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The Economic Regulation Authority has published the 2025 performance audit report and the
post-audit implementation plan for Alinta Sales Pty Ltd’s gas trading licence GTL9.

Alinta is the largest gas retailer in Western Australia. Alinta supplies gas to residential and small
business customers on the Kalgoorlie, Albany and Mid-West and South-West Gas Distribution
Systems operated by ATCO Gas Australia, including Perth. As at 30 June 2025, Alinta had more
than 425,000 customers.

The ERA’s decision

The ERA considers that Alinta has achieved a satisfactory level of compliance with its licence
obligations and decided to maintain the audit period at 36 months. The next audit will cover the
period 1 October 2025 to 30 September 2028.

Audit findings

The audit of the 271 licence obligations applicable to Alinta found 17 non-compliances but no control
deficiencies. Customers were potentially affected by the following non-compliances:

o late notification of expiring benefits (discounted tariffs, fees or charges)

e lack of process to identify overpayments on closed accounts

e generating multiple late payment fee notices, which were caused by a system fault

e not providing customers on payment plans with required information in writing.

The auditor made four recommendations to address six non-compliances. No recommendations
were required for:

e seven non-compliances, as the obligations became obsolete during the audit period’

o four non-compliances, which were resolved during the current audit period.

The post-audit implementation plan prepared by Alinta states the recommendations will be
addressed by August 2026.

1 Changes to the Energy Coordination (Customer Contracts) Regulations 2004 and Compendium of Gas Customer
Licence Obligations made five and two obligations obsolete, respectively, during the audit period.
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The ERA’s assessment of the audit findings

Alinta’s compliance with its licence has deteriorated slightly since the previous audit. While the
number of non-compliances increased, the auditor did not find any control deficiencies. Of the 17
non-compliances, five were carried forward from the 2022 audit, which were resolved or became
obsolete in the current audit period.

Alinta took steps to minimise the effects of the non-compliances on customers by:

e Implementing new processes to identify and refund overpayments on closed accounts.

o Refunding excess late payment fees billed in error and reconfiguring the billing system to
prevent a recurrence. The excess fees were billed in November and December 2023 and were
refunded by January 2024.

e Implementing a manual solution to provide payment plan information to customers until an
automated solution was introduced in March 2025.

Overall, considering the number of obligations it has, the size of its customer base and its efforts to
resolve the non-compliances, we consider Alinta’s compliance satisfactory.
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