2025 electricity and gas data Economic Regulation Authority
Debt and disconnections

Energy customers, debt and disconnection 2024/25 - At a glance

We license energy utilities and monitor customer bill debt and disconnections in Western Australia. This
report presents summary data for small use residential and business customers with non-contestable
electricity and gas accounts. It covers bill debt, financial hardship, and disconnections for non-payment.
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‘N averaging $1445 per account ‘n‘ averaging $596 per account

% Customer bill debt increased significantly during the COVID-19 pandemic and

has remained high.

payment extensions and payment plans per year. energy bills that are 90 calendar days
Most customers can use their online account to or more overdue.
extend their bill deadline or enter a payment plan.

All customers are entitled to at least two fee-free % Bill debt is the amount owed on
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long-term difficulty in paying for @37 payment more than once a year.
basic living expenses.
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for non-payment for at least 9 months. & Disconnection Notice
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Bill debt — Electricity and gas customers

Customers may accrue debt with their retailer when they are having trouble paying their bill. The
following figures show changes in the number of electricity and gas residential accounts with bill
debt over the past nine years. A proportion of customers with bill debt are in a retailer’s financial
hardship program. Electricity retailers have a significantly higher proportion of customers with bill
debt in a financial hardship program than gas retailers.

The number of residential customers with gas bill debt has fluctuated more over the past nine years
than those with electricity bill debt (Figure 1). Residential gas customers with bill debt has fallen
since a dramatic increase in 2020/21, but remains considerably higher than the nine-year low in
2017/18.

The number of residential electricity customers with bill debt fell 20 per cent during 2024/25 (red
column Figure 1). In 2024/25, there was an 8 per cent increase in residential gas customers with
bill debt. However, there are still significantly more residential customers owing money on electricity
bills than on gas bills (40,186 versus 24,408).

Figure 1: Residential electricity and gas customers with bill debt
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Source: Accounts with bill debt indicators (CCR115, CCR120, R91, R96).

While fewer residential electricity customers had bill debt in 2024/25, average bill debt for these
customers increased 22 per cent (red line, Figure 2 right axis). Both the total and average bill debt
for residential electricity customers rose after the State Government paused disconnections for
non-payment during the pandemic.

Between 2019 and 2025, the total amount owed on electricity bills by residential customers
increased by 140 per cent (Figure 2 left axis), far beyond the 12 per cent increase in the Perth
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electricity price index from June 2019 to June 2025." Average bill debt during this period increased
from $519 in 2019 to $1,419 in 2025 (Figure 2 right axis).

For residential gas customers, total bill debt increased more than seven-fold from 2019 ($2 million)
to $14.5 million in 2025 (Figure 2 left axis). After five years of increases, average bill debt fell 11 per
cent to $592 in 2025 but is still significantly higher than the 2019 figure ($188).

Figure 2: Bill debt of residential electricity and gas customers
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Source: accounts with bill debt indicators (CCR115, CCR120, R91, R96); average bill debt indicators (CCR118,

CCR121, R94, R97).

Bill debt varied between retailers. The average bill debt for electricity customers in 2024/25 rose
23 per cent to $1,415 for those with a Synergy account, while falling 0.4 per cent to $1,488 for
Horizon Power customers.

Residential customers owe significantly less to gas retailers than to electricity retailers. As at 30
June 2025, the average residential gas bill debt was $634 for Alinta Energy customers, $237 for
Kleenheat customers and $531 for AGL customers.

Business accounts — Bill debt

Business accounts make up just 9 per cent of small use electricity accounts and 1.2 per cent of gas
accounts.

As at 30 June 2025 there were 1,215 business accounts with electricity bill debt, and 255 owing
money on gas bills. For business customers, average bill debt was $2,312 for electricity and $1,004
for gas.

Detailed data from 2014 to 2025 can be found in the ERA's energy_retailer and distributor
dashboards.

1 The Australian Bureau of Statistics time series A2328121X from TABLE 9. CPI: Group, Sub-Group and Expenditure Class, Index
Numbers by Capital City (online) shows that the Perth electricity price index rose from 143.2 for the 2019 June quarter to 159.8
for the 2025 June quarter. Electricity tariffs for small use customers are regulated by the State Government (online).
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Disconnections — Electricity and gas customers

The number of times that residential customers were disconnected for non-payment over the past
nine years is illustrated in Figure 3. As a customer may be disconnected multiple times in one year,
each disconnection event does not equal one unique customer. When a customer owes money to
the retailer and has not engaged with a payment plan or financial hardship program, the customer
may be disconnected. Customers are typically reconnected promptly after payment.

During the pandemic in 2020/21, electricity and gas retailers paused disconnections, allowing
customers to remain connected despite bill debt. The likelihood that a customer with bill debt will be
disconnected is indicated by the line graph (Figure 3 right axis). A sharp drop in the likelihood of
disconnection for customers with bill debt occurred in 2020/21. For the past three years the rate
has been flat for both electricity and gas.

Figure 3: Disconnection events for residential electricity and gas customers
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Source: disconnection events indicators (CCR40, R33); accounts with bill debt indicators (CCR115, CCR120, R91,

R96).

In 2024/25 there were 16 per cent fewer residential electricity accounts disconnected than the
previous year and approximately half that of 2018/19 when 21,212 disconnection events occurred
(Figure 3 left axis).

There was a slight increase in residential gas disconnections in 2024/25, up 1.2 per cent to 4,014
but less than a third of 2018/19 when 14,200 disconnection events occurred (Figure 3 left axis)

Business accounts — Disconnections

For electricity customers, business customers with bill debt are more likely to be disconnected than
a residential customer with bill debt. In 2024/25 there were 1,062 electricity business accounts
disconnected which equates to 80 per cent of the average number of business accounts with bill
debt.

There were just 78 gas business account disconnection events in 2024/25, which equates to 31 per
cent of the average number of gas business accounts with bill debt.

Data sources: accounts with bill debt indicators (CCR115, CCR116, CCR120, R91, R92, R96); accounts indicators (CCR1, CCR2, CCR4, CCR5, R1,
R3); average bill debt indicators (CCR118, CCR119, CCR121, R94, R95, R97); disconnection events indicators (CCR40, CCR42, R33, R35).

e @ @ The Economic Regulation Authority is Western Australia’s independent economic regulator. We use data from electricity

and gas retailers to report annually on issues like disconnections, financial hardship and customer service.
Economic Regulation Authority For more information visit erawa.com.au/energyreports.
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