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OFFICIAL 

11 June 2026 

Energy retailer overcharges 
Closure of Synergy’s compliance enforcement notice and retailer 
performance update 

The Economic Regulation Authority closed the compliance enforcement (rectification) notice issued 
to Synergy in November 2025 for breaching its Electricity Retail Licence ERL1 by failing to comply 
with the Code of Conduct for the Supply of Electricity to Small Use Customers 2022 (Code). 

The ERA is satisfied that Synergy has met the requirements of the rectification notice and will take 
no further compliance action. 

Synergy received 174,522 overpayments on closed accounts totalling $40.42 million since 2009. 
Our rectification notice applied to 16,092 customers, who made overpayments to closed accounts of 
over $3.5 million since February 2023, as this type of breach was only covered by the Code in 
February 2023.1, 2  

The rectification notice required Synergy to use its best endeavours to notify the affected customers 
and refund the amounts by 30 April 2026.  

We monitored Synergy’s progress to repay the customers and, as at 30 April 2026, it had attempted 
to contact all 16,092 customers and refunded 14,080 customers, totalling $3.1 million of the 
$3.5 million owed. The remaining 2,012 refunds are ongoing, as Synergy is now returning the money 
to government agencies because the customer has not responded to contact attempts. 

This is the second rectification notice that the ERA issued Synergy in 2025 for similar breaches of 
the Code. The first notice was issued on 14 July 2025 because Synergy did not notify customers of 
overcharges when it received Centrepay overpayments on closed accounts. Synergy complied with 
this notice and we closed it last year. 

Synergy improvements 
Since July 2025, Synergy has progressively implemented a range of new controls in its systems and 
processes to educate customers on not making overpayments and identify overpayments on closed 
accounts when they do occur and contact customers early to arrange a refund. This significantly 
improves the chances of the refund being returned to the customer. Synergy has also implemented 
preventive controls to stop overpayments from being made to closed accounts where possible to 

 
1  Overcharges on closed accounts have only been considered “overcharges” under the Code since 20 February 2023 

for electricity retailers and the Gas Compendium for Small Use Customers since 1 July 2024 for gas retailers. Prior 
to then, the Code / Compendium required overcharges to be on a bill, and bills are not issued for closed accounts. 

2  The ERA considers an overpayment can become an “overcharge” when a retailer does not have controls in place to 
identify overpayments and holds onto the overpayments for a prolonged period. 
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reduce the number of overpayments it receives (not all forms of overpayment can be stopped at 
source).  

To monitor the effectiveness of Synergy’s new controls, the ERA collected monthly performance 
data from Synergy on new overpayments it receives each month, how quickly it is contacting 
customers and how many customers it is refunding. Synergy has reported a decline in the number 
of customers making overpayments to closed accounts and an improvement in how quickly it 
contacts customers after an overpayment is made and its success in refunding customers. 

Energy retailer performance 
The ERA investigated six other energy retailers in Western Australia, and published a short report 
in November 2025.  

We have continued to monitor the progress of Horizon Power, Alinta, AGL Sales, ENGIE, Kleenheat 
and Origin Energy to notify and refund customers the overpayments identified last year. 

The ERA also requested monthly performance data on new overpayments to closed accounts that 
the retailers have received since the investigation to assess the ongoing effectiveness of each 
retailer’s processes.  

The effectiveness of each retailer’s processes will continue to be assessed through the ERA’s 
periodic performance audits of licence compliance. 

2026 Electricity Code review 
In response to Synergy’s licence breaches, the State Government commissioned an independent 
review of Synergy’s retail billing practices. The independent review’s final report made nine 
recommendations, including a recommendation to amend the Code to clarify how overcharges on 
closed customer accounts should be treated. 

As part of the recently commenced 2026 Electricity Code review, the Electricity Code Consultative 
Committee will consider potential changes to the Code’s overcharging provisions for ERA approval.
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