiencing payment difficulties, or
financial hardship... or
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(b) a relevant consumer representative organisation.
for a waiver.of any fee payable by the
customer to replace or switch a ore-payment meter to a standard meter..
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,(32,)Notwithstandinq its obligations under claus/Formatted
/a)
.where a residential ore-payment meter customer infonns
the retailer in writing, by telephone or bv electronic means that the
ore-payment meter customer is experiencing payment difficulties, or
financial hardship; or
(b)
,the rete/ter identifies that a residential ore-oavment meter
customer has been disconnected, three or more times in any threemonth period for longer than 240 minutes on each occasion.
.the retailer most use best endeavours to .contact the .customer as
soon as is reasonably practicable to provide:
(c)

the information referred to in clauses 2.3 and 2.4 to the customer.

(d)

information about the different types of meters available to the-*
customer,.

(e)

jnformation about and referral
assistance programmes, and/or

to

relevant .customer financial-

(f)

referral to Relevant consumer representative organisations; and/or

(q)

infonnation on independent financial and other relevant counsellinq
services.

(3) The information to be provided in subclause 12) may be provided in writing tothe pre-pavment meter customer at the pre-payment meter customer's
supply address, another address nominated by the pre-payment meter
customer or an electronic address nominated by the pre-pavment meter
customer.
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9.10Recommcncoment of supply after self-disconnection
A retailor must onsuro that supply is recommenced through a pro-payment
meter after self disconnection as soon as information is communicated to tho
pro-paymont motor that a payment causing a positive financial balance of
the pro payment motor account has beon made.
^9.14
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Existing pre-pavment meters

Formatted: Highlight

.Subiect to subclause (2), a pre-pavment meter installed and operating*
immediately prior to the .amendment date, will be deemed to comply with the \
requirements of this Part 9 for a period of .12 months on and from the \
amendment date. For the avoidance of doubt, at the expiry of the .12 month
period, this subclause (1) will no lonqer apply to the pre-pavment meter and ~
it must comply with the requirements of this Part 9..
,.
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.When a pre-payment meter .covered by clause .9.14(a) is upgraded or
modified for any reason, the modified or upgraded pre-pavment meter fnusi ,
comply with the applicable requirements of Part 9..
,
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Part 13
Record Iteeping

Division 2 - Obligations particular to retailers

13.7 Pre-payment meters
(1) A retailer must keep a record of (a) the total number of pre-payment meter customers;
(b) the total number of complaints, other than those complaints specified
in clause 13.13(a), relating to a pre-payment meter customer,
(c) the action taken by the retailer to address a complaint; and
(d)Jhe time taken for the appropriate procedures for dealing with the
complaint to be concluded :-af<d
(e) percentage o\ complaints Irom pre-pavment meter
complaintspustomers,. .other than those complaints specified in
clause 13.1.3(a) concluded within 15 business days;
(f) the total number of customers reverting to a standard meter within 3 •
months of the later of the installation of the pre-payment meter or
the date that the customer agrees to enter into a ore-oavment
meter contract;
(q) the total number of customers reverting to a standard meter in the
three month period immediately following the expin/ of the period
referred to in subclause 13.7(1)(f):
(h) the total number of customers,who have reverted to a standard meter:
(i) the number of instances where a pre-pavment meter customer has:
(i)
(ii)
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been disconnected; or
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has not received electricity other than being disconnected;
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(j) the duration of each of those events-referred to in subclause 13.7(1 )(i): ••
(k) the number of pre-payment meter customers who have informed the
retailer in writing, by telephone or by electronic means that the prepayment meter customer is experiencing payment difficulties or
financial hardship; and.
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fd)(l)the number of pre-payment meter customers who the retailer
identifies have been disconnected three or more times in any threemonth period for longer than 240 minutes on each occasion.
(2)
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Division 3 - Obligations particular to distributors
13.10 Customer Complaints
(1)

A distributor must keep a reconi of (a) the total number of complaints received (excluding quality and
reliability complaints but including pomplaints received under Part 9);
and

-( Formatted; Font: Bold, Italic

(b) the total number(i)

administrative process or customer service complaints; and

(il)

other complaints.

(c) the action taken by a distributor to address a complaint (excluding
quality and reliability complaints); and
(d) the time taken for the appropriate procedures for dealing with the
complaint (excluding quality and reliability complaints) to be
concluded: and
(d)(e)the percentage of .customer .complaints concluded within 15business days.
(2)

A distributor must keep a copy of each complaint referred to in subclause
(1).

(3)

In this clause -
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"quality and reliability complaints" means a complaint as defined in
Schedule 1 of the Electricity Industry (Network Quality and Reliability of
Supply) Code 2005.
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ECCC - Opportunity for Interested Parties to Conmient - Proposed Code Amendments - P... Page I of 1
From:

Wayne Mann [Wayne.Mann@ombudsman.wa.gov.au]

Sent:
To:
Cc:
Subject:

Friday, 22 January 2010 12:54 PM
eccc
Lanie Chopping
ECCC - Opportunity for Interested Parties t o Comment - Proposed Code
Amendments - Pre-Payment Meters

Mr Paul Kelly
ECCC Chairman
Dear Mr Kelly
I refer to the invitation to comment dated 18 January 2010.
I note that it proposed to amend the Code of Conduct for the Supply of Electricity to Small Use Customers (the
Code) related to Pre-Payment Meters including clause 9.4(2)(p) by adding the vyords "including the electricity
ombudsman".
It is suggested that this proposed amendment would be improved by instead adding the words "including the
contact details for the energy ombudsman". This would also be consistent wnth the wording in clause 4.5 (1 )(t)
of the Code.
Yours sincerely
Wayne Mann
Director Energy Ombudsman
Energy Ombudsman, Western Australia
Free, independent and fair dispute resolution
Level 12, St Martins Tower
44 St Georges Terrace
Perth Western Australia 6000
Telephone
Facsimile
Email
Website

(08) 9220 7511
(08)9220 7599
wayne.mann@ombudsman.wa.gov.au
wvyyy,om.bu.cis.man.wa,gox.au/energy

A TTENTION: The information in this e-mail message and any attachments is confidential, possibly privileged and intended only for the
addressee(s). Access to this e-mail by anyone else is unauthorised. If you are not the intended recipient you are not permitted to forward,
print, copy or use this e-mail and any attachment in any way or act in reliance on any information contained in i t
If you receive this e-mail in error please inform the Energy Ombudsman, Western Australia, by return e-mail or telephone on (08) 9220 7588,
before deleting this message.
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CPO Box PH45
Perth WA 6844
OurRef:

Enquiries:
Telephone:

3225559
David Tovey
(08)6310 1820

10 February 2010

Telephone 1800267926
Facsimile 1800420998
Email service@horizonpower.com.au
www.horizonpower.com.au

HORIZIUL
--

POWER

Mr Paul Kelly
ECCC Chairman
Level 6,
197 St Georges Terrace
PERTH WA 6000

Dear Paul
Thank you for the opportunity to comment on the Economic Regulation Authority's
proposed amendments to Parts 9 and 13 of the Code of Conduct for the Supply of
Electricity to Small Use Customers as it pertains to prepayment meters (PPMs).
Horizon Power, in conjunction with State and Commonwealth agencies through the
Aboriginal and Remote Communities Power Supply Project and the Town Reserves
Regularisation Project, remains a strong proponent of the use of prepajonent meters and the
benefits they bring to regional and remote Western Australian communities. Horizon
Power is of the view these benefits can and should be shared more broadly across our
customer base. In this regard Horizon Power is pleased with the proposed amendments
providing authority to the Minister for Energy to determine the area of use of such meters
in Western Australia
Horizon Power has however, raised a number of concerns regarding some of the proposed
amendments. These concerns are discussed in more detail below.
m
o
o

Alignment with National Energy Retail Regulations

3
O

Horizon Power notes the Authority takes the view there is alignment between the proposed
amendments to the Code of Conduct for the Supply of Electricity to Small Use Customers
and the regulation proposed by the Ministerial Council of Energy (MCE) through the draft
National Energy Retail Regulations (NERR), particularly as they pertain to regional and
remote conununities. Currently South Australia, Tasmania, Victoria, New South Wales
and Queensland, all members in the MCE, take differing approaches to the use of PPMs.
South Australia and Tasmania have State-based Prepayment Meter Codes. South Australia
currently exempts the Minister for Remote Area Energy Supply from holding an Electricity
Retailing Licence and therefore compliance with their Prepayment Meter Code.
Significantly, these areas closely resemble the service areas supplied by Horizon Power.
Queensland currently does not regulate the use of PPMs. Of the remaining States,
Tasmania, New South Wales and Victoria, none have remote communities similar to those
serviced by Horizon Power in Western Australia.
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Legislation is currently being drafted to give effect to the proposed NERR to be applied to
members of the MCE. This legislation includes controls over the use of PPMs. Under the
Australian Energy Market Agreement, individual States and Territories retain the right to
determine geographic regions where distribution and retail service obligations apply. It is
unclear whether exemptions currently in place will remain, or perhaps be extended. As
circumstances under which current exemptions have been granted do not appear to liave
changed, it suggests existing arrangements are likely to remain in place. Therefore, for
areas within other States similar to the service areas supplied by Horizon Power, the
proposed amendments to the Code as they pertain to prepayment meters do not align with
the draft NERR.
Prepayment Meter being able to record the time and duration of disconnection events
The proposed draft requires the prepayment meter itself to record the number and duration
of disconnections. Swipe card meters used in Western Australia do not have this
fianctionality. The current mechanism to collect this data relies on a separate data logger at
each supply address. Horizon Power suggests the requirement to collect data can be either
through the use of the meter or other ancillary device and section 9.7 is reworded to
accommodate this solution. Perhaps the use of the phrase 'prepayment meter system'
would be more appropriate and, perhaps as an added benefit, aligns with the terminology
used in the draft NERR.

Time of Use Disconnection
Horizon Power has jireviously advised our concern at the cessation of the use of
Emergency Credit and the change to a time of use disconnection and the accumulation of
debt. The basis of our concern revolves around the complexity of the proposed changes
and the difficulties this presents in terms of educating our customers. The current
emergency credit mechanism is simple to understand and, in all but the most unusual of
circumstances, provides sufficient opportunity for customers to purchase a new card prior
to any disconnection.
The projKised mechanism circumvents audible and visual alerts advising a customer when
they have switched to emergency credit, particularly where there is always debt
accumulated on a meter. In addition, once debt has accumulated to the S20 threshold, the
meter will disconnect the customer irrespective of the timeframes indicated. It is difficult
to understand how such an arrangement is superior to the emergency credit mechanisms
currently in operation.
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Grandfathering provisions/Education Proj;rams
1 lie Authority proposes a 12 month grandfathering period, though no mention is made of
the commencement date. The ECCC should be cognisant of the Government's budget
cycle when determining any grandfathering period or commencement date to ensure
Horizon Power can raise funding issues in an appropriate manner with Government.
Horizon Power is required to submit its budget for each financial year in the prior
October/November. For example, the 201 d 11 financial year budget was submitted to
Treasury in October'Novembcr 2009. .A.pproval for the budget is typically provided in the
April or May immediately prior to the commencement of the financial year. Any
amendments to the Code requiring changes to existing meters will only be possible through
the budget round commencing in October'November 2010. Funds would then be available
(assuming they are appro\'cd) for the 2011/12 financial year, at which time meter
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2. Meter technology and cost
Meter technology
The ERA'S decision of 22 December 2009 did not state whether the market is
currently capable of delivering the PPM functionality proposed under the Code,
spec\f\ca\ly the debt recovery capablWty. Further, Synergy has not been able to
determine whether the proposed PPM functionality can be accommodated In the
current national srnart meter minimum specification. Accordingly, Synergy
considers It appropriate for the ERA to address both of these matters before it
legislates PPM functionality under the Code.
Cost
The ERA In Its decision of 22 December 2009 determined the co^ts of retro-fittlng
PPM are insufficient to warrant inequitable customer protection for those existing
PPM customers. Consistent with best practice regulation. Synergy considers It
appropriate for the Authority to publish the cost impacts on existing and/hew
customers as a result Of the proposed increase In PPM functionality as part of Its
final decision.
3. Grandfathiering arrangements
Synergy previously advised the ECCC of the need to grandfather existihg PPM
arrangements at the Ninga Mia community. The ERA has determined that ari
appropriate grandfathering period is 12 months frorn gazettal of the Cod^
amendmentis. Synergy considers this reasonable p r o v i d ^ the market is capable
of delivering the revised meter functionality within that timeframe.
4. Western Australian regulatory f r a m e w o r k
Synergy previously expressed concern in Its 21 August 2009 submission that the
ERA'S proposed PPM amendments do not adequately reflect the Western
Australian regulatory framework relating to metering (refei^ Attachment 1) and In
some cases the amendments are potentially inconsistent or invalid with that
framework.
Although the Code has been amended to more accurately reflect the relative
roles of a retailer and distributor. Synergy is still concerned the proposed PPM
amendments have not been fully considered in terms of existing metering related
instruments specifically Western Power's Electricity Networks Access
Arrangement and the Electricity Industry Metering Code 2005 (including the
model service level agreement).
The effect of amending the Code in isolation means that the provision of PPM
infrastructure and services by the meter owner (I.e. network operator) is largely
unregulated relative to all non-PPM use.
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Clause 9.12 Payment difficulties or financial hardship
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The clause heading refers to payment difficulties and financial hardship
however sub-clauses (1) and (2) are not limited to circumstances where a
PPM customer has been assessed as experiencing payment difficulties or
financial hardship.
Retailer debt recovery restrictions contained in sub-clause (1) apply to
franchise and contestable small use business customers. This is inappropriate.
Recovery of $2.00 per day is less than an average residential customer's daily
cost of $3.21 (based on the A l residential tariff as at February 2010) which
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Metering framework under the Electricity Industry Act 2004

Attachment 1

synergy)

E l e c t r i c i t y ' I n d u s t r y A c t 2004J

I

r
Part2
M e t e r i n g Code

Part 2
:

Customer
T r a n s f e r Code

±

T

"• ;•:; P a r t 3 .;;:.;•;;
Customer Contract
Regulations

1

/Part 6
Customer Service
Code

• Data request

•Metering Installation

• NMI Discovery

' Meter testing

• Meter testing

• Meter types / functionality

• Metering Service
request

' Meter reading

• Basis of a bill

' Obligation to offer to
supply

• Meter type infonnation

• Pre-payment meters
• Security
• Meter communications
• Metering database
• Metering registry
• Data ownership, security and
access rights
• Metering services provision (meter
reading, data provision, test and
audits etc)
• Documentation (model SLA,
communication rules, metrology
procedure, Metering Advisory
Committee
• Mandatory Link Criteria

• Meter type
• Connection &
metering point
transfer
• Erroneous
transfer
• Billing associated
with transfer time

;

Access Code

JL

• Metering objectives

• Meter ownership

Part 8

Billing

• Meter reading

" Meter access
• PPM information and
operation (including
functionality)

Access
Arrangement
' Metering reference
services
• Metering nonreference services

I

Technical Rules
• Meter operation
and management
(relative to
network design,
operation and
management)
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• Metrology Procedure
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• Communications Rule & Build Pack
• IMO Data Provision
• Notices and confidential
information
• Dispute resolution
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