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Limitations of this Report 

This report was prepared for distribution to the Economic Regulation Authority and Perth Energy Pty 
Ltd for the purpose of fulfilling Perth Energy’s performance audit of their Electricity Retail Licence.  We 
disclaim any assumption of responsibility for any reliance on this report to any persons or users other 
than the Economic Regulation Authority and Perth Energy or for any purpose other than that for which 
it was prepared. 

Because of the inherent limitations of any internal control environment, it is possible that fraud, error 

or non-compliance may occur and not be detected.  An audit is not designed to detect all instances of 
non-compliance with the procedures and controls over the licence obligations of the Electrical Retail 
Licence, since we do not examine all evidence and every transaction. The audit conclusions expressed 
in this report have been formed on this basis. 
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2. Executive Summary 

Perth Energy Pty Ltd (“Perth Energy”) is a subsidiary of AGL, a leading integrated Australian energy business 
that has been operating for more than 180 years. Perth Energy has an electricity retail licence (ERL10) issued 
by the Economic Regulation Authority (‘ERA’) under the provisions contained in the Electricity Industry Act 
2004. 

Perth Energy is the licensee of the Economic Regulation Authority (ERA) for the Electricity Retail Licence 

(ERL10) licence under the provisions contained in the Electricity Industry Act 2012. There was one licence in 

operation during the audit period being ERL10 Version 8 (25 June 2021 to current). 

Perth Energy’s ERL10 licence has been granted for the area set out in the Plan ERA-EL-107B in Western 

Australia. The licence grants Perth Energy, the authorisation to retail electricity to business customers 
connected to the electricity network in Western Australia spanning areas from Kalbarri to Albany and extending 
eastward to Kalgoorlie, as delineated in the plan. 

As at 30 June 2025, Perth Energy supplied electricity to 1,043 contestable business customers, including small 

to large use customers. In this audit period from 1 July 2023 to 30 June 2025, there was one residential 
customer in part of 2023/24 and no residential customers in 2024/25. Perth Energy’s small to large use 
customers are supplied on standard and non-standard contracts. Perth Energy’s operations, including 
customer service, call centre, and customer solutions, are managed from their Perth office. 

Perth Energy is required to comply with the terms and conditions of their licence, including applicable legislative 
provisions and performance reporting as set out in the Electricity Compliance Reporting Manual (February 
2023). 

Quantum Assurance was engaged by Perth Energy to complete this Performance Audit which is consistent 

with the requirements of the Australian Standard on Assurance Engagement ASAE3100 – Assurance 
Engagements Other than Audits or Reviews of Historical Financial Information and the ERA 2019 Audit and 
Review Guidelines – Electricity and Gas Licences updated August 2022 (‘ERA Guidelines’). 

This audit covered the period from the previous audit being 1 July 2023 to 30 June 2025. 

Conclusion 

Through the execution of the Audit Plan and assessment and testing of the control environment, the 
information system, control procedures and compliance attitude, the audit team members have gained 
reasonable assurance that Perth Energy has complied with its Electricity Retail Licence performance and 
quality standards and obligations during the audit period from 1 July 2023 to 30 June 2025 with 2 non-
compliances that may have a minor impact on customers. 

Out of 236 applicable compliance obligations, the audit found: 

• 127 obligations were rated compliant (111 with adequate controls and 16 with controls not reviewed). 

• 3 obligations were rated non-compliant with minor impact on customers (with generally adequate controls). 
Two minor non-compliances were resolved in July 2024 and one from October 2024, so there are no 
further recommendations. 

• 106 were not rated for compliance, as no relevant activity took place during the audit period (56 with 
adequate controls and 50 where controls were not reviewed).   

The audit confirmed that Perth Energy has fully complied with its information reporting obligations for the period 

1 July 2023 to 30 June 2025.  

The control environment is considered to be well-designed and effective.  There have been continued 

improvements to strengthen the compliance with the licence obligations including the appointment of a Risk 
and Compliance Advisor, improving compliance monitoring and documentation of procedures. There were no 
recommendations. 

Overall, the audit concluded that Perth Energy has a well-established and maintained control environment. 

There were no changes recommended to the licence. 
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3. Performance Audit 

3.1 Introduction 

Perth Energy Pty Ltd (‘Perth Energy’) has an electricity retail licence (ERL10) issued by the Economic 
Regulation Authority (‘ERA’) under the provisions contained in the Electricity Industry Act 2004. 

There was one licence in operation during the audit period: .  

• ERL10 Version 8 (From 25 June 2021 to date) - Licence renewal. 

Under the Act, Perth Energy is required to engage an independent expert, acceptable to the ERA, to undertake 
a Performance Audit of compliance with the licence conditions once every 24 months, or another period that 
has been specified by the ERA.  

Perth Energy has engaged Quantum Assurance (‘Quantum’) to undertake an audit of Perth Energy’s electricity 
supply services.  This audit covers the period from 1 July 2023 to 30 June 2025. The previous audit was from 
1 July 2020 to 30 June 2023. 

The audit approach is based on the compliance obligations set out in the Licence, applicable legislation, 
regulatory guidelines (Electricity Compliance Reporting Manual - February 2023) and the ERA 2019 Audit and 
Review Guidelines – Electricity and Gas Licences (updated August 2022) (‘ERA Guidelines’).  

3.2 Objective and Scope 

The objective was to provide the ERA with an independent assessment of the licensee’s compliance with 
relevant obligations under the licence. 

The scope of the audit included the adequacy and effectiveness of performance against the requirements of 
the licence by considering the following:  

Scope Description 

Control Environment The licensee’s management philosophy and operating style, organisational structure, 
assignment of authority and responsibilities, the use of internal audit, the use of 
information technology and the skills and experience of the relevant staff members. 

Information Systems The suitability of the licensee’s information systems to record the information needed to 
comply with the licence, accuracy of data, security of data and documentation 
describing the information system. 

Control Procedures The presence of systems and procedures to monitor compliance with the licence or the 
effectiveness of the licensee’s asset management system, and to detect or prevent 
instances of non-compliance or under-performance. 

Compliance Attitude The action taken by the licensee in response to any previous audit or review 
recommendations, and an assessment of the licensee’s attitude towards compliance. 

Outcome Compliance The actual performance against standards prescribed in the licence throughout the 
audit or review period. 

Integrity of Reporting The completeness and accuracy of the compliance and performance reports provided 
to the ERA. 

Compliance with individual 
licence conditions 

The requirements imposed on the specific licensee by the ERA or specific issues that 
are advised by the ERA. 

 

The audit has applied a level of scrutiny that corresponds to a ‘reasonable assurance engagement’ as per the 

Australian Standard ASAE3000. A reasonable assurance engagement is:  

“An assurance engagement in which the assurance practitioner reduces engagement risk to an 

acceptably low level in the circumstances of the engagement as the basis for the assurance 
practitioner’s conclusion. The assurance practitioner’s conclusion is expressed in a form that conveys 
the assurance practitioner’s opinion on the outcome of the measurement or evaluation of the 
underlying subject matter against criteria.” 
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The highest priority areas (priority 1, 2 or 3 on a scale of 5) based on inherent risk and the previous audit’s 
assessed controls/processes were: 

Priority 3 

• Obligation 27 - A retailer must submit a customer transfer request electronically and must not submit 
more than a prescribed number of customer transfer requests in a business day or with the same nominated 
transfer date, unless otherwise agreed. 

• Obligation 29 - A retailer must nominate a transfer date in a customer transfer request in accordance  
with  specified  timeframes,  except  if  the customer  transfer request is to reverse an erroneous transfer. 

• Obligation 90 - A   non-standard   contract   must   inform   the customer   that the provisions   of   the 
contract   may   be   amended   without the customer’s consent where the amendment is required for the 
contract to remain consistent with a written law.  A non-standard contract must describe the process for 
amending the contract, including requirements for approval and the way in which  the amendment  will  be  
published.  The non-standard contract must require the retailer to notify the customer of any amendment 
to the contract. 

• Obligation 92 - A non-standard contract must describe the procedures that must be followed by the retailer 
in responding to a complaint made by a customer. 

• Obligation 98A - A non-standard fixed term contract must detail the contract expiry date, customer options 
available for supply following expiry, the terms and conditions that apply after expiry and the way the 
retailer will provide the notification in the manner specified. 

• Obligation 108 - A retail or integrated regional licensee must not supply electricity to a small use customer 
otherwise than under a standard form contract or a non-standard form contract that complies with the 
Act. 

• Obligation 114 - A licensee must ensure that an electricity marketing agent of the licensee complies with 
the Code of Conduct for the Supply of Electricity to Small Use Customers 2022. 

• Obligation 124 - A licensee must provide the ERA, in the manner prescribed, with any information that 
the ERA requires in connection with its functions under the Electricity Industry Act. 

• Obligation 125 - A licensee must publish any information as directed by the ERA to publish, within the 
timeframes specified. 

• Obligation 132 - A retailer or electricity marketing agent must ensure that non- standard contracts, which 
are not unsolicited consumer agreements, are entered into according to the manner set out,   and   the 
contract   is   provided   as   specified,   in clause 10(1). 

• Obligation 220 - A retailer must develop, maintain and implement a hardship policy and hardship 
procedures to assist customers experiencing financial hardship to meet their financial obligations and 
responsibilities to the retailer. 

• Obligation 271D - The retailer must publish on its website the information detailed in subclause 68(1). 

• Obligation 280 - At least once a year, a retailer must provide a customer with written details of the retailer’s 
and distributor’s obligations to make payments to the customer under Part 14 or under any other written 
law, including the amount of the payment and the eligibility criteria for the payment. 

• Obligation 298 - Each retailer and distributor must develop, maintain and implement a standard complaint 
and dispute resolution procedure. 

• Obligation 307A - A retailer must develop, maintain and implement a family violence policy to assist 
vulnerable customers. 

• Obligation 307C - The training required under subclause 91(2)(a) must satisfy at least one of the 
requirements detailed in subclause 91(3). 

• Obligation 307E - A retailer must consult with persons or bodies that may reasonably be expected to 
represent the interests of persons who may be experiencing family violence whenever the retailer is 
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developing its family violence policy or reviewing its family violence policy because of a direction of the 
ERA under subclause 91(5). 

The audit was designed to identify any areas where improvement was required and to recommend corrective 
action as necessary.   

In accordance with the ERA Guidelines, the audit report must include recommendations on the actions the 
licensee should take to address:  

• Licence obligations that were rated non-compliant. 

• Licence obligations that were rated for controls as C or D. (refer Ratings Table in section 3.4). 

The audit also reviewed the status of the previous audit recommendations (Refer Section 3.6)   

3.3 Obligations Not Applicable 

As per the Audit Plan, the following obligations were not applicable in this audit period: 

• Obligations 257, 297B, 297C, 297D 297I, 297K and 297N - Obligations to customers on life support 
equipment (Perth Energy has confirmed that they have a small number of sites that have persons who 
use Life Support Equipment.  The customers are all large use customers so they are not covered by the 
Code of Conduct for the Supply of Electricity to Small-Use Customers. No small-use customers on life 
support equipment). 

The following obligations included in the Audit Plan were found to be not applicable in this audit period: 

• Obligations 245 to 271C re Prepayment Meters (No prepayment meters) 

• Obligations 275 to 278 re Non-Contestable Customers (No non-contestable customers) 

  




















































































































































































































