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We acknowledge their continuing connection to culture and community, their traditions, and stories.

We commit to listening, continuously improving our performance, and building a brighter future
together.
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1. Introduction

1.1 Purpose of the handbook

This handbook explains performance indicators that Western Australian electricity retail licence
holders must provide annually to the Economic Regulation Authority as a condition of their licence.
Its intended audience is electricity retail licence holders.

The handbook is amended from time to time to assist licensees to understand reporting obligations.
Changes over time can be tracked in the version history (section 6) included fo
2024. Further information for retailers about their reporting obligations i
Compliance Reporting Manual.

1.2 Reporting obligations

The ERA administers the licensing scheme under Part 2 o

Licensees must report performance data using a
Performance Reporting Datasheets — Retail’ (d
licensees when completing the datasheet.

Retailers must report annual performan
customers. Those who self-supply electricity
not required to hold a retail licence
Licensees report on 97 indicatg

Customer number

The ERA derives a further 44 indicators using the information provided by licensees.

The ERA publishes this data in an annual performance report, which is accessed by a range of
stakeholders. The data is used to monitor trends in electricity retailer performance, identify
challenges facing energy consumers, and to monitor broader changes in Western Australia’s
electricity markets.
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2. Definitions and terms used

Billing/credit complaints includes complaints about billing errors, incorrect billing of fees and
charges, failure to receive relevant government rebates, high billing, credit collection,
disconnection, and reconnection.

Business customer means a customer who is not a residential customer.

Call centre means a dedicated facility for receiving and transmitting telephone calls in relation to
customer service operations of the distributor.

Centrepay means the financial management platform offered by Services Aus

products, services, staff or the handling of a complaint, where a resp
or implicitly expected or legally required. Complaints may be [

exit point are contestable if consumption at
even if consumption at other exit points is le

supply addresses (itemise ill. means that, for some retailers, the number of accounts
(customers) may be less
more than one supp stomer for the purposes of this report if the total

d in the account is more than 160 MWh of electricity

hardship program or hardship customer means a residential
sessed as being in financial hardship under clause 40(1) of the Code,

modified to covel the removal of supply voltage from the output of the pre- payment meter.

Direct debit plans terminated means direct debit plans terminated because of a default or non-
payment in two or more successive payment periods. This includes terminations due to
administrative oversight and mismanagement by the customer resulting in non-payment.

Disconnection means to de-energise a customer’s supply address for failure to pay a bill.
Premises that are vacant at the time of disconnection should be excluded.

Disconnections involving customers who had a concession means the disconnection of a
residential customer who was receiving a concession at the time.
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Disconnections involving customers who were the subject of a payment plan means the
disconnection of a residential customer who was at the time of disconnection, or who was within
the reporting year, or the previous reporting year, on a payment plan.

Energy bill debt is the dollar amount owed to the retailer for the sale and supply of electricity,
excluding other services, which has been outstanding to the retailer for a period of 90 calendar
days or more. An amount owing after the final bill has been issued by a retailer to a customer on
termination of a customer contract (for example, where a customer changes retailer) should not be
counted as energy bill debt.

Excluded or removed from the hardship program for non-compliance is where a customer
exits the hardship program at the behest of the retailer for failing to adher

hardship under clause 40(1) of the Code, has been offeged ‘assi se 41(3) of the
Code.

Interactive voice response (IVR) means a phone ce or keypad inputs and
can respond with recorded or dynamically ge i

Marketing complaints includes complaint
techniques, and misleading conduct.

paigns, contract terms, sales

ns a residential/business customer
IS) who consumes less than 50 MWh of

Non-contestable residential/b
connected to the South West |
electricity per year.

me®meaning as in clause 4 of the Code.

he same meaning as in clause 3 of the Code.

supply address.

Previous reporting year means the reporting year immediately preceding the reporting year
covered by the performance report, i.e. 2017/18 for the performance report covering the 2018/19
reporting year.

Reconnection means to re-energise the customer’s supply address in the same account name
following disconnection.

Reconnections involving customers who had a concession means the reconnection of a
residential customer who is included in indicator CCR 48.
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Reconnections involving customers who were reconnected on at least one other occasion
during the reporting year, or the previous reporting year means the reconnection of a
residential customer who is included in indicator CCR 46.

Reconnections involving customers who were subject to a payment plan means the
reconnection of a residential customer who is included in indicator CCR 44.

Reconnected within the prescribed timeframe means the retailer forwarded the request for
reconnection within the applicable period specified in clause 53(3) of the Code.

Reporting year means the 12-month period ending June 30.

Residential customer means a customer who consumes electricity solel estic use.
Customers who are supplied on a combined residential/non-residential ta d to be
business customers.

Security deposit means the lodgement of a deposit (refundable a
or reconnection, to an electricity supply.

ce) t phection,

Successfully completed their payment plan is whe
instalments agreed to under the payment plan, including
customer agrees to a new payment plan.

or paid all
completion the

Successfully completed the hardship program i giment with the retailer is
where a customer has completed or exited t
with the retailer, to the normal billing and ¢
to a new instalment plan).

Switched, transferred, or left the aileni ers who exited the hardship program
because they are no longer a Glig i
transferred or switched to ano
premises etc.

ans a designated person who has advised the retailer that they are
affected by familyWi 3. or who the retailer has reason to believe is affected by family violence
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3. Completing and submitting the datasheet

The datasheets have been amended in 2025 to simplify annual performance reporting.

Main points

Only edit yellow shaded cells on the datasheet.

Pay attention to the reporting unit column when entering data. Previously, derived indicators
were displayed prominently, but these have been removed to simplify the form. If you have
previously used an automated process or script to fill the datasheet, you will need to update
your process.

If data is available: enter the data.
Where an indicator is applicable but there are no instances to report: enter ‘0’.

Leaving blank cells: If the activity is not applicable, such as where a licensee does not supply
electricity to a certain category of customer, leave the cell blank. It is no longer necessary to
insert ‘N/A’ when the indicator is not relevant to the licensee.

If the data is unavailable: leave the input cell blank and add a comment to explain.

Comment field: Use these cells to clarify any data. For example, where data has changed
significantly between reporting periods or to advise that cells have been left blank deliberately.
Licensees must add an explanation when the data shows a variance of more than 10% from
the previous year.

Step 1 — Enter preliminary inforg

Use the dropdown boxes to the re

Reportingyear
Licence holder FY2023-24

FY2024-25

FY2025-26
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Step 2 — Enter information about the reporting year into the datasheet

Enter data into the ‘Data input’ column for each of the indicators.

Contestable residential customers as of June 30

Non-contestable residential customers as of June 30 CCR2 Number of 21500

Contestable business customers as of June 30 CCR 4 Number of Do not supply to these
Non-contestable business customers as of June 30 CCR5 Number of 21000

Pre-payment meter customers total as of June 30 CCR7 Number of

Pre-payment meter customers who have reverted to a standard meter within 3 months of meter installation or entering into 2 [elei @]

Reporting basis: point in time vs whole reporting year

Some indicators are based on a moment in time (for example, 30 June) whe over the

Some indicators require reporting to be on a number-of-customers ba are on a
number-of-incidents basis. For example, indicator CCR 17 ( | customers
who are subject to a payment plan) should be reported 6 rs basis. This
means that if a customer was placed on a payment pl

the customer should only be counted once. Indicator, of residential customer
disconnections for failure to pay a bill) should be ger-of-incidents basis. This

means that if a customer is disconnected ce durng the reporting year, each
disconnection should be recorded separatel

Step 3 — Submit datasheet to the ER

After the ERA has review
the ERA will instruct
date.
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4, Full indicator list

This section includes the full set of collected indicators.

Table 1: Complete set of collected indicators.

Reporting category Description Indicator

Customer numbers

Customer numbers Contestable residential customers as of June 30 Number of

Customer numbers Non-contestable residential customers as of June 30 CCR 2 Number of

Customer numbers Contestable business customers as of June 30 CCR 4 Number of

Customer numbers Non-contestable business customers as of J CCR5 Number of

Customer numbers Pre-payment meter customers total as g CCR7 Number of

y N

Customer numbers Pre-payment meter customers whe c@ ard meter within 3 CCR 8 Number of
months of meter installation or gnte Q

Customer numbers Pre-payment meter custon who have f@uerted to a standard meter CCR 10 Number of

2 Billing and payment

Billing and payment Residential cysto w a bill sva the maximum timeframe and where CCR 11 Number of
the delay is thexaul etailer

Billing and payment Residefitial custo 5 isSUed a bill outside the maximum timeframe and where CCR 13 Number of
the dela because e retalfer did not receive billing data from the distributor

Billing and payment e pmer bject to a payment plan CCR 17 Number of

Billing and payment ial customers granted additional time to pay a bill CCR 19 Number of

Billing and payment BusinésggeuStomers issued a bill outside the maximum timeframe CCR 23 Number of

Billing and payment Business customers subject to a payment plan CCR 25 Number of
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Billing and payment Business customers granted additional time to pay a bill CCR 27 Number of
Billing and payment Residential customers who have lodged security deposits for their account CCR 31 Number of
Billing and payment Business customers who have lodged security deposits for their account 33 Number of
Billing and payment Residential customers who have had their direct debit plans terminated 5 Number of
Billing and payment Business customers who have had their direct debit plans terminated R 37 Number of
Billing and payment Pre-payment meter customers who have informed the retailer CCR 39 Number of
experiencing payment problems or financial hardship
Billing and payment Residential customers using Centrepay to pay energy b CCR 117 Number of

Number of

Disconnections for non-
payment

Disconnections for non-
payment

Disconnections for non-
payment

Disconnections for non-
payment

Disconnections for non-
payment

r longer than two hours at least twice in any one month

CCR 42 Number of
CCR 44 Number of
CCR 46 Number of
CCR 48 Number of
CCR 50 Number of
CCR 53 Number of
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Reconnections Residential customer reconnections requested by retailer within seven days of CCR 54 Number of
requesting the disconnection
R . Business customer reconnections requested by retailer within seven days o 6 Number of
econnections . . :
requesting the disconnection
. Residential customer reconnections within seven days where customer 58 Number of
Reconnections .
subject to a payment plan
Residential customer reconnections within seven days where € CCR 60 Number of
Reconnections reconnected on at least one other occasion during the repgfti
previous reporting year
. Residential customer reconnections within seven day CCR 62 Number of
Reconnections .
concession
R . Residential customer reconnections requeste i ing the CCR 64 Number of
econnections ) . . .
customer be disconnected (including those re n days)
: Residential customer reconnectionsgfeq CCR 66 Number of
Reconnections .y .
reconnected within the prescribed tighe
: Business customer reconnegtions requested by retaiter after requesting the CCR 68 Number of
Reconnections ; : o
customer be disconnecte cludinggthosetteconnected within seven days)
Reconnections Business customer 1=1; equested by retailer that were not CCR 70 Number of
reconnected withj ﬁ ibeditimefra
5 Complaints
Complaints Complainis receivediftom¥@sidential customers, other than those received from CCR 72 Number of
pre-pay meter customers
Complaints omplaints re¢eived fiOm business customers, other than those received from CCR73 Number of
e-pa metereustomers
Complaints Residential customer complaints about billing/credit CCR 74 Number of
Complaints Business customer complaints about billing/credit CCR 76 Number of
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Compensation payments to customers under clause 94 of the Code of CCR 103 Number of
Compensation payments ers under clause 94 of the Code of Conduct CCR 104 Dollars
Compensation payments ents made to customers under clause 95 of the Code of CCR 105 Number of
Compensation payments aid to customers under clause 95 of the Code of Conduct CCR 106 Dollars
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Complaints Residential customer complaints about transfers CCR 78 Number of
Complaints Business customer complaints about transfers CCR 80 Number of
Complaints Residential customer complaints about marketing (including those directly to 82 Number of

retailer)
Complaints Business customer complaints about marketing (including those directly. 4 Number of

retailer).
Complaints Residential customer complaints about all other matters CCR 86 Number of
Complaints Business customer complaints about all other matters CCR 88 Number of
Complaints Residential customer complaints concluded within 1 CCR 90 Number of
Complaints Residential customer complaints concluded wi CCR 92 Number of
Complaints Business customer complaints concluded wit CCR 94 Number of
Complaints Business customer complaints con CCR 96 Number of
Complaints Pre-payment meter customer g CCR 98 Number of
Complaints Pre-payment meter custo luded within 15 business days CCR 100 Number of
Complaints Pre-payment mete luded within 20 business days CCR 102 Number of

10
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Compensation payments | Number of payments made to customers under clause 96 of the Code of CCR 107 Number of
Conduct

Compensation payments | Total sum paid to customers under clause 96 of the Code of Conduct ‘ R 108 Dollars

7 Call centre performance

Call centre performance | Call attempts to a retailer call centre ’ '5 09 Number of

v

Call centre performance | Calls to retailer call centre answered by operator within 30 secong CCR 110 Number of

Call centre performance | Mean duration for call centre operator to answer call CCR 112 Seconds

Call centre performance | Calls to a call centre that go unanswered CCR 113 Number of

8 Energy bill debt

Energy bill debt Residential customers repaying bill debt as o di I dship CCR 115 Number of
customers)

Energy bill debt Business customers repaying bill @ g hardship CCR 116 Number of
customers)

Energy bill debt Mean bill debt for residenti 30 June (excluding hardship CCR 118 Dollars
customers)

Energy bill debt Mean bill debt for 0 June (excluding hardship CCR 119 Dollars
customers)

Energy bill debt ill debt between $500 and $1,500 as of 30 June CCR 122 Number of

Energy bill debt debt between $1,500 and $2,500 as of 30 June CCR 123 Number of

Energy bill debt ith bill debt exceeding $2,500 as of 30 June (excluding CCR 124 Number of

Energy bill debt omers subject to a payment plan as of 30 June (excluding CCR 125 Number of
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hardship customers)

Hardship customers

removed from it for non-compliance

Hardship customers Residential customers on a hardship program as at 30 June R 120 Number of

Hardship customers Mean bill debt of hardship customers as of June 30 CCR 121 Dollars

Hardship customers Total number of hardship customers who are the subject CCR 128 Number of
30 June

Hardship customers CCR 129 Number of

Hardship customers CCR 130 Dollars

Hardship customers CCR 131 Number of

Hardship customers CCR 132 Number of
$1500 at the time

Hardship customers Customers who entered z ith bill debt between $1,500 and CCR 133 Number of
$2,500 at the time

Hardship customers Customers who e with bill debt exceeding $2,500 at CCR 134 Number of
the time

Hardship customers CCR 135 Number of

Hardship customers CCR 136 Number of

Hardship customers CCR 137 Number of

Hardship customers mers who exited a hardship program because they successfully CCR 138 Number of

y agreement with the retailer
Hardship customers Residential customers who exited a hardship program because they were CCR 139 Number of
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Energy bill debt Residential customers who had their payment plan cancelled by the retailer for CCR 126 Number of
non-payment (excluding hardship customers)
Energy bill debt Residential customers who successfully completed their payment plan (excluding R 127 Number of
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agreement with the retailer, during the reporting year or previous reporti
who were then disconnected during the reporting year for non-pay
reconnected within seven days

10 Vulnerable customers

onth disconnection moratorium during

Vulnerable customers Vulnerable customers as of 30 June CCR 143 Number of
Vulnerable customers Vulnerable customers who were the account hg CCR 144 Number of
Vulnerable customers CCR 145 Number of
Vulnerable customers Vulnerable customers on the 9-mon CCR 146 Number of
Vulnerable customers Mean bill debt of vulnerable c CCR 147 Dollars
when they exit the moratori

Vulnerable customers Vulnerable customers with CCR 148 Number of
Vulnerable customers Pre-payment me eters by retailer as requested by CCR 149 Number of

Performance indicators and definitions handbook — For electricity retailers
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Hardship customers Residential customers who exited a hardship program because they left the CCR 140 Number of
retailer
Hardship customers Residential customers who completed a hardship program or exited by R 141 Number of
agreement with the retailer, during the reporting year or previous reporting year,
who were then disconnected during the reporting year for non-payment
Hardship customers Residential customers who completed a hardship program or exited by 42 Number of
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5. Reporting conventions and examples

This section covers reporting conventions for each category and provides some examples of
how indicators are calculated.

Some indicators are cumulative and cover the whole reporting period whereas some measure
a point in time, such as June 30 at the end of a reporting year or the amount of money owing
when a customer entered a payment plan. Previously, differences in the reporting point were
shown by colour codes on the spreadsheet. These have removed these to make the forms
more accessible.

5.1 Disconnections for non-payment

e A disconnection event can count towards more than one disco

e The percentage of disconnections involving specifi
CCR 47, CCR 49 and CCR 51) is calculated by usin
for the retailer as the denominator.

5.2 Reconnections

¢ Reconnections are across the whole re
occurred at the same supply address
It does not include reconnections at t
reconnections in the same name at a

ection of a residential customer within seven days who was receiving
time of reconnection will be recorded as a reconnection against

es more than one complaint during the reporting year, each complaint
ould b&recorded separately.

one complaint can be made per customer contact. If a customer makes a
complaint about a billing matter and a transfer matter in the same communication, then
two complaints should be recorded.

5.4 Compensation payments

e If more than one payment is made to a customer during the reporting year, each payment
should be recorded separately.

o Payments that have been claimed by customers during the reporting year but have not
been paid by 30 June should be excluded for that reporting year.
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5.5 Call centre performance

> answer wait times

e Average duration before a call is answered =
total number of calls answered

e Call centre indicators exclude calls that do not require operator attention, including
interactive voice response calls where the customer does not select an option indicating
they wish to speak with a call centre operator, and calls that were terminated before an
option to speak with a call centre operator was selected. Example 1 shows how these
indicators should be calculated.

e For non-IVR systems, calls that are unanswered includes calls terminated by a customer
before being answered by a call centre operator. For IVR systems, it includes calls
terminated by a customer after they have selected an option indicating theyawish to speak
to an operator.

be included.

¢ For IVR systems, a call wait period commences when m
indicate they wish to speak to an operator.

Example 1: Calculating call centre performance indicators.

Retailer A operates a single call centre with integrated IVR technology with a single 1300 number for
customers to call. During the reporting year the following call data was recorded:

Total calls to the 13 number = 467,450
Number of calls to the call centre = 265,328

Number of calls answered within 30 seconds = 221,846 Number
of calls that were unanswered = 4,921

Sum of wait times for answered calls = 217,006 minutes

Calculation of indicators:

e« CCR109 = 265,328

e« CCR110=221,846

e CCR112=60x217,006 /(265,328 - 4,921) seconds = 50 seconds
e CCR113=4,921

rdsh }stomers

sured on a per customer basis. If a customer satisfies an indicator
n once during a reporting year the customer is only counted once.

omers experiencing family violence

e Indi rs are measured on a per customer basis. If a customer satisfies an indicator
criterion more than once during a reporting year the customer is only counted once.

o Performance indicators for customers experiencing family violence were included for the
first time in 2024.

Performance indicators and definitions handbook - For electricity retailers 15



OFFICIAL Economic Regulation Authority

6. Version history

Version date ‘ Changes

April 2024 1. New indicators for retailers and integrated regional
licensees to report on vulnerable customers’ accessibility to
family violence protections and energy bill debt. New family
violence protections came into effect on 20 February 2023
as part of the 2019-2022 review of the Code.

2. Datasheet condensed into a single worksheet and derived
indicators removed from user entry form.

3. Definitions sections condensed into a single
beginning of the handbook and duplicated
removed.

4. Version history section added.
5. Indicators from different reporting

April 2025 1. Derived indicators
2. Examples for de .
3. Minor wordipggedi C porting basis by
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