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Dictionary

body corporataneans a controlling body of a scheme constitutettustate or
territory strata titles legislation, the memberswbiich are lot owners (or their
representatives), and includes an owners’ corpordtut is not a body corporate for
the purposes of th@orporations Act 200{Cth).

brownfield sitemeans a site that is established and serviceglda&tailer but later
retrofitted to allow onselling.

Disconnection or de-energisatioaf premises meahs
1. inthe case of electricity—the opening of a conioegtor
2. inthe case of gas—the closing of a connection,

in order to prevent the flow of energy to the pressi
energymeans electricity or gas.

energy Ombudsman schenmeeans a scheme associated with the energy Ombodsma
for the relevant jurisdiction as prescribed in Kational Energy Retail Regulations.

exempt customemeans a person to whom an exempt person sellgyeaed who
would be a retail customer of the seller if thdeselere a retailer.

exempt persomeans a person who is exempted by the AER undeemed,
registered or individual exemption from the reqoiest to hold a retailer
authorisation. Alternatively referred to as an egegeller.

large customemeans a business customer who consumes energyiae sl
premises at or above the upper consumption thrésasldefined by the relevant
jurisdiction. If no threshold is defined — 100 megdt hours per annum for electricity
or 1 terajoule per annum for gas, as per the NatiBnergy Retail Regulations.

metermeans any device that measures the quantity ofgpassing through it or
records the consumption of energy at the custonpeesiises.

onsellingmeans an arrangement where a person acquires/drarga retailer
following which the person acquiring the energyagrerson acting on their behalf
sells energy for use within the limits of premisemed, occupied or operated by the
person.

residential customemeans a customer who purchases energy princijoally
personal, household or domestic use at premises.

retailer means a person who is the holder of a retaildraaigation for the purposes
of section 88 of the National Energy Retail Law.

small customemeans a customer—
1. who is a residential customer, or

2. who is a business customer who consumes energysatdss premises below the
upper consumption threshold, as defined by thevaekgurisdiction. If no
threshold is defined — 100 megawatt hours per anioumectricity or 1 terajoule
per annum for gas, as per the National Energy Re&gulations.
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Part 1: Introduction

1.1 Purpose of the guideline

This guideline is designed to help applicants usided the framework for retail
exemptions which are required for the sale of epaitghout a retailer authorisation.
Attached to this guideline are the Australian EgeéRggulator’s (AER) retail
exemption determinations which set out the categdiilasses) of deemed and
registrable exemptiohgnd the associated conditiciBhese determinations are
regulatory instruments with which relevant exemptimlders must comply. This
guideline will assist persons who wish to engagexampt selling to assess their
eligibility for the different classes of deemed agndistrable exemptions set out in the
determinations, and to understand the circumstanoghich they may need to seek
an individual exemption or a retailer authorisation

This guideline sets out the information that anligppt must provide to the AER
when seeking an individual exemption. It also dégs the information that a person
will be required to provide to the AER in orderré&mister for a registrable exemption.

1.2 The regulatory framework

The AER is an independent statutory authority ihatart of the Australian
Competition and Consumer Commission (ACCC) under IRAA of the
Competition and Consumer Act 20(Tth).

The AER'’s responsibilities include the economiaculagon of electricity and gas
networks in the National Electricity Market (NEM)éregulatory roles for electricity
and gas retail markets under thational Energy Retail LaRetail Law) and
National Energy Retail Rulg®etail Rules). The AER’s responsibilities do apply
to retail energy markets in Western Australia @ iorthern Territory.

The objective of the Retail Law is to promote a#fitt investment in, and efficient
operation and use of, energy services for the teng interests of energy consumers
with respect to price, quality, safety, reliabildgpd security of supply of energy.

1.3 The sale of energy

A sale of energy occurs when a person passes lbargecfor energy as a separate
charge, as opposed to when the cost is absortedmother charge such as rent.
Passing through an undisclosed charge for energgra®f another charge (for
example, a hotel tariff which will include energysts in the charged amount) does
not constitute a sale of energy. The sale of batkwater is not considered a ‘sale of
energy’ under the Retail Law and Retail Rules. Olbdgislation, such as
jurisdictional fair trading legislation, will comtue to regulate bulk hot water.

When considering the requirement for a retail ext@npit is the person doing the
selling who must be covered by the exemption. Te@&iRLaw gives the AER
jurisdiction over the person who is selling enenmgyt the person whose embedded

! The distinction between deemed and registrablepiiens is discussed in section 1.6.

2 Available the AER website aww.aer.gov.au
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distribution network the sale of energy is occugnmthin. The embedded network is
regulated under thidational Electricity Law(NEL), which requires that anyone who
owns, operates or controls a network connectededdNEM must either be registered
with the Australian Energy Market Operator (AEMQ)be exempted by the AER
(the AER’sElectricity network service provider registratioreanption guidelings
discussed further below). If the person who costthé embedded distribution
network also conducts the onselling, then they mgiljuire the retail exemption (even
if they hire a billing agent to manage the maintex@and payment of customer
accounts), because it is this person who forma&ract with an authorised retailer
for the supply of energy to customers in the nekwor

Alternatively, the embedded network owner/operatay choose to hire a ‘specialist
external provider to manage the onselling witlie embedded network. This service
provider would have a contract with an authorissditer for the supply of energy,
liaise with customers, organise connections ancbdisections, issue bills to
customers and handle any energy related compldihis.person usually interacts
with the customer only in relation to the provisiminenergy. In this case, the network
owner/operator has wholly outsourced the onseHictgyities to the specialist external
provider. The specialist external provider is tieespn who requires a retalil
exemption (not the embedded network owner/operatdowever, as discussed
further in section 1.5, the embedded network ovaperator will still require a
network service provider registration exemptiortlfgy are not registered with
AEMO).

1.4 The requirement to be authorised or hold an exeption

The Retail Law prohibits a person from engaginthmsale of energy unless the
person has obtained a retailer authorisation seliéng energy pursuant to an
exemption from the requirement to hold an authtosd

The AER is responsible for issuing and revokingitet authorisations and
exemptions. A retailer authorisation allows thedeolto engage in the sale of the
specified form of energy (electricity or gas) ihfarticipating jurisdictions and to all
classes of customers (except where limited by staterritory legislation). An
exemption allows the holder to engage in the sklkeospecified form of energy
(electricity or gas) to a defined class of cust@y@ovided they comply with the
conditions placed on the exemption.

Persons who are exempt from the requirement to dnoédailer authorisation are
known as ‘exempt persons’ or ‘exempt sellers’. Tleastomers are known as
‘exempt customers’.

Retail exemptions are most commonly required masibns where energy is being
‘onsold’. Energy onselling, also known as reselliogcurs where a person (the
exempt person) makes arrangements to acquire efrergyan authorised retailer and
then onsells that energy to persons who are witierimits of an embedded

®In this case, the embedded network owner/operaagrstill require an exemption from the
requirement to register as a network service pavifiee section 1.5 of this guideline.

4 Section 88 of the Retail Law.



distribution network (being a network that is cocteel to the main distribution
network through a single connection point).

Examples of embedded networks where onselling sca@ shopping centre
complexes, caravan parks and retirement villageter®al applicants for exemptions
are therefore likely to include the owners and ajms of these sites. Other likely
onsellers include bodies corporate and landlordsahing houses.

The sale of electricity may also occur in ‘off-gricetworks (that is, networks that are
not connected to the main distribution network). &ample, a remotely located
mining company may not, for economic reasons, Iomected to the national
electricity grid. For this company to provide elgty to workers living in their
accommodation quarters, it would be required ttaihthe network itself. If it
charges for electricity supply from this networtkwould be selling energy for the
purposes of the Retail Law.

The AER considers that exempt selling is oftenindhe long term interests of
customers. We have seen particular growth in angelithin high density residential
developments such as apartment buildings. We dwvant onselling to be a
motivating factor for developers in deciding howdbk developments are structured.
In line with the policy principles set out in thetail Law, we are likely to require an
individual exemption for such situations, with cdiahs that resemble those attached
to a retailer authorisation. In some situationsaty be more appropriate to require
the entity to seek a retailer authorisation.

The AER will consider the financial viability of éhexempt person. If an exempt
person was unable to meet the contractual requivesnier the purchase of energy,
their customers might be disconnected regardlessether they have paid for their
own consumption. This would include energy usetbaite who have elected to
purchase energy from a retailer rather than thenpk@erson as these customers have
only a deemed connection (not a physical connectmthe main distribution

network. In other words, their supply is providadough the embedded distribution
network even though they purchase the energy frenatithorised retailer.

1.5 The requirement for network exemptions

If an applicant for an exemption is selling elextyi within an embedded network,
and is also the owner or operator of the embeddesark, it is likely they will also
require an exemption from the requirement to regias a network service provider.

Section 11 of the National Electricity Law (NELpas#s that:

a person may only engage in transmission or digtdah activities if they are registered with
AEMO or if they are exempt from that requirement.

Similar to retail exemptions, network service pd®ri exemptions are administered by
the AER, but must be applied for through a sepgaieess. Network exemptions
apply only to networks connected to the nationetteicity grid, and are not required
for off-grid networks.

® For more information visitttp://www.aer.gov.au
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TheElectricity network service provider registratioreanption guidelineywhich
outlines the application process, can be founcherAER’s website. The AER has
developed a single application process for bottEtketricity network service
provider registration exemption guidelirend Exempt selling guideline to facilitate
applicants seeking an exemption from both seteaiirements. Application
processes for the registration of registrable exemsp, and the grant and variation of
individual exemptions, are outlined below in P&nd 4.

1.6 Types of retail exemptions

The AER can grant exemptions from the requiremeiiold a retailer authorisation
on an individual basis or by declaring a classesspns to whom a deemed or
registrable exemption applies.deemed exemptiorapplies automatically. No
application to the AER is required, and a persoreced by a deemed exemption does
not need to register their activities with the AERregistrable exemptionis only
effective for a particular individual for a partlau site from the date the eligible
person is registered for that site on Fheblic Register of Authorised Retailers and
Exempt Sellerby the AER. Once this occurs, the person holdegistered’

exemption for that site. Where a person onsellsggnaver a number of non-
contiguous sites, they will generally need to reggigach site separately with the AER
regardless of whether they are conducting simierations at the various sites.

For registrable exemptions, no application to tl&RAs required, but certain
information must be provided as part of the regtgin process. This information is
set out in section 4.1.1. The activities which@eered by deemed and registrable
exemptions are set out in section 3.1.

The AER will not provide advice as to whether aspermeets the criteria for a
deemed or registrable exemption. We can only peogigdidance on how the classes
of exemption operate. We recommend a person ohitadependent legal advice
before relying upon a deemed exemption or seeldgiptration under a registrable
exemption.

A person wishing to onsell at a site that doeshme¢t the criteria for a deemed or
registrable exemption may apply for iadividual exemption for that site. The AER
must decide whether to grant or refuse an appticdor an individual exemption.
Persons who are considering applying for an indiaicexemption are encouraged to
consult with the AER prior to making their applicat, as in some circumstances it
may be more appropriate for them to seek a retail#rorisation. Exemptions will not
be appropriate for conventional energy retailingvétes, particularly where the
person is registered with AEMO for wholesale magkafposeskurther information
on the retailer authorisation framework is setinouhe AER’s Retailer authorisation
guideline, available on our websitevatvw.aer.gov.au

Conditions may apply to classes of deemed andtraljle exemptions and to
individual exemptions. The conditions attachedchtividual exemptions will be
tailored to the scope and nature of the activiieisng undertaken. Where an
individual exemption is required, the conditiontaahed to the exemption are more
likely to reflect those that apply to an authorisetiler, particularly with regard to
the provision of hardship protections and formaraxes for dispute resolution. There
may, however, be circumstances where it will beraypate to attach minimal
conditions to an individual exemption. For exampiéimal conditions may be

4



appropriate in a situation where onselling in agtarea is not commercially viable
but the onseller operates for the benefit of tharooinity as the only reliable provider
of energy. We are unlikely to place onerous coadgion such exempt persons, as
this may discourage them from providing services i@y result in customers losing
access to a reliable energy supply.

Our exemption decisions are subject to judicialaevcovering questions of law
only) under theAdministrative Decisions (Judicial Review) Act 19Cth).

1.7 Grant and variation of individual exemptions

This guideline explains the procedures for the gaaa variation of individual
exemptions and the processes the AER follows whsessing applications for
individual exemptions (and applications for theariation). It sets out the information
that must accompany any such application. We recamdrnthat applicants consult
with us prior to and during preparation of an agggion for an individual exemption,
so that we can provide information and guidanceveeit to your individual
circumstances as a potential exempt person.

1.8 Policy principles

The Retail Law contains policy principles that KR is required to take into
account when performing or exercising functions pog@ers relevant to exempt
selling® These principles are, in part, aimed at ensutiag¢ustomers of exempt
persons are not unreasonably disadvantaged as peshtpacustomers of authorised
retailers. Part 2 of this guideline sets out thdRAEconsiderations on these policy
principles. The Retail Law also sets out exempesetlated factorsand customer
related factorsthat the AER may take into account when makingreteselling
decisions.

1.9 The Public Register of Authorised Retailers an&xempt Sellers

Section 119 of the Retail Law requires the AER tintain and publish on its website
aPublic Register of Authorised Retailers and ExeS8udters(Public Register)
containing information about these persons.

Exempt persons who hold individual exemptions gistered exemptions will appear
on the Public Register. The register will also uad a list of the classes of persons for
whom an exemption is deemed or registrdiiée note that because exempt persons
operating under a deemed exemption have no retpstr@quirement placed on

them, these exempt persons will not appear on tlbidPRegister.

® Section 114 of the Retail Law.
" Section 115 of the Retail Law.
® Section 116 of the Retail Law.
° Rule 164 of the Retail Rules.



Part 2: Guidance on the policy principles, the exept seller
related factors and the customer related factors

The objective of the Retail Law ie promote efficient investment in, and efficient
operation and use of, energy services for the kengp interests of consumers of
energil/1 \évith respect to price, quality, safety,ability and security of supply of
energy.

This objective guides the AER in the exercise ®pibwers and functions, including
administration of retail exemption provisions oétRetail Law and Retail Rules. The
AER must carry out its exempt selling functiongimanner that will, or is likely to,
contribute to the achievement of the national epeetpil objective in a manner that
is compatible with the development and applicatbnonsumer protections for small
customers, including protections relating to haiplsistomers?

The Retail Law sets out policy principles that westitake into account when making
any decision relating to exemptiotfdn addition, it sets out exempt seller related
factors> and customer related factbtthat we may also consider when making these
decisions. These principles and factors provideengietailed considerations to guide
the AER in its oversight of retail exemptions. TRetail Law requires that this
guideline include guidance on each of these factors

When making decisions relating to exemptions, tE&RAwvill not consider these
factors in isolation, but rather in conjunction lwihe operational aspects of the
proposed exempt selling arrangement, for examgl@timber and type of customers
served.

Guidance on each of the policy principles, exemefiesrelated factors and customer
related factors, is provided below.

2.1 Policy Principles

Each of the policy principles is listed below, ajomith guidance on how we will take
the principles into account in making any decigiglating to exemptions.

2.1.1—Divergence in regulatory arrangements

Section 114(1)(a) of the Retail Law states thajutatory arrangements for exempt
sellers should not unnecessarily diverge from ttaqgsying to retailers’.

A certain level of divergence from the regulatorsaagements that apply to retailers
is inevitable. The AER’s role is to strike a balarbetween ensuring customers are
adequately protected and the need to avoid oveeburd energy onsellers with

9section 13 of the Retail Law.

1 Section 205 of the Retail Law.

12 Section 114(1) of the Retail Law.
13 Section 115 of the Retail Law.

!4 Section 116 of the Retail Law.



regulation. When such divergence is not appropriateay be necessary to require
the onseller to obtain a retailer authorisation.

The level of divergence from the regulatory arrangets for retailers will depend on
the type of exemption held by the exempt persoeniz and registrable exemptions
may have fewer conditions attached to them, whileany cases, conditions attached
to an individual exemption may more closely reseaaibé obligations that apply to an
authorised retailer. For example, a specialistraaieprovidet® who manages
onselling across a number of sites is likely tadmuired to comply with a range of
obligations that apply to authorised retailers.

The customer protections that the AER consideeyagit for each class of exemption
are based on the protections that apply to smatbouers who purchase from an
authorised retailer. Under the Retail Law, retasdtomer protections are not generally
extended to large business custoniemhe AER distinguishes between small
customers and large business customers who purehasgy from an exempt person,
and will not extend retail customer protectionsigiesd for small customers to large
exempt customers.

The AER has not extended all protections that afiphgtail customers to exempt
customers, as we consider that some divergen@cesneary. Retailers achieve
economies of scale by having a large customer dseh allows them to spread the
cost of regulation over the large number of custemExempt persons tend to serve a
smaller number of customers and therefore willusatally achieve comparable
economies of scale. This makes certain requiremerdsr the Retail Law and Retail
Rules more burdensome and less appropriate for gxaensons. In formulating the
classes of deemed and registrable exemptions hantbnditions attached to them,
the AER has considered where divergence in regylataigations is necessary to
ensure that the costs imposed on onsellers (argkqaently on their customers) do
not exceed the benefits.

In some situations, regulatory divergence is neagde reflect the different
circumstances of onselling. Some requirementseRétail Law and Retail Rules are
entirely inappropriate for exempt persons. For gxanthe price disclosure
requirements for retailers’ standing offer and neaudffer prices are irrelevant to
exempt selling” Requirements placed on certain authorised resaileder the
Retailer of Last Resort (RoLR) scheme in Part thefRetail Law are also irrelevant
to exempt persons.

15 A specialist external provider onsells energy asra business function. They often have no
relationship with the customer other than for thevjsion of energy. Functions undertaken by these
providers will usually include contracting with anthorised retailer for the supply of energy, liags

with customers, organising connections and discationgs, issuing bills to customers and handling any
energy related complaints received. Where an endzbddtwork operator engages such a person, the
AER may consider that the onselling activities hagen wholly outsourced. In these circumstances, it
will be the specialist external provider (not theledded network owner/operator) who will require an
exemption. Note that this differs from a billingea who is simply issues and receives payment of
customer accounts.

'® Large customers do have access to a retailer tofdsstrt if their retailer fails under the Reta#.

" These requirements are set out in Division 11asf P of the Retail Law.
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2.1.2—Choice of retailer

Section 114(1)(b) of the Retail Law states thatfapt customers should, as far as
practicable, be afforded the right to a choiceetditer in the same way as comparable
retail customers in the same jurisdiction have tiugt’.

Affording customers of exempt persons the rightetailer choice is a complex issue.
The ability of customers to choose their own retat the competitive energy market
depends on network configuration and the type dem@ any) in place at their
premises. These factors are usually determindtkeairhe a building is constructed,
and reconfiguration may be expensive and therefoegonomic.

The most effective way of affording customers tigatrto a choice of retailer is to
ensure that network configuration and meteringreyeanents for new developments
and redevelopments facilitate customer choicetailez going forward. Building
regulations, such as tBaiilding Code of Australiand jurisdictional development
legislation, state that all future multi-unit residial and office building developments
must have electricity sub-meters installed. Depsgoin each individual building’s
development approval, sub-meters are requireddon endividual unit, or on each
storey of the building.

Exemptions will not be granted to new developmentshe basis of infrastructure
issues. For example, we would not issue an exemptigere individual meters were
not installed"® Meters should be installed in each individual dinglin that building,
and each tenant must have a meter for their owauwuoption. We encourage
developers who are contemplating an onselling gamarent to consider the
requirements of doing so in the initial planningge of a development to minimise
the risk of putting in place infrastructure thatuh@not fit with the exemptions
framework.

The AER considers that the distinction betweentetgty and gas is important when
establishing whether it is practicable to affordtamers the right to a choice of
retailer.

Table 1 outlines the availability of access toitetabf choice or ‘full retail
contestability’ (FRC) currently available for emioled networks in each jurisdiction.
The AER considers that in jurisdictions where gomneents have determined that
choice of retailer should be available in embeduetvorks, the onseller must not
seek to undermine that choice.

'8 |n a multi-storey building, we do not considelirrge meter on each storey to be adequate.
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Table 1: Current availability of FRC in embedded néworks

Jurisdiction Energy type FRC available within embedied
networks?
NSW Gas No
Electricity Yes
SA Gas No
Electricity Yes, except for ‘transitional inset

consumers’'—customers whose lease
commenced prior to 1 January 2003

TAS Gas No
Electricity No
VIC Gas No
Electricity Yes
ACT Gas No
Electricity No
QLD Gas No
Electricity Yes, except for ‘small customers'—

customers who consume less than
100 megawatt hours per y&ar

While access to choice of retailer will not be siode determinant when deciding to
grant an exemption, it is a relevant factor to ad&rissince exempt customers may not
receive the same protections as customers of asglgoretailers.

Electricity choice of retailer

Subject to the availability of FRC in a jurisdiatias shown above in table 1), for
electricity, each customer within an embedded ndtwan, in theory, be assigned a
national meter identifier (NMI), which is one medosallow access to choice of
retailer.

In the short term, the AER considers that for eleity, it is only practicable to allow
access to choice of retailer to customers in gejtaisdictions. As outlined in the
table above, access to retailer of choice is @sttiin the following jurisdictions:

» the Australian Capital Territory and Tasmanian geaments do not allow choice
of retailer for customers supplied by embedded agtsvin those jurisdictions

e Queensland does not allow choice for ‘small’ constsysupplied by embedded
networks

« in South Australia, consumers defined as ‘transitionset consumerS generally
do not have access to the retail market. This diefincovers customers whose
lease commenced prior to 1 January 2003 and therefainlikely to apply to
many customers today.

¥While technically available, the practicability thiis is unclear

% Seehttp://www.escosa.sa.gov.au/library/100630-ResghiivisoryBulletinNo_1.pdf
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We will take these jurisdictional provisions intocaunt when applying this policy
principle. That is, access to an electricity retadf choice in the short term is unlikely
to be practicable for customers in the Australiapi€@l Territory, Tasmania,
Queensland or for certain South Australian custsmer

There are instances where providing customers adtiess to electricity retailer of
choice may create logistical difficulties for theeenpt person. For example, if an
authorised retailer serviced tenants in a caraaak, pthey may wish to disconnect a
customer’s supply at the end of their tenancy. Aelys in obtaining reconnection
(by the authorised retailer) may prevent the cargpak owner from being able to
immediately lease the premises to another custadmvever, an immediate
connection could be guaranteed if the caravan parier was the energy provider.
While smart meters can be used to address this,ifs&i AER notes that this will not
always be economic. We appreciate the rationalthioonseller being the exclusive
source of energy in situations like this, as this only cost effective means for the
accommodation provider to ensure immediate conoredtir tenants.

Gas choice of retailer

Requiring onsellers to provide customers with astesetailer of choice may not be
practical for gas, particularly where only smalbgtities of gas are consumed. Where
gas is used only for cook tops and ovens, as éndfte case in multi-tenanted
situations such as apartment buildings, the amolugéas consumed by individual
residences would generally not justify the expesfsgas metering of each residence’s
consumption. It follows that it would not be praetito require the exempt person to
ensure that these customers had access to retadieoice.

Even where individual residences are separatelgnmeetfor their gas usage, and
where gas usage may be significant, there arerdlymeo AEMO guidelines to
underpin full retail competition in gas embeddetivoeks. The AER therefore
considers that access to full retail competitionascurrently practicable in the gas
onselling/embedded network context.

Hindering customers’ access to retailer of choice

While the AER’s ability to impose conditions ensigriaccess to retailer of choice is
limited, for the reasons set out above, we havesag conditions on deemed and
registrable exemptions to ensure that where custohse access to retailer of
choice, the exempt person must advise them thattuice is available and must not
hinder this choice. We may also choose to impasdasi conditions in the case of
individual exemptions.

2.1.3—Access to customer protections

Section 114(1)(c) of the Retail Law states thaehapt customers should, as far as
practicable, not be denied customer protectiorwadid to retail customers under this
Law and the Rules’.

The concept of ‘practicable’ in this policy prinpwill take into account the
compliance burden on the onseller of providingghme set of customer protections
as a retailer must provide under the Retail LawRathil Rules. This issue is also
considered under the exempt seller related factors.
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The protections given to retail customers undeiRetil Law are not automatically
extended to customers of exempt persons. We resmtjmat these customers can be
some of the most vulnerable in society and airmBuee that they receive appropriate
protections through the imposition of conditionsexempt persons selling to small
customers. The AER has developed a set of genanditons for exempt persons
operating under deemed and registrable classesafmion. While not all of these
general conditions apply to all classes of exenmptiloey reflect the AER’s
considerations on the core protections that sheldfforded to small exempt
customers supplied under a class exemption. Thesections will complement the
protections available to customers under jurisdial tenancy and other relevant
legislation.

Exempt persons servicing residential customersuadeemed or registrable
exemption will be required to provide protectiomgluding flexible payment plans,
for customers who identify themselves as experrenttnancial difficulty. The AER
encourages all other exempt persons operating undass exemption to provide
such protections, where appropriate.

The AER will consider whether the provision of hetrgh protections, flexible
payment options and other customer protectionppsagriate for individual
exemptions on a case by case basis.

The AER’s considerations on the arrangements tlagtapply to larger exempt
persons operating under an individual exemptiorsat®ut elsewhere in this section
of the guideline.

Authorised retailers are required to develop coimfgahandling arrangements based
on Australian Standard ISO 10002-2006 Customer satigfa — guidelines for
complaints handling in organisatiorfthe Standard). Where there is no conflict
between the standard and any specific legislahiahdn onseller operates under, such
as tenancy or retirement village legislation, tHeRAmMay require the onseller to
develop complaints handling arrangements basebleo8tandard. For example, it
may be appropriate to impose this requirement pdl¢éads onselling to commercial

or retail tenants. This would not conflict with corarcial tenancy legislation under
which these landlords operate.

While it is likely that the standard will be applieo most individual exempt persons,
there are some situations where minimal conditigiisoe attached to an individual
exemption. The AER will consider the applicatiortlod Standard to exempt persons
seeking an individual exemption on a case by casesb

2.2 Exempt seller related factors

The exempt seller related factors are set outétige115 of the Retail Law. Each of
these factors is listed below, along with guidaocdiow we will take these factors
into account in making any decision relating torapgons.

2.2.1—Core versus incidental business

Section 115(1)(a) of the Retail Law enables the A&Ronsider ‘whether selling
energy is or will be a core part of the exemptes&lbusiness or incidental to that
business’.
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In establishing whether selling energy will be aecpart of, or incidental to, the
exempt person’s business, the AER will considerdfetionship between the exempt
person and its customers. This will depend on wdretie exempt person sells energy
to the customer as part of the provision of otleevises, or whether selling energy is
the only interaction the exempt person has withctieomer. In other words, in the
absence of the energy onselling arrangement, wbeléxempt person and its
customers have another commercial relationship?

Where selling energy is the sole basis for thdimlahip, this is a strong indication
that selling energy is a core part of the exempgq@s business. For example, a
specialist external provider’s only relationshigiwihe customer relates to the
provision of energy.

Where the exempt person sells energy as part ¢thanelationship and the sale of
energy does not constitute a significant aspetitefelationship, it would generally
be considered to be incidental to the exempt p&darsiness. For example, a
landlord who sells their tenant energy will haveoagéntered into a lease with the
tenant for the provision of accommodation. The sékenergy would not be
contemplated if the customer was not a tenanteofahdlord.

Onselling may be considered to be incidental evieara it occurs over multiple sites.
For example, although a shopping centre owner/¢@eoasells energy across a
number of shopping centres, energy is not the satyice it provides to its customers
(the shopping centre tenants) and therefore thellorgsis unlikely to be considered
its core business.

The AER will also consider the value of energy jpded relative to the value of other
services provided by the exempt person. For exampbn industrial park, high
energy usage tenants may pay a landlord onsellex faotheir energy use than for
rental. In such a situation, it may be difficultdemonstrate that onselling is only
‘incidental’ to the relationship. Where energy des form a relatively low
proportion of overall accommodation costs, for eglanin a retirement village, the
argument that energy onselling is ‘incidental’ viaé much stronger.

2.2.2—Characteristics of the exempt seller

Section 115(1)(b) of the Retail Law enables the A&Ronsider ‘whether the exempt
seller’s circumstances demonstrate specific charnatits that may warrant
exemption’.

The exempt person’s circumstances may relate tauheber of customers served, the
total volume supplied or the way in which the exépgrson operates. Where the
exempt person serves only a small number of cusgrfoe example within a small
strata title dwelling, it may not be practicableréguire them to carry out the
application process for a retailer authorisatiartpaadhere to the various compliance
and performance reporting requirements placed @il ees.

The way in which an exempt person operates isliddsky to indicate whether their
circumstances warrant exemption. A landlord whotrsali energy due to the way
energy infrastructure is set up at their propefdy ¢xample, at a caravan park) may
warrant an exemption, particularly when the enésgyovided in addition to another
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service and the energy component makes up a sampanent of the total cost of all
services provided to the customer.

The AER considers that projects involving decerdea energy, whereby energy is
generated on or near a site to reduce transmissguirements and losses from
transportation, will potentially be suitable caraties for exemptions. Since each
situation is likely to be unique, these situatians best addressed through an
application for individual exemption, allowing tA&R to assess each on a case by
case basis and attach conditions as appropriate.

The AER recognises that in some situations, thenpx@erson is the only person who
is able to supply energy to its intended customEngs might be the case in remote
areas which are not connected to the main distabutetwork (off-grid networks) in
states or territories which have elected to brifiggod networks under this
exemptions framework. We will endeavour to not disantage such customers by
refusing an exemption, or by issuing an exemptioa way that makes it uneconomic
for the exempt person to continue to supply théaraers with energy. Where
onselling carried out in an off-grid network doex fall under one of the deemed or
registrable classes of exemption, an individuahgxson will be required. It is not
appropriate to have a class exemption coveringfatjrid networks as this would
likely cover a range of onselling activities andilcbbe contrary to the principles
underpinning the concept of a class exemption.

2.2.3—Profit intentions of the exempt seller

Section 115(1) of the Retail Law enables the AERadwsider whether the exempt
seller is intending to profit from the exempt s&dliarrangement.

The AER has taken this exempt seller factor intmaat in distinguishing between
situations where onsellers are specialist provjdard situations where the onselling
is part of a suite of services provided to a custiorwhere the onselling activities
(and therefore the anticipated profits) are sigatfit, an individual exemption will
generally be required.

It is to be expected that an exempt person wily @plerate if it is going to at least
cover its costs. The AER considers that it is atai@dp for an exempt person to earn a
profit, provided that there are pricing protectiamglace for eligible customers (that
is, residential exempt customers) to ensure tlegt dine not disadvantaged. Provided
that pricing conditions are imposed to restrictphiees that the exempt person can
charge these customers, the AER should not negldde much weight on this
particular exempt seller factor insofar as resi@dé¢tistomers are concerned. Earning
a profit from onselling to residential customerd wierefore not be a barrier in itself
to eligibility for an exemption.

As noted above, the AER does not want onsellingeta motivating factor for
developers deciding how a high density residedgaklopment should be structured,
or when deciding on the wiring arrangements withindevelopment. Where
onselling in these situations is undertaken a®ftpnaking venture, the AER is
likely to place conditions similar to those thaphpto authorised retailers on the
exempt person, or require the person to obtaimadlegeauthorisation.
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The AER does not support the concept of exempbpsrpassing on to their
customers an ‘administration’ or similar fee inattempt to circumvent the
requirement that residential customers are changadore than the relevant standing
offer prices. The AER considers that exempt persbiosild only be able to charge
eligible customers (residential exempt customenajges for energy that are charged
by the local area retailer. The AER considers #imgtlate payment fees payable
should be limited to a recovery of reasonable costsrred by the exempt person (if
any) due to the customer’s late payment. The AERim@osed a condition to this
effect (condition 7).

The Retail Law and Retail Rules do not enable t&®Ao regulate the prices that
exempt persons charge non-residential customemsettr, the AER must consider
the long term interests of these customers whemigexemptions. We will be
concerned to ensure that onsellers are not expdo#xempt customers, in particular
small business customers and exempt customerddhait have access to choice of
retailer.

For this reason, registrable class R1 which coserall customers in a commercial or
retail tenancy situation, will be closed off to newmtrants in 2015 (note however that
persons operating under this class prior to 20&%hle to continue operating unless
the exemption is revoked by the AER). Onsellersimig to commence selling to
these small business customers from 2015 will faired to apply for an individual
exemption, at which time we will scrutinise the elliag situation and consider
whether the prices to be charged are in the lomy beterests of these customers, as
per the objective of the Retail Law.

2.2.4—Amount of energy likely to be sold

Section 115(1)(d) enables the AER to consider ‘“Wwhethe amount of energy likely
to be sold by the exempt seller is significantalation to national energy markets’.

The AER may compare the size of an exempt perstmetemaller retailers operating
within national energy markets when considering thiempt seller related factor. As
the significance of the selling operations increagtanay be more appropriate for the
seller to obtain a retailer authorisation. Howevestn exemption is granted for
‘significant’ operations, it is likely that the cditions placed on the exempt person
will be similar to those that apply to authorisethilers.

The amount of energy sold may become significardgre/an exempt person is
involved in onselling at multiple sites. Where arseller is not covered under a
deemed or registrable exemption and intends tcatpert multiple sites, we will
consider the particular situation and grant eilremdividual exemption for each site,
or require the onseller to obtain a retailer auta®ion. We will not usually grant an
individual exemption covering multiple sites.

2.2.5—Appropriate obligations governing the applicant’s kehaviour

Section 115(1)(e) enables the AER to considerétktent to which the imposition of
conditions on an exemption, or to which the requeats of other laws, would allow
appropriate obligations to govern the applican€bdviour rather than requiring the
applicant to obtain a retailer authorisation’.
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Some state or territory tenancy legislation regadanergy onselling. This legislation
may govern aspects of onselling in some situatifamsgexample in a simple
tenant/landlord situation where the applicablesgictional residential tenancies
legislation would outline who is responsible foe ttost of utilities and how the costs
of these must be administered. However, this latisi is designed to address
tenancy matters and tends to provide only verycbasergy-specific protections to
exempt customers who are tenants. The AER hasdaresi the requirements of other
legislation both when establishing classes of extempand when imposing
conditions on class exemption categories.

We will use conditions to complement any relevamisgictional legislation which on
its own does not provide sufficient energy-spegifiotections for exempt customers
to ensure that the Retail Law’s objective of promgpthe long term interests of
consumers is met.

In general, the closer an onseller’s operationsraseale and scope to those of an
authorised retailer, the more that general retaitdigations will apply to them.
Where the onseller’s obligations largely replicdtese applying to a retailer, we
would need to be satisfied that an exemption fachappropriate, rather than
requiring the onseller to apply for a retailer autkation.

2.2.6—Costs and benefits of obtaining a retailer authoriation

Section 115(1)(f) enables the AER to consider fikely cost of obtaining a retailer
authorisation and of complying with this Law andé&uas a retailer compared to the
likely benefits to the exempt customers of the exieseller’.

To obtain a retailer authorisation, a person néeaseet three entry criteria specified
in the Retail Law?* These entry criteria are:

e organisational and technical capacity—the persostinave the necessary
organisational and technical capacity to meet tiigations of a retailer

» financial resources—the person must have resoorcascess to resources so
that it will have the financial viability and finaral capacity to meet the
obligations of a retailer

e suitability criterion—the person must be a suitgideson to hold a retailer
authorisation.

The process of obtaining a retailer authorisatsoreiatively intensive, and a range of
information must be provided to the AER to demaatstthat the person meets the
entry criteria. For electricity, one of the costgalved with obtaining a retailer
authorisation is the requirement to be registergkd MEMO as a participant in the
wholesale electricity market. Most onsellers wolk participate in the wholesale
market (that is, purchase energy directly fromwihelesale pool), but rather purchase
energy from an authorised retailer and onsell éir ttustomers. For gas, one of the
costs of obtaining a retailer authorisation isréguirement to be registered in relation
to the relevant gas market in the state or teyritorwhich they are operating.

21 Section 90 of the Retail Law.
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In addition, authorised retailers must comply véthrelevant regulatory obligations
in the Retail Law and the Retail Rules.

It is likely that the costs associated with theadies obtaining a retailer authorisation
rather than an exemption would be passed on tortkeller's customers. Energy
charges to residential exempt customers are capmpael the AER’s conditions of
exemption but the cost may flow through in charipese customers pay for other
services supplied by the onseller (for exampleubh accommodation charges). The
AER recognises that ultimately the cost to smallesellers of obtaining a retailer
authorisation will generally exceed the benefitthiir customers, particularly where
customers are offered a number of protections tirdhe conditions imposed under
an exemption.

The Retail Law requires that customer protectiansekempt customers should be, as
far as practicable, comparable to those affordedtail customers. This guideline
aims to minimise the ‘gap’ in the protections pa®d to these two types of
customers. We recognise, however, that it willalatays be practicable to require an
exempt person to provide the hardship and othdegtions that retailers must have in
place.

2.2.7/—0Other relevant seller related matters

Section 115(1)(g) of the Retail Law enables the A&Ronsider ‘any other seller
related matter the AER considers relevant’. The ABRsiders that unmetered
supply, and co-generation, tri-generation or ofustainable energy arrangements,
are additional relevant matters.

Unmetered supply

Metering requirements are determined at a juriszhel level under state or territory
legislation. The Retail Rules stipulate that theRAEan impose conditions on exempt
persons for or with respect to installing, mainitagnand reading of meters of exempt
customers in accordance with jurisdictional endegyslation®?

There are some onselling situations where custoareraot individually metered and
therefore do not have access to retailer of chdihe.AER will give consideration to
situations where customers are not metered, andNaWw an exemption for selling
energy through existing unmetered arrangementswinére this is permitted under
jurisdictional legislation. Many jurisdictions pridiit energy charges being passed on
to tenants unless consumption is separately met&€hedAER will ensure that
onselling arrangements are consistent with thestegions.

The AER may refuse to provide individual exemptionfuture developments or
redevelopments where electricity consumption is etened. This is to ensure both
adequate consumer protection arrangements antbadssure that consumers receive
appropriate price signals for their energy usage.

As noted, the AER acknowledges that a requiren@nntlividual gas metering of
dwellings may not always be practicable or effitidris is why we have included a
class of exemption for unmetered supply. For exapgame apartment complexes

22 Rule 152(5) of the Retail Rules.
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have gas cook tops, but are not configured to erthlel use of other gas appliances.
An exemption is provided for situations where gas & very limited use (see
class D5).

Co-generation, tri-generation and sustainable engrg

Although the classes of exemption do not expligtyer co-generation,
tri-generation or sustainability initiatives, th&R does not intend to discourage
them. Decentralised energy refers to the onsitemgion of energy, which can be
adopted for numerous reasons, such as being ‘obeangy, taking advantage of
waste heat, or avoiding transportation costs.

Decentralised energy is becoming increasingly comrBecause each situation will
be unique, it is challenging to develop a clasexa@fimption to capture these activities.
We consider it more appropriate, at least in treetdlerm, for these situations to be
covered by individual exemptions, and will graneeptions in these situations where
the initiative is in the long term interests of emeconsumers having regard to all of
the criteria and factors we are required to assess.

The AER recognises that some embedded networksmalye minimal capital

outlay from the network owner. However, the costsoaiated with developing other
embedded networks, such as those involving co-g&oaror tri-generation, can be
significant. Such investments may not be easilpuped through charging
distribution charges alone, so it may be necedsarthe network operator to sell
energy to recover its costs. Network developmedtraaintenance costs will be taken
into account as an exempt seller related factor.

2.3 Customer related factors

Section 116 of the Retail Law sets out the custamlated factors. Each of these
factors is listed below, along with guidance on hbes AER will take these factors
into account in making any decision relating toragéons.

2.3.12—Characteristics of the exempt customers

Section 116(a) of the Retail Law enables the AERadtasider ‘whether the
characteristics of the exempt customers or theigistances in which energy is to be
sold to them by the applicant are such as to wageemption’.

The consideration of this customer related factpenhds largely on the type of
exempt customer. For example, large commerciahtsrat an industrial park are in
very different circumstances to small residentigdtomers in a retirement village.

Where a jurisdiction defines a consumption thregholdistinguish between small
customers and large customers, the AER will comsidstomers in terms of that
threshold. Where a jurisdiction does not definehsauthreshold, the AER will
consider customers in terms of the thresholdsigehdhe National Energy Retail
Regulations. Under the Retail Law, all residentisdtomers and business customers
consuming less than 100 megawatt hours of eletstiocil terajoule of gas annually
are classified as ‘small customers’ and ‘large @uslrs’ are business customers who
consume at least 100 megawatt hours of electmcitly terajoule of gas annually.
Retailers and distributors are required to develag publish procedures for handling
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small customer complaints and disputes; no suahinement is in place for large
customers. A number of other protections in theaReaw and Retail Rules apply
only to residential customers, for example the imequoeent for retailers to provide
customers with access to flexible payment options.

Large customers in onselling situations will gefigriae commercial/industrial
customers who consume a considerable amount afjer@iven the potential
magnitude of their energy costs, it is likely thveyl have given consideration to the
onselling arrangements as part of their lease reggwt. Therefore the AER has taken
the view that where an exemption is granted foratteelling of energy to large
customers, very limited conditions will be imposed.

Another relevant customer characteristic that tE#&RAwill take into account is
whether the energy is being onsold under a contregtiated on behalf of a group of
customers under a collective agreement. In thimsdn, it will be important for the
AER to ascertain that all customers comprisinggitweip have given their explicit
informed consent.

A ‘brownfield’ site is a site that is establishatbaserviceable by a retailer but later
retrofitted to allow onselling. For the AER to allan exemption for a brownfield
site, we must be convinced that the majority ot@oers within the network have
agreed to take supply from the onseller rather theatailer. We will not grant an
individual exemption where the onseller appeavrride its customers’
preferences for purchasing from a retailer. A fartbonsideration for the AER will be
the ability of customers to continue to purchasergyfrom a retailer of their choice
after the retrofit. Where choice of retailer is ntained, the AER may allow an
exemption for the brownfield site, provided that eam see a customer benefit in the
proposed arrangement. Exemptions classes D2, DB4rapply only to those
brownfield sites which are retrofitted with the appriate metering before 1 January
2015. After this time, any person wishing to onselkérgy at a retrofitted brownfield
site will be required to apply for an individualesrption.

2.3.2—Access to appropriate rights and protections

Section 116(b) of the Retail Law enables the AERdwsider ‘the extent to which the
imposition of conditions on an exemption, or to erhthe requirements of other laws,
would allow the exempt customers access to ap@igprights and protections rather
than requiring the applicant to obtain a retail@harisation’.

Customers of exempt persons do not automaticatlgive the same protections as
customers of authorised retailers. The AER can,dvew impose conditions on
exempt persons to provide an appropriate levetatieption for customers. The
conditions that apply to most deemed and registrakémptions are outlined above,
and conditions for individual exemptions will bectted on a case by case basis.

Most residential and small business customersféordad protections by the tenancy
legislation under which the tenancy relationshigaserned. These protections, when
complemented by conditions imposed by the AER, gallsome way to matching the
protections afforded to equivalent retail customerder the Retail Law. It is also
likely that the conditions placed on individual exgtions for large onsellers and
specialist onsellers will closely resemble thosd Hpply to retailers.
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2.3.3—O0¢ther relevant customer related matters

Section 116 of the Retail Law enables the AER tuosater ‘any other customer
related matter the AER considers relevant’.

The AER will consider the customers involved inteaaselling situation on a case
by case basis. Onselling may present consumeragbiarassues, in particular for
residential consumers. In some jurisdictions, #imates, social programs and energy
efficiency programs that offset the impact of rigsenergy prices are not available to
customers of onsellers. The AER’s key concern ensure that these customers are
not denied the protections received by residentiatomers purchasing from an
authorised retailer. The AER will therefore consin@tters such as small customer
access to full retail competition, energy Ombudss@remes, rebates, social
programs and energy efficiency measures when cemsglwhether to grant an
individual exemption for an onselling activity.
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Part 3: Deemed and registrable classes of exemption

The Retail Law and Retail Rules do not provide gmeguidance on which onselling
activities may be appropriate for exemption, norchlactivities are appropriate for
each type of exemption. The AER has consideregahey principles, exempt seller
related factors and customer related factors irldging the deemed and registrable
classes of exemption. Guidance on the principlesfactors is set out above in Part 2
of this guideline.

3.1 Proposed classes of exemption

Through its consideration of the policy principlegempt seller related factors and
customer related factors, the AER has identifiednae of activities where it is
appropriate for exempt selling arrangements ta@dace. The AER has developed
classes of exemption for these activities whichlwaclearly defined, involve a
relatively straightforward onselling of energy wittan embedded network and are, or
are likely to be, widespread.

Class exemptions reduce the regulatory burdeneoéxemptions regime by removing
the need for a large number of individual exempagpplications for similar onselling
arrangements.

Class exemptions also ensure consistency in thgatioins imposed under these
arrangements and the protections offered to custoriéhere an onseller does not
consider the class exemption conditions to be aum@te for its circumstances, it
must apply to the AER for an individual exemption.

Where the primary justification for creating a cladg exemption is the reduction in
regulatory burden for the person selling energg AER has created a registrable
class. This includes most circumstances wherertkelling resembles an
arrangement between an authorised retailer amdistomers (that is, the provision of
metered energy to discrete premises). For exartijges are registrable classes of
exemption for the sale of energy to residents tfei@ent villages, caravan parks and
manufactured homes. In these circumstances, ratjistris necessary to ensure
sufficient transparency to allow for effective mimning and enforcement of the
obligations imposed.

Separate registrable classes of exemption havedseaoped for large customers.
These classes have fewer obligations than othssesareflecting the limited
obligations on authorised retailers in respectuchscustomers in the Retail Law and
Retail Rules.

Most of the registrable classes of exemption ahg open to new onsellers until

1 January 2015. This will permit existing developrseto proceed as planned.
However, onselling operations that commence dfisrdate will require an
individual exemption. This will provide the AER \iaa greater opportunity to
scrutinise a proposed onselling arrangement andsmponditions that reflect the
needs of the onseller and its customers.

Deemed exemptions have been created for thosdingssitivities where a direct
arrangement between customers and an authorisel@retould not be possible or
practicable. This includes where customers aregetbfor unmetered supply of
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energy, charges related to energy used on comnogety, and charges imposed for
energy used in holiday accommodation. Deemed dadse apply to (generally
small) onselling arrangements where the costs egedaowith requiring registration
outweigh the benefits of increased transparencgséinclude the sale of energy to
tenants within a site that contains less than 2ihmes and the sale of energy in
premises that are not covered by residential teaaiegislation.

A further deemed class has been created for tkeo$@nergy to related companies,
where consumer protection issues are not relevant.

There are some situations where unmetered suppppiopriate. We acknowledge
that a requirement for individual gas metering wketings may not always be
practicable or efficient (see section 2.2.7), aadehtherefore included a class
exemption for unmetered gas supply (class D5).

Since various types of activities and customercavered by the deemed and
registrable classes of exemption, the AER recogrtisat there may be situations
when the customers served by the onseller fall umage than one class. For
example, the owner/operator of a caravan park'soousr base may be comprised of
holiday makers and permanent residents. The hotitakers will be covered by the
deemed exemption for holiday accommodation (clé®sabd the permanent
residents will be covered by the registrable ex@mngor caravan parks providing
residential accommodation (class R4). The exemgsiopewould need to register with
the AER as belonging to class R4 for its permanesitlents and comply with the
conditions stipulated for each class for the rakcastomers.

Tables 2 and 3 summarise the various onsellingities that are covered by classes
of exemption. The classes are defined in full maftached determinations of deemed
and registrable exemptions.
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Table 2: Classes of deemed exemptions

Activity Deemed Exemption Application for
individual exemption
required
Class D1 Deemed exemption for N/A
current and future
Bodies corporate that pass ononsellers.
the cost of (metered or
unmetered) energy for
common areas through body
corporate fees.
Class D2 Deemed exemption for N/A

Metered energy onselling by
residential landlords or lesso
operating under jurisdictional
residential tenancy legislatior
to less than 20 residences.

current and future

onsellers.
rs

Brownfield site$® must be
nretrofitted with the

sites will only be eligible
for this exemption if
retrofitting is completed by

appropriate metering. Such

1 January 2015.

Class D3 Deemed exemption for N/A
current and future

Metered energy onselling to | onsellers.

short term residents in holiday

accommodation. Brownfield sites must be
retrofitted with the
appropriate metering. Such
sites will only be eligible
for this exemption if
retrofitting is completed by
1 January 2015.

Class D4 Deemed exemption for N/A

Metered energy onselling in
residential situations not
covered under jurisdictional

residential tenancy legislationretrofitted with the

current and future
onsellers.

Brownfield sites must be

=

appropriate metering. Suc
sites will only be eligible
for this exemption if
retrofitting is completed by
1 January 2015.

2 A discussion of brownfield sites is above in Seti2.3.1.
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Activity Deemed Exemption Application for
individual exemption
required
Class D5 Deemed exemption for N/A

Unmetered gas onselling to
individual premises where gg
is used for limited purposes.

current and future
onsellers.

1S

Class D6

Unmetered electricity
onselling in Queensland to
small customers.

Deemed exemption for

current onsellers and thos
who commence onselling
before 1 January 2015. Fg

those persons, the

exemption continues unles
it is revoked by the AER.

Individual exemption
efor those who
commence onselling
ron or after 1 January
2015.

5S

Class D7 Deemed exemption for N/A
current and future

Landlords or lessors passing| onsellers.

on common area energy Cosfs

to premises in commercial

developments.

Class D8 Deemed exemption for N/A

Exemption for persons
engaged in the onselling of
energy to a related company

current and future
onsellers.

Table 3: Classes of registrable exemptions

Activity Registrable Exemption Application for
individual exemption
required
Class R1 Registrable exemption for | Individual exemption

Metered energy onselling by
commercial/retail landlords

current onsellers and those
who commence onselling
before 1 January 2015. For

or lessors to small customershose persons, the

exemption continues unless
revoked by the AER.

for those who
commence onselling
on or after 1 January
2015.
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Activity Registrable Exemption Application for
individual exemption
required
Class R2 Registrable exemption for | Individual exemption

Metered energy onselling to
residents where the
relationship with the person
Is governed by state or
territory body corporate
legislation

current onsellers and those
who commence onselling
before 1 January 2015. For
those persons, the
exemption continues unless
revoked by the AER.

for those who
commence onselling
on or after 1 January
2015.

5

Class R3

Retirement villages operatin
under state or territory
retirement village legislation
and onselling metered
energy.

Registrable exemption for
current onsellers and those
dvho commence onselling
before 1 January 2015. For
those persons, the
exemption continues unles
revoked by the AER.

Individual exemption
for those who
commence onselling
on or after 1 January
2015.

5

Class R4

Metered energy onselling in
caravan parks, residential
parks and manufactured
home estates to residents
who principally reside there

Registrable exemption for
current and future onsellers

Individual exemption
.only where exempt
person believes
conditions of
exemption are not
appropriate for their
situation.

Class R5

Metered energy onselling tg
large customers.

Registrable exemption for

current and future onsellers.

N/A

3.2 Conditions of exemption for deemed and registtde class

exemptions

The AER can impose conditions on an exempt persanctass of exempt persofis.
These conditions may include requirements to abydebligations based on those
that would apply to an authorised retailer undergy laws> The AER may modify
the obligations to reflect that the exempt persomat a retailer and the exempt

customers are not retail customers.

An exempt person must comply with all conditiongposed on them under the
relevant exemptiof Civil penalties, as described in Part 6 of thiilgline, apply if

24 Section 112 of the Retail Law.
%5 Rule 152 of the Retail Rules.

%6 Section 112 of the Retail Law requires an exeneps@n to comply with conditions imposed on them

or on a class of exempt persons to which they lgelon
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this provision is breached or if there is an attedpreacf’ Section 112(3) of the
Retail Law states that the AER may deal with a ¢neaf a condition as if it were a
breach of the Retail Rules.

3.2.1—Metering related conditions

Rule 152(5) of the Retail Rules enables the AERMmose conditions on exempt
persons for or with respect to installing, mainitagnand reading of meters of exempt
customers in accordance with jurisdictional endegyslation.

Separate customer metering will be required fomtlagority of the classes of
exemption. In determining which classes of exenmpéice subject to metering
requirements, the AER has weighed up the benefdscasts of requiring metering.
The AER considers that there is no net benefiequiring metering for common area
energy use, nor where gas is used in apartmerdibgs for limited purposes such as
cook tops.

3.2.2—General conditions for class exemptions for sellingp small customers

The following is a summary of the ‘core’ conditionkich apply to exempt persons
operating under deemed and registrable classeseoipion. Not all conditions apply
to all classes of exemption. As the number of cioonak varies with different
exemption classes, the numbering below reflectsitimebering of the class D2
exemption category. Section 3.2.3 sets out whiciditons apply to each class and
the reasons those conditions apply. Generallyfutheet of conditions applies to
exempt persons selling to residential customers.

Condition 1—Obligation to supply

This condition is intended to ensure that in juggdns where embedded network
customers do not have access to choice of retail@vhere the cost of accessing
choice of retailer is prohibitively expensive, thestomers can obtain energy supply.
This will protect customers where the exempt peisdheir only accessible energy
provider.

Condition 2—Information provision

This condition is intended to provide exempt custastwith detailed information at
the time they enter into the energy purchase ageaewith the exempt person (or at
any other time, by request). Where choice of retad available, customers can use
this information to decide whether they will pursbanergy from the exempt person,
or from an authorised retailer.

This condition also requires the exempt persomfiarin the customer explicitly that
they are not an authorised retailer and that tiséocoer will therefore not receive the
same protections received by customers purchasing &n authorised retailer. This
will ensure that the customer is aware of the nitsion between the two
arrangements. The onseller is required to inforenctiistomer of the conditions
applicable to the exemption with which the onseatherst comply and information on
any available dispute resolution bodies.

27 Section 299 of the Retail Law.
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This condition will ensure that customers are infed of all tariffs, fees and charges
to allow them to make informed decisions regardiregr energy consumption. This
condition requires the exempt person to provideacnsrs with information on the
available payment plans and hardship protectiordyding the process customers
should follow to notify the exempt person that tlaeg experiencing financial
difficulties and may be unable to pay their endrig.

Condition 3—Billing and payment arrangements

This condition is intended to ensure that customaesive bills at regular intervals.
The requirement to bill customers at least evergetimonths is taken from the Retail
Rules requirements placed on authorised retdifeFhis helps reduce the risk of a
customer being presented with a large bill thaiecswa long time period.

This condition requires exempt persons to offexifile payment options to customers
who identify them selves as experiencing finanditficulty.

This condition also sets out what information maesincluded in a bill for an exempt
customer to replicate some of the requirementsapply to authorised retailefThe
information requirements are intended to providgt@omers with consumption
information and allow them to make informed deaisi@about their consumption. The
detailed metering information will also assist €x@mpt customer to identify
metering or billing errors.

Condition 4—Estimation as basis for bills

This condition addresses situations where billetas actual meter reads are not
possible, for example due to meter failure. Thisdition is intended to ensure that
customers who are separately metered are, wheséjmdilled according to their
metered consumption rather than a consumption asiriihe requirement on exempt
persons to base estimates on historical meteritegatawhere this is not available,
average usage by a comparable customer is equivaldre requirement that applies
to authorised retailer¥.

This condition requires exempt persons to readséoater’'s meter at the start and end
of their tenancy/residency ensures that the custsanly responsible for
consumption at the premises during their tenansigdeacy.

Condition 5—Pay-by date

This condition is intended to allow customers erotigne after receiving their bill to
organise payment. This is particularly necessarg@istomers who are on a fixed or
low income. The timeframe for payment (13 busirdgsgs) reflects the requirements
that apply to authorised retaile?s.

8 Rule 24 of the Retail Rules.
? Rule 25 of the Retail Rules.
% Rule 21 of the Retail Rules.
*! Rule 26 of the Retail Rules.

26



Condition 6—Receipts

This condition will ensure that exempt persons tuear customers both have a record
of any amount paid for energy. This condition igtigalarly important where
customers are making payments to the onseller éoerthan one service, for
example, for both energy and accommodation.

Condition 7—Pricing

This condition ensures that residential exemptarusts are charged no more than the
standing offer price of the local area retailerdquivalent customers, and are not
subject to any charges that cannot be chargedebsetavant local area retailer. Local
area retailer prices are published on the loca egtailer's websitd?

This condition is designed to ensure that in pgdigrms, residential customers of
onsellers are not disadvantaged relative to resmlerustomers of an authorised
retailer, and is permitted by rule 152(4) of thadidrules.

This condition includes provisions around underghey and overcharging. It also
includes provisions around the charging of latenpaiyt fees.

Condition 8—Payment difficulties and disconnectomessation of supply

This condition is intended to ensure that custoroéexempt persons cannot be
disconnected without due cause. Customers whonmtbe exempt person that they
are experiencing payment difficulties must be piedi with information on energy
efficiency and must not be charged fees for lajenzants.

The condition sets out the process the exempt pemasst follow before proceeding
with disconnection of a customer.

Further it allows for disconnection where the sypylenergy would be unsafe, with
reconnection required once the safety issue hasreesfied.

Condition 9—When disconnection or cessation of lgupgprohibited

This condition is intended to protect customerdregjdeing disconnected in a
number of situations, including when someone atd¢ks&ence is dependent on life
support. It also ensures that customers are noouigected at a time when
reconnection could not occur within a reasonalohe tiwhen a complaint relating to
the disconnection remains unresolved, or on a danva retail customer would not
be disconnected due to extreme weather restrichemsgy in place.

Condition 10—Reconnection of supply

This condition ensures that any customer who has bdesconnected is reconnected if
any outstanding matters such as payments are egboithin 10 business days of the
disconnection, and any reconnection charge hasednThe exempt person must
reconnect the customer as soon as practicable.

32 Section 23 of the Retail Law.
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Condition 11—Concessions and rebates

This condition ensures that customers who arelddido receive any government or
non-government energy rebate, concession or asséstander a relief scheme are
able to access this and use it towards energyisdiged by the exempt person. This
condition is necessary because an exempt customenat be able to claim a rebate,
concession or assistance without the cooperatitineoéxempt person.

Condition 12—Choice of retailer

This condition ensures that where a customer ggboddi to purchase energy from a
retailer of their choice, the exempt person will hmder them from doing so.

Condition 13—Contact details

This condition ensures that exempt persons arelyesatessible to customers should
they wish to make inquiries or complaints.

Condition 14—Dispute resolution

This condition ensures that exempt persons willenaasonable endeavours to
resolve customer disputes, and advise affectedmess of any relevant external
complaint hearing bodies that may assist with tspute.

Condition 15—L.ife support customers

This condition ensures that exempt persons inftyeretnbedded distribution network
operator, and the exempt person’s own retailerdistdibutor, if they service any
customer who is dependent on life support equipniRetords of life support
customers must be kept.

Condition 16—Continuity of supply

This condition ensures that the exempt personnméacustomers and the AER of any
discontinuance of their supply triggered by thedmection of the exempt person
and more generally, where there is any likelihdaat they will be unable to continue
onselling energy.

Condition 17 — Termination of energy supply agresime

This condition ensures that the energy supply gearents between the exempt
person and its customers are only terminated tfquéar requirements are met.

Condition 18—Maintaining records

This condition ensures that exempt persons maibiding information about their
customers so that this information can be accessadater date if required.

3.2.3—Application of general conditions to particudr classes of exemption

Not all of the general conditions outlined abovelgpo all classes of exemption.
This section covers, for each class of exempti@unamary of the conditions that do
not apply and the reason for this.
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Class D1—Bodies corporate recouping from their mens\ithrough body corporate
fees, the cost of energy used in common areaswtithiland affected by that body
corporate

There are no conditions attached to this clasgusecthe allocation of energy
charges by bodies corporate and other protecti@adequately covered by the
legislation under which they operate.

Class D2—Persons onselling metered energy to pesmvithin the limits of a site
that they own, occupy or operate, where the retesiop between the person and the
resident is governed by residential tenancy legimhaand there are less than

20 residential premises at the site

All of the general conditions apply to this clageremption. However, the
disconnection conditions (conditions 8 and 9) wit apply where state or territory
tenancy legislation sets out a process for theodisection of a customer.

Class D3—Persons onselling metered energy to $éiort residents for use within
the limits of a holiday accommodation site thatytbe/n, occupy or operate

As the customers covered by this class of exemptiershort term residents of
holiday accommodation, a number of the core coomtiare not relevant. These
include conditions related to customer choice tdiler and concessions. Customers
are also less vulnerable and so it is unnecessanypose all protections available to
long term residents. Conditions have been limiteckquiring that customers are fully
informed of the charges they will be liable for aaré billed at appropriate intervals.

Class D4—Persons onselling metered energy to reder use within the limits of a
site that they own, occupy or operate, where thetiomship between the person and
the resident is not governed by residential tendagjislation

All of the general conditions apply to this clageremption.

Class D5—Persons onselling unmetered gas for upesimises within the limits of a
site that they own, occupy or operate, where gasésl for limited purposes

A number of conditions cannot apply to this claksx@mption (for example, life
support) as they are specific to electricity custmnor are dependent on customers
being separately metered. These include conditelased to obligation to supply,
choice of retailer, concessions and disconnecgonfinection. Billing and bill
estimation conditions have also been adjustedfiectehat customers are not
separately metered. Additionally, customer protectionditions relating to continuity
of supply and maintenance of records have beenvednoeflecting that gas supply
in these circumstances is not an essential service.

Class D6 (this class will be closed to new entrdram 1 January 2015)—Persons
onselling unmetered electricity in Queensland talsoustomers for use within the
limits of a site that they own, occupy or operate

All of the general conditions apply to this clageremption, however a number of
these conditions have been adjusted to accouthédiact that customers are not
separately metered.
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Class D7—Persons recouping the cost of energy inseemmon areas of a site that
they own, occupy or operate, from tenants in cororakeor retail premises, where
the relationship between the person and the teisagbverned by commercial or
retail tenancy legislation

There are no conditions attached to this classgusecthe allocation of energy
charges by commercial or retail landlords and ofinetections are adequately
covered by the legislation under which they operate

Class D8—Persons onselling energy to a related emypvithin the limits of a site
that they own, occupy or operate

There are no conditions attached to this class.

Class R1 (this class will be closed to new entrénais 1 January 2015)—Persons
onselling metered energy to small customers witienlimits of a site that they own,
occupy or operate, where the relationship betwéerperson and the small customer
is governed by commercial or retail tenancy ledisia

A number of conditions cannot apply to this clakex@mption as they are specific to
residential customers (for example, life suppod enncessions).

Class R2 (this class will be closed to new entrémois 1 January 2015)—Bodies
corporate onselling metered energy to residentsuf® in premises within the limits
of a site affected by that body corporate

All of the general conditions apply to this clageremption.

Class R3 (this class will be closed to new entrénais 1 January 2015)—Persons
onselling metered energy to residents for use witte limits of a retirement village
that they own, occupy or operate, where the retetiop between the person and the
resident is governed by retirement village legishat

All of the general conditions apply to this clageremption.

Class R4—Persons onselling metered energy to r@sider use in premises within
the limits of a caravan park, residential park oamufactured home estate site that
they own, occupy or operate, where the premisesh@r@rincipal place of residence
for the resident

All of the general conditions apply to this clageremption.
Class R5—Persons onselling metered energy to leugtomers

Large retail customers do not receive customeseptmns under the Retail Law and
Retail Rules, so for consistency, only minimal poions are extended to large
customers of exempt persons. Conditions inclusaairement that customers have
access to a choice of retailer, and are made awatéhey will not have a RoLR
automatically appointed if the exempt person fails.
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3.3 Process for revoking exemptions where exemptnsens are
operating under a class exemption

Under sections 111(1)(b) and 111(1)(c) of the Rétawv, the AER has the power to
revoke an exemption for an exempt person operatnogr a deemed exemption, and
can also revoke a registered exemption. To revakexamption, the AER must be
satisfied that there has been a material failurthbyexempt person to meet the
conditions imposed on them. We will consider whatstitutes a ‘material failure’ on
a case by case basis as matters come to our attelmtigeneral, the AER will
conclude there to have been a material failurerbgx@mpt person where they have
not complied with conditions imposed on them as$ patheir exemption and as a
result, there has been a significant or widespmag@act on their customers.

Section 120 of the Retail Law outlines a processduaocation that the AER must
follow. This includes the following steps:

* The AER must notify (in writing) the exempt persafrits intention to revoke the
exemption, and the reasons why the AER considatgytiounds for revocation
exist.

* The exempt person must respond to the notice (imng) during the time
specified by the AER (but not less than 10 busid@ss), providing reasons why
the exemption should not be revoked and propositigres the exempt person
will take to rectify the problem that gave risele notice.

If we are not satisfied with the exempt person&gpmnse, we may fix a time for the
revocation to take effect and inform the exempsperof any conditions we will
impose on the transfer of customers. Where an ettempnder a class exemption is
revoked, the exempt person is no longer eligiblegerate under that class. If they
continue to sell energy, they will be in breaclsettion 88 of the Retail Law, which
prohibits the sale of energy without a retailethausation or exemption.

31



Part 4. Requirements relating to registrable exempbns

Registrable exemptions cover onselling activitiest tnust be registered with the
AER. Following registration on the Public Registéla person’s onselling activities
at a particular site, the registrable exemptiorobezs a registered exemption in
respect of that person for that site. The regidteseemption applies to a person for a
particular site from the time they are enteredr@nRublic Register.

The classes of registrable exemptions represesomahly common onselling
activities. The AER considers that it is approgigttr those activities to be covered
under a class exemption both because of the natuhe activities, and because the
activities may have commenced under state oraeyridlass exemptions prior to the
AER assuming responsibility for exemptions. Theuregment for registration
increases our awareness of the extent of onseltihigities being carried out under
these exemptions. This assists with compliance toong and allows us to refine the
categories of deemed and registrable exemptionstiove, as we obtain more
information on the nature and scale of onsellingvaies.

4.1 Process for registering under a registrable cts exemption
Registrations must be submitted both in writing afettronically via email.
Registrations should be posted to:

General Manager

Markets Branch

Australian Energy Regulator
GPO Box 520

Melbourne VIC 3001

And emailed toAERInquiry@aer.gov.awith ‘Registration under a registrable class
exemption’ in the subject line.

The AER will acknowledge all registrations witheply email and provide details of
a contact person within the AER who will responaity inquiries regarding the
registration.

If any of the information provided to the AER fdretpurposes of registration changes
during or after registration, you may no longer tiibe requirements for registration.
You should notify the AER of these changes by stiimgiamended information to

the address above to ensure that your registemdgion remains valid.

If you will no longer meet the requirements foristigation, and you wish to continue
to sell energy, you may need to apply for an irgiral exemption (or a retailer
authorisation).

4.1.2—Information required to accompany the registration

The Retail Rules specify a number of particulaeg thust be included on the Public
Register and give the AER discretion to includesotbarticulars it deems to be
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relevant®® These particulars must be provided as part ofebistration. The AER has
created a template with the following informati@guirements for registrants to use.
This template is available on our website@w.aer.gov.adrom 1 January 2012.

The following particulars must be provided to theR(note that only those which
are stated as such will be published on the Pi&#mister):

1

10

11

Your legal name. If you are a body corporate or mamity corporation, please
indicate this (this information will be published the Public Register).

Your trading name if different to your legal nanti@ig information will be
published on the Public Register).

Australian Business Number (ABN) or Australian C@mp Number (ACN)
(this information will be published on the Publiedgster).

Registered postal address for correspondence. Wevendy this information
with the Australian Securities and Investments Cagsian (ASIC) or other
relevant agency.

Nominated contact person, including their positiothe organisation and
contact details.

The address of the physical site you wish to regiftlease provide a map of the
site. Please also include a brief description isf $ite and its current and
intended future use/s (a summary of this infornmatidll be published on the
Public Register).

The form of energy for which the registrable exempts sought (electricity or
gas). For electricity, please state whether theort you propose to sell within
is directly or indirectly connected to the maindgor is an off-grid network (this
information will be published on the Public Regi¥te

A description of your onselling situation and shiliy for the applicable
registrable class.

Please indicate whether you are establishing, we katablished, energy supply
in an area that was not previously serviced suahytbu will be the only reliable
energy supplier for the site.

The date from which you intend to commence sekingrgy, whether upon
registration or at some later date (this infornratall be published on the
Public Register).

Do you have any experience in selling energy? lpsease provide a brief
summary including:

» date/s and location/s of previous operations

» form/s of energy sold

% Rule 164 of the Retail Rules.
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12

13

14

15

16

17

18

19

» scale of operations (that is, the number and sgze/of customers)

* an explanation of which activities were conductethouse and which were
contracted out to third parties.

Do you currently hold, or have you previously hetdbeen subject to, an
individual energy selling exemption, a class enexgjling exemption or a retail
licence/authorisation in any state or territory3df please provide details of
this.

Have you formed, or do you intend to form, a bulikghase contract with an
energy retailer, and how far into the future ddes, tor will this, contract apply?
Please provide a brief summary of this arrangement.

The number of premises at the site for which regfisin is sought, with a
breakdown between residential, small businessange lbusiness customers, as
defined for the jurisdiction in which you intendaperate (this information will
be published on the Public Register).

Addresses of any other sites where you are seekingrrently hold a registered
or individual exemption (this information will bauplished on the Public
Register).

Are the metering arrangements at the site suchythatcustomers can elect to
purchase energy from a retailer of their choicesbland if you are currently
onselling energy at the site, how many customershase from a retailer; or for
future onselling at the site, do you expect thatamers will exercise this right?

If you are currently onselling energy at the sitbether any customers are
reliant on any energy powered life support equiptmenfor future onselling at
the site, any expectation that customers will i@meon this equipment.

If you are currently onselling energy at the dite total quantity of energy
(electricity, gas or both as applicable) suppliedwally; or for future onselling
at the site, an approximation of the total quartttype supplied annually.

What energy rebates or concessions are availabi®{o customers? Please
indicate the process involved for the customeddoctthese.

As noted above, once registered, it is the exemsom’s responsibility to inform the
AER of any changes that may affect their eligipifitr exemption under a registrable
exemption or compliance with the applicable cowdisi. We expect exempt persons
to inform us of any such changes within 10 busimkss of them coming into effect.
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Part 5: Individual exemptions

Energy selling activities which are not coveredabgtass of deemed or registrable
exemption will require an individual exemption oredailer authorisation. The AER
encourages persons who wish to obtain an individkamption to contact us for
further discussion before submitting an application

Any person who falls under a deemed or registrakéanptions class may instead
seek an individual exemption. This may be desiralilere the person does not
consider that the conditions attached to a deemeebestrable exemptions class are
appropriate for their particular circumstances.

Some exempt persons may hold an exemption thabrgisally issued following
application to a state or territory regulator opaement, and was transitioned by the
state or territory’s application legislation toiadividual exemption overseen by the
AER. In this case, the exempt person must comptly amy conditions imposed in the
application legislation.

An individual exemption will be granted on the lsasf the information provided at
the time of application. The exemption will onlynain valid as long as those
circumstances remain current. Where an exempt psrsocumstances change, they
will need to seek a variation of the exemption friilrea AER. An exempt person may
also seek a variation (or revocation) of a conditior example, where a condition
imposed under an individual exemption is no lorrgégvant to the exempt person’s
situation. The AER encourages exempt persons tacbus to discuss any potential
variations to their individual exemption prior toelsnitting an application.

5.1 Procedures for applying for the grant or variaton of an
individual exemption

The following procedures should be followed wheplging for the grant or variation
of an individual exemption.

Applications for the grant or variation of an indival exemption must be submitted
both in writing and electronically via email.

Please post applications to:

General Manager

Markets Branch

Australian Energy Regulator
GPO Box 520

Melbourne VIC 3001

And email to: AERInquiry@aer.gov.awith ‘Application for individual exemption’
in the subject line.

Applications for an electricity network service piger exemption may be lodged
together with an application for an individual ieexemption.

We will acknowledge your application by email.
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5.1.2—Form of energy

You must specify whether you are seeking the gramariation of an individual
exemption for the sale of electricity or gas.

Once granted for a specific form of energy, anvittlial exemption cannot be varied
to change or add to the form of energy to whichethemption relates. This does not
prevent an application for, or the grant of, anothemption.

5.1.2—Contacts within the AER

Upon application for a retail exemption, you wid Bssigned a contact person at the
AER. We may also assign you a separate contaadmpetthe AER who will respond
to any inquiries regarding network service provieeemption applications. Further
details on the information requirements for appiares for electricity network service
provider exemptions are available on our websitgtat//www.aer.gov.au

5.1.3—Public consultation process

Once we have received your compliant applicatiarttie grant or variation of an
individual exemption, we will publish a notice oaravebsite:

» stating that the application has been received
» seeking written submissions on the application bpexcified date.

The notice may contain the application in its exyiror only some parts of it. Any
matters you identify as confidential will not bebjished if we agree that such
information is confidential. In accordance with tansultation process, we will
consider all submissions received within the caasioin period before a decision is
made on the application. The consultation peridtre for at least 20 business days
from the date set out in the notice.

During the consultation period we may consult vinithustry participants,
organisations and individuals with regard to yopplacation. This may include
persons residing at, or leasing, premises at tadaiwhich the exemption is being
sought. We may ask questions and seek documentsiiicd parties relating to the
application. Where required, we may also requegtadrom external experts and
consultants.

Please refer to thekCCC-AER information policy: the collection, usel alsclosure
of informationunder ‘Publications’ on our website for furthefarmation on our
treatment of information provided to us.
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5.1.4—Conditions

We may impose conditions in relation to the graatjation or revocation of an
individual exemptior’! We may also impose conditions while an exemptin (
granted or varied) is in force.

Conditions will generally relate to the sale of Eyyeto exempt customers. Some
conditions may require compliance with certain gdions that apply to retailers
under the Retail Law and Retail Rules and otherggnkegislation with which
retailers are required to compfyThese obligations may be modified to recognise
differences between exempt persons/exempt custpoaredsauthorised retailers/retalil
customers.

We may also impose a condition that an exempt p&gwices can be no more than
the standing offer price of the local area retaffadpon commencement of the Retail
Law and Retail Rules, the standing offer priceaxftelocal area retailer will be
published on the AER’s websité.

Exempt persons that operate an embedded elecinettyork will be required to
comply with any conditions imposed under Network service provider exemptions
guidelinerelating to electricity metering. We may imposeliidnal conditions in
relation to the installation, maintenance and neqaif exempt customers’ meters in
accordance with jurisdictional energy legislatin.

Conditions may be imposed when the individual exteangs granted or varied or at
any time while the exemption is on fo8tThe AER may vary or revoke a conditith.

If we impose conditions when your individual exermaptis granted or varied, you
will be given notice of thi§! You will need to give the AER a notice of accepgnf
the conditions imposed within 20 business daysh@at period as extended by the
AER). A failure to give the AER a notice of accepta of imposed conditions will
result in your application being refused (see ‘gusifor refusal’ below§? Details on
the appropriate format for the formal acceptanceooiditions will be provided to you
if we impose conditions on the grant of your exaompt

% Rule 158(2) (grant or variation) of the Retail 8&iand sub-sections 120(7) and (11) (revocation) of
the Retail Law.

% Rule 152(3) of the Retail Rules.
% Rule 152(4) of the Retail Rules.
37 Section 23(7) of the Retail Law.
% Rule 152(5) of the Retail Rules.
% Rule 158(2) of the Retail Rules.
40 Rule 158(3) of the Retail Rules.
“! Rule 160 of the Retail Rules (read together wille 158(4)).
2 Rule 161(2) of the Retail Rules.
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5.1.5—Consequences of a failure to meet conditions

Under section 111 of the Retail Law, the AER magidie to revoke an individual
exemption on the grounds that we are satisfiedtbieae has been a material failure
by the exempt person to meet the conditions impasqghrt of its exemption. As with
class exemptions, we will consider what constitatésaterial failure’ on a case by
case basis as matters come to our attention. lergethe AER will conclude there to
have been a material failure by an exempt persareviney have not complied with
conditions imposed on them as part of their exeompind as a result, there has been
a significant or widespread impact on their custame

The process for revocation that we must followutlined in section 120 of the Retall
Law, and includes the following steps:

* The AER must give the exempt person a notice thatands to revoke the
exemption, and the reasons why the AER considatgjtiounds for revocation
exist.

* The exempt person may respond to the notice inngrduring the time specified
by the AER, showing why the exemption should notdy@ked and proposing
actions the exempt person will take to rectify pneblem.

If we are not satisfied with the exempt persongpomnse, we may fix a time for the
revocation to take effect and inform the exempsperof any conditions they must
comply with. We must then publish a copy of theisiea to revoke the exemption on
our website and advise AEMO and the relevant distar of the revocation. We will
also advise the exempt person’s retailer of thecation.

5.1.6—AER decision making

Our decision to grant or refuse your applicationgo individual exemption, or the
variation of an individual exemption, will be mabig assessing your application
against the relevant provisions of the Retail Lamassessing the application, we will
be guided by the Retail Law objective, that is:

to promote efficient investment in, and efficiepeoation and use of, energy services for the
long term interests of consumers of energy witpeesto price, quality, safety, reliability and
security of supply of energy.

Where your application relates to onselling to $mastomers, we are required to
perform our functions in a manner that is compatibith the development and
application of consumer protections for small castos under the Retail Law and
Retail Rules, including (but not limited to) pratieas relating to hardship
customer$?

The AER will consider the Retail Law objective, thaicy principles, exempt seller
related factors and customer related factors whentigg and varying individual
exemptions. Guidance on the policy principles awdrs is provided in Part 2 of this
guideline.

43 Section 205 of the Retail Law.
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We will not generally commence processing your i@agibn until all required
information has been receivétl.

You will be given notice of the AER’s decision redimg your application for the
grant or variation of the individual exemptiohAs noted above, if your application is
approved, you will also be given notice of any dtnds which may be attached to
the exemption, as well as any other matter reletaatite decisiofi®

When you are given notice of the grant or variabbgour individual exemption, the
notice will specify which form of energy (electtigior gas) the grant or variation of
exemption relates to. If you subsequently wishelbaform of energy not covered by
the individual exemption, you must apply for a et individual exemption. Your
individual exemption cannot be varied to add toglmange, the form of energy to
which the exemption relatés.

5.1.7—Grounds for refusal

We may refuse an application for an individual epgon. Some reasons for which
we may refuse an application include:

* We do not believe that granting an exemption wilisdikely to contribute to the
achievement of the national energy retail objeatives compatible with the
development and application of consumer protectionsmall customers,
including protections relating to hardship custasnes required by section 205 of
the Retail Law;

* We consider that granting an exemption will notegéffect to the policy
principles or is not consistent with the exemplkeseklated factors or the
customer related factors;

* We believe that the person should apply for alextauthorisation, given the
scale and scope of the selling of energy being niakien;

* You have provided us with false or misleading infation.

Providing false or misleading information in an bggtion for the grant or variation
of an individual exemption is a serious offenceemttieCriminal Code Act
1995(Cth). The maximum penalty for such an offencedsrionths imprisonment.

5.1.8—Issue and public notice of individual exemption

If the AER decides to grant your individual exeroptiand you have accepted any
conditions imposed on the exemption, we must, aa 88 practicable, issue you with
an instrument of exemption. Similarly, once the Al made a decision to vary
your exemption, and you have accepted any condiilmposed on the variation, we
must, as soon as practicable, issue you with @rument of variation (or an

4 Rule 155(2) of the Retail Rules.

5 Rule 160 (approval) and rule 163 (refusal) ofReail Rules.
“° Rule 160 of the Retail Rules.

“"Rule 159 of the Retail Rules.
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instrument containing the exemption as varied).nst also publish the terms of the
exemption or variation on our website.

5.1.9—Withdrawal of application

You may withdraw your application by submitting atten request to the AER any
time before we approve it. Any withdrawn applicatiwill be removed from the
AER'’s website as soon as practicable. If you sulsetly change your mind, you
must submit a new application.

5.1.10—Duration of exemption

The Retail Law and Retail Rules do not specify lmyt on the duration or validity of
an exemption. However, the AER may impose a timé lbn the grant or variation of
an individual exemption. Any time limit will depengértly on the capital investment
required to engage in the proposed exempt selling.

Where the investment in the embedded network has taérly minimal, we consider
a five year term to be generally appropriate faividual exemptions.

A significant distributed energy project may onby\dable if a retail exemption is
granted, and it may take a number of years to etoel investment in the network
and generation facilities. The expiry date for wndual exemptions related to such
projects is likely to be significantly longer thawve years.

If no expiry date is stated as a condition of exeomp the grant or variation of the
individual exemption will continue indefinitely ueds it is revoked, in accordance
with the Retail Law and Retail Rules.

Where a state or territory has elected to bringfitgyrid networks under this
exemptions framework, the AER will not generally eepiry dates for exemptions

for any off-grid networks. However, if there is atarial change in circumstances, the
AER may seek to impose further conditions on thengption or, if necessary, seek to
revoke the exemption.

5.1.11—Procedures for the surrender of an individual exempon

The Retail Law and Retail Rules do not provide@pdure for the (voluntary)
surrender of an individual exemption.

Any exempt person who has been granted an indivekemnption and no longer
intends to onsell energy, is encouraged to infdrenAER. We will remove details
relating to the exempt person and their site froenRublic Register.

5.2 Information requirements on application for thegrant of an
individual exemption

We recommend that you communicate with us pricuiomitting an application for
the grant of an individual exemption. The provisairsome of the information set out
below may not be necessary in all circumstances.ififormation requirements may
vary from case to case because many exempt seitingtions are unique.
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Discussions prior to the submission of your appiiccamay therefore avoid time
being spent on the provision of unnecessary devent information.

Please note that we may request further informdtmmn you to allow us to better
assess your application against the policy priesipéxempt seller related factors and
customer related factors.

5.2.2—General particulars

The AER requires the following general informattorbe provided in your
application for the grant of an individual exemptio

1  Yourlegal name. If you are a, body corporate angwnity corporation, please
indicate this.

2  Your trading name if different to your legal name.
3 Australian Business Number (ABN) or Australian Ca@np Number (ACN).

4  Registered postal address for correspondence. Wevenidy this information
with the Australian Securities and Investments Cagsian (ASIC) or other
relevant agency.

5 Nominated contact person, including their posifiothe organisation and
contact details.

6  Why are you seeking an individual exemption, ang at you believe that an
exemption (rather than a retailer authorisatior@ppgropriate to your
circumstances?

7  The address of the physical site at which you mhtensell energy. Please
provide a map of the site. Please also includeed tescription of this site and
its current and future use/s.

8 Please indicate the nature of the activities yduhei undertaking (the
characteristics of your business).

9  The form of energy for which the individual exengptiis sought (electricity or
gas). For electricity, please state whether thevort you propose to sell within
is directly or indirectly connected to the maindgor is (or will be) an off-grid
network (where the off-grid network is located istate or territory that has
elected to bring off-grid networks under this exéoms framework).

10 Please indicate whether you are establishing, we katablished, energy supply
in an area where there are no other viable enengglyg arrangements available.

11 The date from which you intend to commence sekingrgy, whether upon
registration or at some later date.

12 Mailing addresses for residences at the site (wappéicable). The AER may
use this information to ensure that potential cusis are able to participate in
its consultation process.
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13

14

Do you have any experience in selling energy? lpsease provide a brief
summary including:

» date/s and location/s of previous operations
» form/s of energy sold
» scale of operations (that is, the number, sizetgpel of customers)

* an explanation of which activities were conductethouse and which were
contracted out to third parties.

Do you currently hold, or have you previously hetdbeen subject to, an energy
selling exemption, a class energy selling exemptioa retail licence
(authorisation) in any state or territory? If stegse provide details of this.

5.2.2—Particulars relating to the nature and scope of thggroposed operations

To determine whether it is appropriate to exempt fyom the requirement to hold a
retailer authorisation, we need information onrih&ure and scope of the operations
you propose to conduct. The AER requires you tevanshe following questions.

1

Will your customers be your tenants? Please outlinether the tenancies are of
a residential or commercial nature. Are they coddrgresidential or retail
tenancy, or other legislation governing accommaetinat is a person’s
principal place of residence (for example, retiramallages legislation,
residential parks or manufactured home estatesl&igin) in your state or
territory?

Are you providing other services (for example, asowdation/leasing of
property) to persons on the site, to whom you idtensell energy, or will your
only commercial relationship to persons on thels#¢he sale of energy? If you
are providing other services, please outline whasé¢ services are, and the
contractual or leasing arrangements under whicetervices are being
provided.

The total number of dwellings/premises at the siieh a breakdown between
residential, small business and large businessmméss, as defined for the
jurisdiction in which you intend to operate. Pleats® indicate the number of
these dwellings/premises you anticipate sellinggn.

Will you be onselling energy (that is, selling emepurchased from an
authorised retailer) or purchasing it directly frdme wholesale market?

If purchasing from an authorised retailer, have fgrmed, or do you intend to
form, a bulk purchase contract with the energyllertaand how far into the
future does this, or will this, contract applydf, please provide a brief
summary of this arrangement.

An estimation of the aggregate annual amount ofggngou are likely to sell
(kilowatt hours or megawatt hours for electricitydamega joules or gigajoules
for gas) and the average expected consumptionsbbiiers for each type of
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customer you service (that is, residential custeraed retail or commercial
tenancy customers).

7 Wil your customers be wholly contained within gesbwned, controlled or
operated by you? (For the purposes of this questidmody corporate may be
taken to ‘operate’ premises it oversees).

8  Will each premises/dwelling be separately metetettiz application concerns
a new development or a redevelopment and customirsot be separately
metered, please explain why not.

9 What types of meters will be used? For exampldaclmsumulation meters,
manually read interval meters or remotely readruatiemeters? Will these
meters allow your customers to purchase energy &oetailer of their choice?

10 What accuracy standards apply to the meters? Danéters comply with
Australian Standards? If so, specify which Stanaer8tandards.

11 If customer dwellings/premises are separately redidrow often and by whom
do you propose the meters are read?

12 How will you determine energy charges if custonaesnot separately
metered?

13 In what form and how often will customers be biftéd/ill you be issuing bills
yourself or through a billing agent?

14 What dispute resolution procedures do you interpltdn place to deal with
energy related complaints and issues?

15 What energy rebates or concessions are availabi@ito customers? Please
indicate the process involved for the customeddocthese.

16 Will you make energy efficiency options availabdeybur customers? Will your
network incorporate solar or other generation o®ifor sustainability
purposes?

17 Please provide any further information that yousider would assist the AER
to process your application.

5.3 Information requirements on application for thevariation of an
individual exemption

We recommend that you communicate with us pricuiomitting an application for
the variation of an individual exemption. The infation required to support this
application revolves around changes to the infolomgtrovided to the AER when the
original application was made (where the exempivas granted by the AER rather
than under state or territory application legislatior the transition to this exemptions
framework), and reasons for the variation. Disaussiprior to the submission of your
application may therefore avoid time being spenth@nprovision of unnecessary or
irrelevant information.
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Please note that we may request further informdtmmn you to allow us to better
assess your application for variation of exemp#gainst the objective of the Retall
Law, the policy principles, exempt seller relatadtbrs and customer related factors.

5.3.1—Particulars required for the variation of an indivi dual exemption

The AER requires the following information to beywided in your application for the
variation of an individual exemption:

1  An explanation of why you are seeking a variatoyaur individual exemption
and an explanation of why you believe an exemptonains appropriate for
your changed circumstances, rather than requirmegedier authorisation.

2  Where relevant, a list of the conditions of exemmptihat you believe need to be
varied.

3  Alist of changes to any of the information requoients in Section 5.2 that were
provided to the AER when the original application the individual exemption
was submitted. If you have retained an electroomy®f the information
requirements submitted with your original applioatiwe encourage you to
submit a version of this with tracked changesolfiyindividual exemption was
not issued by the AER (i.e., it is a continuatiéraie exemption issued by a state
or territory and transitioned to the AER througlplagation legislation), we will
advise you whether you also need to address tbemation requirements set
out in section 5.2. We will provide this adviceléoling receipt of the
information required for the variation of your exation, as set out in this
section.
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Part 6: Enforcement

Under the Retail Law, a person must not engagedrsale of energy without
obtaining a retailer authorisation or an exempfiom that requiremerit Civil
penalties apply if this provision is breached dh#re is an attempted breach. Under
section 299 of the Retail Law, an attempted bresclonsidered an actual breach. If
the AER considers that a provision has been breete may commence
proceedings under section 289. If the court fil#se has been a breach, a civil
penalty may be ordered under section 291. Secti8o8the Retail Law allows the
AER to issue an infringement notice for breach oivd penalty provision.

The Federal Court also has powers to make ordeappilication by the AER under
section 44AAG of th&€ompetition and Consumer Act 20Th), including orders
requiring a person to do one or more of the folluyvi

» cease the activity that is in breach
» take action to remedy the breach

* implement a specified program for compliance wité Retail Law.

8 Section 88 of the Retail Law.
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Attachment 1 — Determination of Deemed Exemptions

Deemed classes of exemption

The AER determines the following classes of persmnslasses of persons in respect
of whom a deemed exemption is taken to be in ftocéhe purposes of section 110
of the National Energy Retail Law and rule 150re# National Energy Retail Rules.

Class D1—Bodies corporate recouping from their memdrs, through
body corporate fees, the cost of (metered or unmetx) energy used
in common areas within the land affected by that bdy corporate 47

Class D2—Persons onselling metered energy to resndg for use

within the limits of a site that they own, occupy ooperate, where the
relationship between the person and the resident governed by
residential tenancy legislation and there are leghan 20 residential
premises at the site 48

Class D3—Persons onselling metered energy to shoetm residents
for use within the limits of a holiday accommodatio site that they
own, occupy or operate 58

Class D4—Persons onselling metered energy to resnde for use

within the limits of a site that they own, occupy boperate, where the
relationship between the person and the resident isot governed by
residential tenancy legislation 61

Class D5—Persons onselling unmetered gas for usegremises
within the limits of a site that they own, occupy ooperate, where gas
Is used for limited purposes 71

Class D6—Persons onselling unmetered electricity Queensland to
small customers for use within the limits of a sit¢hat they own,
OoCcupy or operate 67

Class D7—Persons recouping the cost of energy usaccommon
areas of a site that they own, occupy or operaterdm tenants in
commercial or retail premises, where the relationsip between the
person and the tenant is governed by commercial getail tenancy
legislation 85

Class D8—Persons onselling energy to a related coanpy within the
limits of a site that they own, occupy or operate 86
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Class D1—Bodies corporate recouping from their memdrs, through
body corporate fees, the cost of (metered or unmetxl) energy used
in common areas within the land affected by that bdy corporate

A deemed exemption is in force for persons fallnthin the following class:
Bodies corporate who:

1. supply energy to common areas within the limittaofl affected by that body
corporate, and

2. recoup from members, through body corporate féescdst of (metered or
unmetered) energy supplied to common areas.

Conditions

No conditions are attached to this class of exemnpti

47



Class D2—Persons onselling metered energy to resnde for use
within the limits of a site that they own, occupy bpoperate, where the
relationship between the person and the resident governed by
residential tenancy legislation and there are leghan 20 residential
premises at the site

Note—This class is intended to apply to the onsellihgreergy by landlords, lessors
or property managers (and similar entiti@sjesidential dwellings such as units,
standard apartments, flats and purpose built téfstudent accommaodation.

A deemed exemption is in force for persons fallmthin the following class:
Persons engaged in the onselling of energy toeetsdvhere:

1. the energy is for use in residential premises &tatithin the limits of a site
owned, occupied or operated by that person,

2. the site includes fewer than 20 residential presjise
3. the premises are separately metered, and

4. the person selling the energy is a landlord, less@roperty manager (or similar
entity) and the relationship between the persontb@desidents is governed by
residential tenancy legislation.

Brownfield sites (sites that required retrofittiwgh the appropriate metering prior to
onselling commencing) will only be eligible for shexemption if retrofitting is
completed by 1 January 2015.

Conditions

The following conditions apply under rule 153 te gale of energy to residential
customers by persons covered by the Class D2 deexegalption.

Condition 1 — Obligation to supply

1. An exempt person cannot refuse to sell energyciastomer who meets the
criteria for this exemption class, except in acaoie with relevant disconnection
provisions.

2. An exempt person cannot refuse to sell energyciastomer on the basis that the
customer owes the exempt person outstanding amfromsa previous account.
The exempt person can include in a new accounbatsfanding amounts owed
on a previous account (except where the unpaid ate@ue for other premises for
which the customer has an ongoing contract witresteanpt person).

Condition 2 - Information provision

1. The exempt person must advise exempt customensijting, at the start of their
tenancy/residency of the following:
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a. any right of the exempt customer, under stateroitdey laws, to elect to
purchase energy from a retailer of their choiceiaf@mation on the options
for metering that would allow this choice

b. that the exempt person is not subject to all tHeyations of an authorised
retailer, and the exempt customer will not recéhesame protections as it
would if they were purchasing from an authorisediler

c. the exempt customer’s rights in relation to dispesolution including:

I.  the exempt person’s procedures for handling dispamel complaints,
and

ii. any right that the exempt customer has to accessrtargy Ombudsman
scheme or any other relevant external dispute ugsalbody in the state
or territory in which the exempt customer is locate

d. the conditions applicable to the exemption thatekempt person is operating
under

e. the availability of relevant government or non-gaweent energy rebates,
concessions and relief schemes

f. the forms of assistance available if the exemptorner is unable to pay
energy bills due to financial difficulty, as wel ¢he process the exempt
customer should follow to seek these forms of tmsce

g. the energy tariffs and all associated fees andgelsahat will apply to the
exempt customer in relation to the sale of energy

h. the flexible payment options that are availablthevexempt customer in
relation to the sale of energy, such as arrangesnienpayment by periodic
instalments (bill smoothing)

I. contact numbers in the event of a gas or elegtriaiilt or emergency.

2. In addition to the requirement to provide the infation at the commencement of
the exempt customer’s tenancy/residency, the indtion set out in paragraph 1
of this condition must be provided by the exempspe at any time on request by
the exempt customer or the AER.

3. Once the determination comes into force in thevegiestate or territory, the
information set out in paragraph 1 of this conditioust be provided by an
exempt person to existing exempt customers as a®pnacticable but no later
than three months after the determination is indan the relevant state or
territory.

Condition 3 - Billing and payment arrangements

1. An exempt person must ensure that bills are isksmedch exempt customer at
least once every three months.
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2. An exempt person must offer flexible payment oti@n relation to the sale of
energy) to an exempt customer who has identifiechelves as being in financial
difficulty. Flexible payment options may includeamgements for payment by
periodic instalments (bill smoothing) having regtod

a.

b.
C.

the customer’s capacity to pay,

any arrears owing by the customer, and

the customer’s expected energy consumption neegtstioe following
12 month period.

3. The requirements in paragraph 2 do not apply wtrer@xempt customer has:

a.

had two flexible payment arrangements cancellethbyexempt person in the
previous 12 months due to non-payment, or

been convicted of an offence involving illegal wéenergy in the previous
two years

4. An exempt person must include the following patacsiin a bill for an exempt

customer:

a. The name of the exempt customer.

b. The address of the exempt customer’s premises.

c. Date that the account was issued.

d. The identifier of the meter for the exempt custdspremises.

e. The pay-by date for the bill.

f. Date of the current meter reading or estimateppicable.

g. The dates to which the meter reading or estimgbéezp(billing period).

h. Days in the billing period.

I. Current meter reading or estimate in kilowatt hand/or cubic metres, as
E\ﬁlplicable. Where the amount is an estimate, thist toe clearly stated on the

j.  Previous meter reading or estimate in kilowatt Bamd/or cubic metres, as
Eﬁlplicable. Where the amount is an estimate, thist toe clearly stated on the

k. The amount of energy consumed, or estimated t@bsumed, in the meter

reading period. For electricity, consumption musshown in kilowatt hours.
For gas, consumption must be shown in cubic meimdsnega joules and
must note the heating value and pressure conveiaibor that has been
applied (these must be the same as those applidekbgtailer from whom the
exempt person purchases gas for the site).
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|. Tariffs, fees and charges applicable to the exemgtiomer.
m. The basis on which tariffs, fees and charges doeileded.

n. Any amount deducted, credited or received undevamment or non-
government funded energy charge rebate, concessi@tief scheme or under
a payment arrangement.

0. Details of the available payment methods.
p. A telephone number for account inquiries and comfda
Condition 4 - Estimation as basis for bills

1. An exempt person must use best endeavours to ethsuithie meter for each
exempt customer is read and used as the basisydrilaissued.

2. An exempt person cannot rely on an estimation @itieter value at the start of an
energy supply arrangement with an exempt custoondoy the purpose of issuing
a final bill to an exempt customer.

3. An exempt person may base an exempt customer’srbdin estimation of the
exempt customer’s consumption of energy where xleenpt person is not able to
reasonably or reliably base the bill on an actuaiemreading.

4. Where an estimation is used as the basis for a gixemstomer’s bill, the
estimation must be based on:

a. historical metering data for the exempt customasoeably available to the
exempt person, or

b. where this is not available, the average usageefgy by a comparable
customer over the corresponding period.

5. If a customer’s bill is based on an estimatiors thust be clearly stated on the
exempt customer’s bill.

Condition 5 - Pay-by date

1. The pay-by date for a bill must not be less thabdsiness days from the date on
which the exempt person issues the bill.

Condition 6 - Receipts

1. An exempt person must provide each exempt custaitiera receipt for any
amount paid for energy, except where payment has bede by:

a. direct debit, or

b. credit card over the phone and the customer isigeedwvith a receipt number.
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2.

An exempt person must provide the exempt custontbrarseparate receipt if a
payment for energy was made together with a reyipat but has not been
separately identified on the rent receipt.

Condition 7 - Pricing

1.

An exempt person must not charge the exempt custtamifs higher than the
standing offer price that would be charged by tHevant local area retailer for
new connections, if the local area retailer wersupply that quantity of energy
directly to the premises of the exempt customer.

An exempt person must provide notice to the exeraptomer of any change in
the exempt customer’s tariff as soon as practicanid no later than the exempt
customer’s next bill.

An exempt person must not impose any charge oxemm@ customer that could
not be charged by the relevant local area retiilenew connections under a
standard retail contract.

An exempt person must limit any fee charged tostaruer for late payment to a
recovery of reasonably incurred costs by the exgrapon as a result of the
customer’s late payment.

The requirements in paragraphs 1-4 do not applyendléernative pricing
requirements apply under applicable state or teyriegislation.

Where an exempt customer has been underchargedeapt person can recover
the amount undercharged subject to the following:

a. Where the undercharging was not the result of Xieen@t customer’s fault or
unlawful act or omission, the exempt person istiahito recovering the
amount undercharged in the 9 months before theatatehich the customer is
notified of the undercharging.

b. The exempt person cannot charge interest on thercimarged amount.

c. The exempt person must offer the exempt custommer to pay the
undercharged amount by instalments, over a peootmated by the customer
(up to 12 months, but no longer than the periothefundercharging).

Where an exempt customer has been overchargedearpeperson must inform
the customer within 10 business days after becommnveaye of the overcharging
and repay the amount overcharged subject to thexfiolg:

a. Where the amount overcharged is $25 or more, tampkperson must refund
the amount to the exempt customer if requestei,nar such request is made,
credit the amount to the exempt customer’s nekt\WWhere the exempt
customer no longer purchases energy from the exparpon, the exempt
person must use best endeavours to refund the amwihm 10 business
days.

b. Where the amount overcharged is less than $2&xd@pt person must credit
that amount to the exempt customer’s next bill.
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C.

d.

No interest is payable on the overcharged amount.

Where the overcharging was the result of the exemgtomer’s fault or
unlawful act or omission, the exempt person istiahito repaying the amount
overcharged in the 12 months before the date onhnthie error was
discovered.

Condition 8 - Payment difficulties and disconnectio or cessation of supply

1.

Where an exempt customer informs the exempt pelsrnt is unable to pay
energy bills due to financial difficulty, the exehgerson must:

a.

C.

C.

direct the exempt customer to the Australian govemt energy efficiency
website or another information resources with epefficiency advice, and

ensure that the exempt customer is aware of rel@@amernment or non-
government energy rebates, concessions and rehefres, and

not charge the exempt customer a late paymenafek,

not charge the exempt customer a security deposit.

Subject to Condition 9, an exempt person must ratqed with disconnection or
cessation of energy supply to an exempt custonlessithe following
requirements have been met:

a.

b.

the exempt customer has requested disconnection, or
continuity of supply to the premises would be uasaf

the exempt customer has not paid a bill by thelpaglate or has not adhered
to the terms of a payment plan, and:

I.  following non-payment by the pay-by date, the exepgsson has given
the exempt customer a reminder notice requestigmeat by a date at
least 6 business days from the date of issue aktinender notice, has
offered the exempt customer more flexible paymermns to pay any
amount outstanding and has restated the formssaftasce available if
the non-payment is due to financial difficulty, and

ii.  following non-payment by the date specified in téminder notice, and
failure to comply with more flexible payment terntise exempt person
has given the exempt customer a disconnection ngumotice informing
the exempt customer that disconnection may ocquayfent of the
outstanding bill is not made by a date at least€irtess days from the
date of issue of the warning notice, and

iii.  the exempt person has, after issuing the discommmeatarning notice,
used its best endeavours to contact the custongpargon or by
telephone in connection with the failure to payd an
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iv.  the exempt customer has, by the date specifidueinlisconnection
warning notice, refused or failed to take any reabte action towards
settling the debt.

3. Where an exempt customer is disconnected in aceoedaith paragraph 2(b) of
this condition, the exempt person must use its éedéavours to notify the
exempt customer in person or by telephone prigiheéadisconnection, and must
arrange for reconnection of the premises as sognaaticable.

4. This condition does not apply where state or @nyitenancy legislation sets out
the process and requirements for the disconneotieessation of energy supply
by the exempt person on the basis that they aardidrd.

Condition 9 - When disconnection or cessation of pply is prohibited

1. An exempt person must not disconnect or cease gsapply to an exempt
customer’s premises where:

a. aperson residing at the exempt customer’s premespsres life support
equipment that depends on energy for its operation,

b. an application has been made by or on behalf oéxleenpt customer for
assistance to an organisation responsible foraeeboncession or relief
available under any government or non-governmamddd energy charge
rebate, concession or relief scheme and a deasidhe application has not
been made, or

c. the exempt customer has made a complaint diregldiyad to the proposed
reason for disconnection or cessation of supplheécexempt person, the
energy Ombudsman or another relevant external tigpsolution body and
the complaint remains unresolved, or

d. the exempt customer is adhering to a payment gesed to by the exempt
person, or

e. the disconnection or cessation of supply would oocul
I.  abusiness day before 8am or after 3pm, or
ii. a Friday or the day before a public holiday, or
iii. aweekend or a public holiday, or

iv.  the days between 20 December and 31 Decemberi(lmbtisive) in any
year.

2. For electricity, the exempt person must contaafigsributor to ask whether
disconnection of a retail customer in the releyansdiction would be prohibited
on that day due to extreme weather conditions. Wtter distributor confirms that
the disconnection of a retail customer would béhfimited on that day, the exempt
person must not disconnect the exempt customesimiges.
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3.

This condition does not apply where the exemptarust has requested
disconnection.

This condition does not apply where state or tyitenancy legislation sets out
the process and requirements for the disconneotieessation of energy supply
by the exempt person on the basis that they aaedidrd.

This condition does not apply where the energy supgreement between the
exempt person and exempt customer has been teeaiinat

Condition 10 - Reconnection of supply

1.

Where an exempt person has arranged for the disctan of an exempt
customer’s premises and the exempt customer hagwti® business days of the
disconnection:

a. if relevant, rectified the matter that led to theconnection, and
b. made a request for reconnection, and
c. paid any charge for reconnection,

the exempt person must reconnect the premisew/@re required, arrange with
the network operator to reconnect the premisespas as practicable.

Condition 11 - Concessions and rebates

1.

Where an exempt customer is eligible to receive\eegment or non-government
energy rebate, concession or assistance undaebsgieme, the exempt person
must not hinder an exempt customer’s attemptstabksh eligibility.

If the government or non-government energy relmecession or assistance
under a relief scheme can only be claimed by tleegx person on behalf of the
exempt customer, the exempt person must use thglireindeavours to make a
claim and, if successful, they must apply the rebadncession or assistance to
the exempt customer’s bill.

Condition 12 - Choice of retailer

1.

The exempt person must not seek to prevent an exammer who is eligible
under applicable state or territory legislatioptochase energy from a retailer of
their choice from electing to do so, whether byuiggg the exempt customer to
waive their ability to choose a retailer or by wasenably hindering any metering
or network changes required to enable choice aflest

Condition 13 - Contact details

1.

An exempt person must provide a means of contacdoount inquiries and
complaints which can be readily accessed by exemgibmers. Where a
telephone number is provided, the charge for thilsnsust be no more than the
cost of a local call.
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Condition 14 - Dispute resolution

1. Inthe event of a dispute concerning the sale efgynto an exempt customer, and
in the absence of a determination of the relevamaricy tribunal, the exempt
person must:

a. make reasonable endeavours to resolve the dismde,

b. advise the exempt customer of any right that theergt customer has to
access the energy Ombudsman scheme or any oteeamekexternal dispute
resolution body in the state or territory in whitle exempt customer is
located, if applicable.

Condition 15 - Life support customers

1. Where an exempt customer provides an exempt p&rbrconfirmation from a
registered medical practitioner that a person negidt the exempt customer’s
premises requires life support equipment, the exgmgpson must:

a. advise the person whose embedded distribution mktiie sale of energy is
occurring within (if different from the exempt perg that a person residing at
the premises requires life support equipment, and

b. advise the exempt person’s authorised retailerdsstdbutor that a person
residing at the premises requires life support@gent, and

c. provide the exempt person’s authorised retailerdisidibutor with any
relevant information about the premises for thgopees of updating their
records and registers.

2. An exempt person must maintain records of any exeagtomers who have life
support equipment that depends on energy for gsatipn on their premises.

Condition 16 - Continuity of supply

1. An exempt person must notify the exempt customedstiae AER immediately if
they are (or expect to be) disconnected, or treeamy likelihood that they will be
unable to continue onselling energy.

Condition 17 — Termination of energy supply agreem#

1. An energy supply agreement between the exempt pearsh exempt customer
terminates:

a. on a date agreed by the exempt person and exeistonoer, or

b. when the exempt customer gives the exempt persemeanation notice, five
business days from the date of the notice (orfarifit time agreed by the
exempt person and exempt customer), or

c. atthe conclusion of the exempt customer’s leasthpremises to which the
energy is supplied, or
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d.

when the exempt customer starts receiving enetgit services from a
different retailer or exempt person, or

when a different exempt customer starts receivirgjamer retail services for
the premises, or

at the end of a period of 10 business days commgrmei the day the exempt
customers premises are de-energised, where théiooasdor re-energisation
have not been met.

2. Termination of an energy supply agreement doesiffiett any rights or
obligations that have already accrued under theesgent.

Condition 18 - Maintaining records

1. An exempt person must maintain records of the fahg for each of its exempt
customers:

a.

b.

The name of the exempt customer.

The address of the exempt customer’s premises.

The identifier of the meter for the exempt custgmpremises.
The date that the customer account was created.

Copies of any bills issued for the previous 12 rhent

The date of the most recent meter read for theoouest

The basis for determining any estimates of consiomgbr the purpose of
billing where a meter read could not be obtained.
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Class D3—Persons onselling metered energy to shoetm residents
for use within the limits of a holiday accommodatiao site that they
own, occupy or operate

Note—This class is intended to apply to the onsglof energy to short term
residents in holiday accommodation including hotedstels, inns, holiday flats,
holiday cabins, campsites, non-residential cargaahks and marinas.

A deemed exemption is in force for persons fallnthin the following class:
Persons engaged in the onselling of energy toeatsdvhere:

1. the energy is for use in premises located witheltmits of a site owned,
occupied or operated by that person,

2. the person provides holiday accommodation at tiee si
3. the premises are separately metered, and
4. the resident is short term.

For the purposes of this exemption, a referenee’'sbort term’ resident is a reference
to a person who is using the accommodation, wher@¢commodation is not the
person’s regular home or dwelling.

Brownfield sites (sites that required retrofittiwgh the appropriate metering prior to
onselling commencing) will only be eligible for shexemption if retrofitting is
completed by 1 January 2015.

Conditions

The following conditions apply under rule 153 te tale of energy to exempt
customers by persons covered by the Class D3 deexegalption.

Condition 1 — Obligation to supply

1. An exempt person cannot refuse to sell energyciastomer who meets the
criteria for this exemption class, except in acaoike with relevant disconnection
provisions.

2. An exempt person cannot refuse to sell energycastomer on the basis that the
customer owes the exempt person outstanding amfromisa previous account.
The exempt person can include in a new accounbatsfanding amounts owed
on a previous account (except where the unpaid ate@ue for other premises for
which the customer has an ongoing contract witresteanpt person).

Condition 2 - Information provision

1. The exempt person must advise exempt customensijting, at the start of their
tenancy/residency of the energy tariffs and albeisged fees and charges that will
apply to the exempt customer in relation to the sélenergy
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Condition 3 - Billing and payment arrangements

1. An exempt person must ensure that the meter fdr eaempt customer is read
and bills are issued to each exempt customer sit dewe every three months.

2. An exempt person cannot rely on an estimation @itleter value at the start of an
energy supply arrangement with an exempt custoondoy the purpose of issuing
a final bill to an exempt customer.

3. An exempt person must include the following pattcsiin a bill for an exempt
customer:

a. The period covered by the bill.

b. The amount of energy consumed, or estimated t@bsurned, in the billing
period. For electricity, consumption must be shanvkilowatt hours. For gas,
consumption must be shown in cubic metres and noedes and must note
the heating value and pressure conversion facabihidss been applied (these
must be the same as those applied by the reteslerWwhom the exempt
person purchases gas for the site).

c. Tariffs, fees and charges applicable to the exemgtiomer.

d. The pay-by date for the bill.

e. The basis on which tariffs, fees and charges doelleded.
Condition 4 - Estimation as basis for bills

1. An exempt person must use best endeavours to ethsuithe meter for each
exempt customer is read and used as the basisydrilaissued.

2. An exempt person may base an exempt customer'srbdin estimation of the
exempt customer’s consumption of energy where xleenpt person is not able to
reasonably or reliably base the bill on an actueiemreading.

3. Where an estimation is used as the basis for a gixemstomer’s bill, the
estimation must be based on:

a. historical metering data for the exempt customasoeably available to the
exempt person, or

b. where this is not available, the average usageefgy by a comparable
customer over the corresponding period.

4. If a customer’s bill is based on an estimatiors thust be clearly stated on the
exempt customer’s bill.

Condition 5 - Receipts

1. An exempt person must provide each exempt custamtiera receipt for any
amount paid for energy, except where payment has bede by:
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a. direct debit, or
b. credit card over the phone and the customer isigedwvith a receipt number.

2. An exempt person must provide the exempt custontrarseparate receipt if a
payment for energy was made together with a reyipat but has not been
separately identified on the rent receipt.

Condition 6 - Pricing

1. An exempt person must not charge the exempt custiamifs higher than the
standing offer price that would be charged by #levant local area retailer for
new connections, if the local area retailer wersupply that quantity of energy
directly to the premises of the exempt customer.

Condition 7 - Contact details

1. An exempt person must provide a means of contaetdoount inquiries and
complaints which can be readily accessed by exeogibmers. Where a
telephone number is provided, the charge for thilsneust be no more than the
cost of a local call.
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Class D4—Persons onselling metered energy to resnde for use
within the limits of a site that they own, occupy bpoperate, where the
relationship between the person and the resident it governed by
residential tenancy legislation

Note—The forms of residential accommodation thatrast covered by residential
tenancy legislation (and are therefore coveredisydlass of exemption) vary across
states and territories, but may include hostelsniog houses, boarding houses, and
on-site student accommodation.

Where a more specific exemption class also applfesexample, the exemptions fq
holiday accommodation (class D3), caravan parlssieatial parks and manufactured
home estates (classes R4) or retirement villagasg&3)—the onseller will be
subject to, and required to comply with the comdis applying to the more specific
exemption.

=

A deemed exemption is in force for persons fallnthin the following class:
Persons engaged in the onselling of energy toeatsdvhere:

1. the energy is for use within the limits of a siten@d, occupied or operated by that
person,

2. the person provides residential accommodationeasitie,

3. the person selling the energy is a landlord, less@roperty manager (or similar
entity) and the relationship between the persontb@desidents is not governed
by residential tenancy legislation in the relevstate or territory,

4. the residential accommodation is separately meteredi

5. the sale of energy does not satisfy the critenialémed exemption class D3, or
registrable exemption classes R3 or R4.

Brownfield sites (sites that required retrofittiwgh the appropriate metering prior to
onselling commencing) will only be eligible for shexemption if retrofitting is
completed by 1 January 2015.

Conditions

The following conditions apply under rule 153 te gale of energy to exempt
customers by exempt persons covered by the Claske®fed exemption.

Condition 1 — Obligation to supply

1. An exempt person cannot refuse to sell energyciastomer who meets the
criteria for this exemption class, except in acaoike with relevant disconnection
provisions.

2. An exempt person cannot refuse to sell energyciastomer on the basis that the
customer owes the exempt person outstanding amfromisa previous account.
The exempt person can include in a new accounbatstanding amounts owed
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on a previous account (except where the unpaid ate@ue for other premises for
which the customer has an ongoing contract witresteanpt person).

Condition 2 - Information provision

1. The exempt person must advise exempt customensijting, at the start of their
tenancy/residency of the following:

a.

any right of the exempt customer, under stateroitaey laws, to elect to
purchase energy from a retailer of their choice iaf@mation on the options
for metering that would allow this choice

that the exempt person is not subject to all tHegations of an authorised
retailer, and the exempt customer will not recéhesame protections as it
would if they were purchasing from an authorisediler

the exempt customer’s rights in relation to dispetolution including:
I. the exempt person’s procedures for handling dispamnel complaints, and

ii. any right that the exempt customer has to accessrtergy Ombudsman
scheme or any other relevant external dispute wgsalbody in the state
or territory in which the exempt customer is locate

the conditions applicable to the exemption thatekempt person is operating
under

the availability of relevant government or non-gowveent energy rebates,
concessions and relief schemes

the forms of assistance available if the exemptiozasr is unable to pay
energy bills due to financial difficulty, as well ¢he process the exempt
customer should follow to seek these forms of tmscte

the energy tariffs and all associated fees andgelsathat will apply to the
exempt customer in relation to the sale of energy

the flexible payment options that are availabléheoexempt customer in
relation to the sale of energy, such as arrangesnienpayment by periodic
instalments (bill smoothing)

contact numbers in the event of a gas or electraitlt or emergency.

2. In addition to the requirement to provide the infation at the commencement of
the exempt customer’s tenancy/residency, the indtion set out in paragraph 1
of this condition must be provided by the exempspe at any time on request by
the exempt customer or the AER.

3. Once the determination comes into force in thevealestate or territory, the
information set out in paragraph 1 of this conditroust be provided by an
exempt person to existing exempt customers as a®pnacticable but no later
than three months after the determination is indan the relevant state or
territory.
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Condition 3 - Billing and payment arrangements

1. An exempt person must ensure that bills are issmedch exempt customer at
least once every three months.

2. An exempt person must offer flexible payment oti@n relation to the sale of
energy) to an exempt customer who has identifiechelves as being in financial
difficulty. Flexible payment options may includeargements for payment by
periodic instalments (bill smoothing) having regasd

a.

b.
C.

d.

the customer’s capacity to pay,

any arrears owing by the customer, and

the customer’s expected energy consumption neegtstios following
12 month period.

The requirements in paragraph 2 do not apply wtierexempt customer has:

had two flexible payment arrangements cancellethbyexempt person in the
previous 12 months due to non-payment, or

been convicted of an offence involving illegal wéenergy in the previous
two years

An exempt person must include the following paittcsiin a bill for an exempt

customer:

d.

e.

The name of the exempt customer.

The address of the exempt customer’s premises.

Date that the account was issued.

The identifier of the meter for the exempt custospremises.

The pay-by date for the bill.

Date of the current meter reading or estimatepaicable.

The dates to which the meter reading or estimgbéesp(billing period).
Days in the billing period.

Current meter reading or estimate in kilowatt hand/or cubic metres, as

applicable. Where the amount is an estimate, thist toe clearly stated on the
bill.

. Previous meter reading or estimate in kilowatt Band/or cubic metres, as

applicable. Where the amount is an estimate, thistime clearly stated on the
bill.

The amount of energy consumed, or estimated t@bsuned, in the meter
reading period. For electricity, consumption musshown in kilowatt hours.
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For gas, consumption must be shown in cubic meimedsnega joules and
must note the heating value and pressure convelaobor that has been
applied (these must be the same as those appligekbigtailer from whom the
exempt person purchases gas for the site).

0. Tariffs, fees and charges applicable to the exemgtomer.
p. The basis on which tariffs, fees and charges doeileded.

g. Any amount deducted, credited or received undavamgment or non-
government funded energy charge rebate, concessi@tief scheme or under
a payment arrangement.

r. Details of the available payment methods.

s. Atelephone number for account inquiries and comfda

Condition 4 - Estimation as basis for bills

1.

An exempt person must use best endeavours to ethsurdne meter for each
exempt customer is read and used as the basisydrilaissued.

An exempt person cannot rely on an estimation @itieter value at the start of an
energy supply arrangement with an exempt custoondoy the purpose of issuing
a final bill to an exempt customer.

An exempt person may base an exempt customer’srbdin estimation of the
exempt customer’s consumption of energy where xleenpt person is not able to
reasonably or reliably base the bill on an actuaiemreading.

Where an estimation is used as the basis for a gixemstomer’s bill, the
estimation must be based on:

c. historical metering data for the exempt customasoeably available to the
exempt person, or

d. where this is not available, the average usageefyy by a comparable
customer over the corresponding period.

If a customer’s bill is based on an estimatiors thust be clearly stated on the
exempt customer’s bill.

Condition 5 - Pay-by date

1.

The pay-by date for a bill must not be less thadsness days from the date on
which the exempt person issues the bill.

Condition 6 - Receipts

1.

An exempt person must provide each exempt custwitiera receipt for any
amount paid for energy, except where payment has bede by:

a. direct debit, or
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2.

b. credit card over the phone and the customer isigeedwvith a receipt number.

An exempt person must provide the exempt custontbrarseparate receipt if a
payment for energy was made together with a reythpat but has not been
separately identified on the rent receipt.

Condition 7 - Pricing

1.

An exempt person must not charge the exempt custtamis higher than the
standing offer price that would be charged by tewant local area retailer for
new connections, if the local area retailer wersupply that quantity of energy
directly to the premises of the exempt customer.

An exempt person must provide notice to the exeragtomer of any change in
the exempt customer’s tariff as soon as practicavid no later than the exempt
customer’s next bill.

An exempt person must not impose any charge oxemm@ customer that could
not be charged by the relevant local area retlilenew connections under a
standard retail contract.

An exempt person must limit any fee charged tostauer for late payment to a
recovery of reasonably incurred costs by the exgraggon as a result of the
customer’s late payment.

The requirements in paragraphs 1-4 do not applyenéernative pricing
requirements apply under applicable state or teyriegislation.

Where an exempt customer has been underchargedeaipt person can recover
the amount undercharged subject to the following:

a. Where the undercharging was not the result of Xieen@t customer’s fault or
unlawful act or omission, the exempt person istiehito recovering the
amount undercharged in the 9 months before theaatehich the customer is
notified of the undercharging.

b. The exempt person cannot charge interest on thercimarged amount.

c. The exempt person must offer the exempt custommex to pay the
undercharged amount by instalments, over a peootmated by the customer
(up to 12 months, but no longer than the periothefundercharging).

Where an exempt customer has been overchargedgearpeperson must inform
the customer within 10 business days after becommvaye of the overcharging
and repay the amount overcharged subject to thaafivlg:

a. Where the amount overcharged is $25 or more, tampkperson must refund
the amount to the exempt customer if requested,nar such request is made,
credit the amount to the exempt customer’s nekt\Wihere the exempt
customer no longer purchases energy from the exparpbn, the exempt
person must use best endeavours to refund the amdhm 10 business
days.
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b. Where the amount overcharged is less than $2&xd@pt person must credit
that amount to the exempt customer’s next bill.

c. No interest is payable on the overcharged amount.

d. Where the overcharging was the result of the exeugtomer’s fault or
unlawful act or omission, the exempt person istiahito repaying the amount
overcharged in the 12 months before the date onhnthie error was
discovered.

Condition 8 - Payment difficulties and disconnectio or cessation of supply

1. Where an exempt customer informs the exempt pehsnt is unable to pay
energy bills due to financial difficulty, the exehgerson must:

a.

C.

d.

direct the exempt customer to the Australian govemt energy efficiency
website or another information resources with epefficiency advice,
and

ensure that the exempt customer is aware of rel@aernment or non-
government energy rebates, concessions and rehefres, and

not charge the exempt customer a late paymenaiek,

not charge the exempt customer a security deposit.

2. Subject to Condition 9, an exempt person must ratged with disconnection or
cessation of energy supply to an exempt customessithe following
requirements have been met:

a.

b.

the exempt customer has requested disconnection, or
continuity of supply to the premises would be uasaf

the exempt customer has not paid a bill by thelpaglate or has not
adhered to the terms of a payment plan, and:

following non-payment by the pay-by date, the exepgsson has given
the exempt customer a reminder notice requestigmeat by a date at
least 6 business days from the date of issue akthénder notice, has
offered the exempt customer more flexible paymemhs to pay any
amount outstanding and has restated the formssidtasce available if the
non-payment is due to financial difficulty, and

following non-payment by the date specified in thinder notice, and
failure to comply with more flexible payment terntise exempt person has
given the exempt customer a disconnection warnatg® informing the
exempt customer that disconnection may occur ifrgayt of the
outstanding bill is not made by a date at leastigirtess days from the date
of issue of the warning notice, and
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f. the exempt person has, after issuing the discolmmestarning notice,
used its best endeavours to contact the custonpargon or by telephone
in connection with the failure to pay, and

g. the exempt customer has, by the date specifidueinlisconnection
warning notice, refused or failed to take any reabte action towards
settling the debt.

3. Where an exempt customer is disconnected in aceoedaith paragraph 2(b) of
this condition, the exempt person must use its éedeavours to notify the
exempt customer in person or by telephone pritinéadisconnection, and must
arrange for reconnection of the premises as sopnaasicable.

Condition 9 - When disconnection or cessation of pply is prohibited

1. An exempt person must not disconnect or cease gsapply to an exempt
customer’s premises where:

a. aperson residing at the exempt customer’s premespsres life support
equipment that depends on energy for its operation,

b. an application has been made by or on behalf oéxleenpt customer for
assistance to an organisation responsible foraeeboncession or relief
available under any government or non-governmamddd energy charge
rebate, concession or relief scheme and a deasidhe application has not
been made, or

c. the exempt customer has made a complaint diregldiyad to the proposed
reason for disconnection or cessation of supplheécexempt person, the
energy Ombudsman or another relevant external tigpsolution body and
the complaint remains unresolved, or

d. the disconnection or cessation of supply would oocul
I. a business day before 8am or after 3pm, or
ii. a Friday or the day before a public holiday, or
iii. aweekend or a public holiday, or

iv. the days between 20 December and 31 Decemberiflmbtisive) in any
year.

2. For electricity, the exempt person must contaafigsributor to ask whether
disconnection of a retail customer in the releyansdiction would be prohibited
on that day due to extreme weather conditions. Wtter distributor confirms that
the disconnection of a retail customer would béhfimited on that day, the exempt
person must not disconnect the exempt customesisiges.

3. This condition does not apply where the exemptarust has requested
disconnection.
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4. This condition does not apply where the energy suggreement between the

exempt person and exempt customer has been teedinat

Condition 10 - Reconnection of supply

1. Where an exempt person has arranged for the disctian of an exempt

customer’s premises and the exempt customer haswiid business days of the
disconnection:

a. if relevant, rectified the matter that led to thecdnnection, and
b. made a request for reconnection, and
c. paid any charge for reconnection,

the exempt person must reconnect the premisew/@re required, arrange with
the network operator to reconnect the premisespas as practicable.

Condition 11 - Concessions and rebates

1.

Where an exempt customer is eligible to receivexeemgment or non-government
energy rebate, concession or assistance undaebsgieme, the exempt person
must not hinder an exempt customer’s attemptstebksh eligibility.

If the government or non-government energy relzaecession or assistance
under a relief scheme can only be claimed by tleengx person on behalf of the
exempt customer, the exempt person must use testireindeavours to make a
claim and, if successful, they must apply the rebabncession or assistance to
the exempt customer’s bill.

Condition 12 - Choice of retailer

1.

The exempt person must not seek to prevent an ex@mmer who is eligible
under applicable state or territory legislatiorptmchase energy from a retailer of
their choice from electing to do so, whether byuiggg the exempt customer to
waive their ability to choose a retailer or by wasenably hindering any metering
or network changes required to enable choice afleet

Condition 13 - Contact details

1.

An exempt person must provide a means of contaegdoount inquiries and
complaints which can be readily accessed by exeogibmers. Where a
telephone number is provided, the charge for thilsneust be no more than the
cost of a local call.

Condition 14 - Dispute resolution

1.

In the event of a dispute concerning the sale efggnto an exempt customer, and
in the absence of a determination of the relevamartcy tribunal, the exempt
person must:

a. make reasonable endeavours to resolve the disnde,
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b. advise the exempt customer of any right that themgt customer has to
access the energy Ombudsman scheme or any oteeamekexternal dispute
resolution body in the state or territory in whitie exempt customer is
located, if applicable.

Condition 15 - Life support customers

1. Where an exempt customer provides an exempt p&rsbrtonfirmation from a
registered medical practitioner that a person negidt the exempt customer’s
premises requires life support equipment, the exgm@agson must:

a. advise the person whose embedded distribution mktihie sale of energy
Is occurring within (if different from the exempegson) that a person
residing at the premises requires life support@gent, and

b. advise the exempt person’s authorised retailerdsstdbutor that a person
residing at the premises requires life support@gent, and

c. provide the exempt person’s authorised retailerdisidibutor with any
relevant information about the premises for thgopees of updating their
records and registers.

2. An exempt person must maintain records of any exeogtomers who have life
support equipment that depends on energy for gsabion on their premises.

Condition 16 - Continuity of supply

1. An exempt person must notify the exempt customedstiae AER immediately if
they are (or expect to be) disconnected, or treeamy likelihood that they will be
unable to continue onselling energy.

Condition 17 — Termination of energy supply agreenma

1. An energy supply agreement between the exempt pearsd exempt customer
terminates:

a. on a date agreed by the exempt person and exestohoer, or

b. when the exempt customer gives the exempt persemeanation notice, five
business days from the date of the notice (orfaréifit time agreed by the
exempt person and exempt customer), or

c. atthe conclusion of the exempt customer’s leasth®premises to which the
energy is supplied, or

d. when the exempt customer starts receiving enetgy services from a
different retailer or exempt person, or

e. when a different exempt customer starts receivirgjamer retail services for
the premises, or
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f.

at the end of a period of 10 business days commgrmei the day the exempt
customers premises are de-energised, where théiooasdor re-energisation
have not been met.

2. Termination of an energy supply agreement doesiffiett any rights or
obligations that have already accrued under theesgent.

Condition 18 - Maintaining records

1. An exempt person must maintain records of the ahg for each of its exempt
customers:

a.

b.

The name of the exempt customer.

The address of the exempt customer’s premises.

The identifier of the meter for the exempt custdmpremises.
The date that the customer account was created.

Copies of any bills issued for the previous 12 rhent

The date of the most recent meter read for theoouest

The basis for determining any estimates of consiomgbr the purpose of
billing where a meter read could not be obtained.
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Class D5—Persons onselling unmetered gas for usegremises
within the limits of a site that they own, occupy boperate, where gas
Is used for limited purposes

Note—This exemption will only apply where gas iedidor limited purposes, that is,
for use in cooking appliances but does not inclgake used in the production of bulk
hot water.

A deemed exemption is in force for persons fallnthin the following class:
Persons engaged in the onselling of gas where:

1. the gas is for use in premises within the limitaaite owned, occupied or
operated by the person or, in the case of a bopocate, on land affected by that
body corporate, and

2. the premises are not separately metered for gasuogstion, and

3. there is a separate itemised charge for the gas(tive case of a body corporate,
the cost is recouped through body corporate fe@s),

4. the gas is not used for space heating.

Conditions

No conditions apply where a body corporate recahpsost of gas through body
corporate fees.

For the sale of unmetered gas to exempt custonyeggdmpt persons (other than
bodies corporate) under the Class D5 deemed examptie following conditions
apply under rule 153.

Condition 1 — Obligation to supply

1. An exempt person cannot refuse to sell energyciastomer who meets the
criteria for this exemption class, except in acaoike with relevant disconnection
provisions.

2. An exempt person cannot refuse to sell energyciastomer on the basis that the
customer owes the exempt person outstanding amfronisa previous account.
The exempt person can include in a new accounbatstanding amounts owed
on a previous account (except where the unpaid ata@ue for other premises for
which the customer has an ongoing contract witresteanpt person).

Condition 2 - Information provision

1. The exempt person must advise exempt customensjting, at the start of their
tenancy/residency of the following:

a. the exempt customer’s rights in relation to dispesolution including:
I. the exempt person’s procedures for handling dispammel complaints, and
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C.

e.

ii. any right that the exempt customer has to accessrtergy Ombudsman
scheme or any other relevant external dispute wgsalbody in the state
or territory in which the exempt customer is lochate

the conditions applicable to the exemption thatetkempt person is operating
under

the gas tariffs and all associated fees and changésvill apply to the exempt
customer in relation to the sale of gas

any flexible payment options for gas provided by ¢ixempt person for
exempt customers, including alternative paymerargements for payment
by periodic instalments (bill smoothing)

contact numbers in the event of a gas fault or gerary.

2. The information set out in paragraph 1 of this ¢bad must be provided by the
exempt person at the request of the exempt custonibe AER.

3. The information set out in paragraph 1 of this ¢bad must be provided by an
exempt person to existing exempt customers as a®pnacticable (and at least
within three months) after the determination i$arce.

Condition 3 - Billing and payment arrangements

1. An exempt person must ensure that bills are istmedch exempt customer at
least once every three months.

2. An exempt person must include the following pattacsiin a bill for an exempt
customer:

a.

b.

The name of the exempt customer.

The address of the exempt customer’s premises.

Date that the account was issued.

The pay-by date for the bill.

Date of the meter reading or estimate on whictbthés based, as applicable.
The dates to which the meter reading or estimgbéesp(billing period).

Days in the billing period.

The amount of gas deemed to be consumed by thepgxeistomer in the
meter reading or estimate period, including thesbafallocation of the
deemed amount. Gas consumption must be shown ia mgires and mega
joules and must note the heating value and pressuneersion factor that has
been applied

Tariffs, fees and charges applicable to the exemgtiomer.
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j. Details of the available payment methods.

k. A telephone number for account inquiries and comfda

Condition 4 - Estimation as basis for bills

1.

An exempt person must use best endeavours to ethsurine site’s gas meter is
read and used as the basis for any bill issued.

. An exempt person may base an exempt customer’srbdin estimation of the

site’'s gas consumption where the exempt persoatialrie to reasonably or
reliably base the bill on an actual meter reading.

Where an estimation of gas consumption for theisitesed as the basis for a
exempt customer’s bill, the estimation must be dase

a. historical metering data for the site reasonabbjlable to the exempt person,
or

b. where this is not available, the average usagasbyg a comparable site over
the corresponding period.

If a bill is based on an estimation of gas consumnpior the site, this must be
clearly stated on the exempt customer’s bill.

Condition 5 - Pay-by date

1.

The pay-by date for a bill must not be less thadsness days from the date on
which the exempt person issues the bill.

Condition 6 - Receipts

1.

An exempt person must provide each exempt custwitiera receipt for any
amount paid for energy, except where payment has bede by:

a. direct debit, or
b. credit card over the phone and the customer isiggedwvith a receipt number.

An exempt person must provide the exempt custontbrarseparate receipt if a
payment for gas was made together with a rent paymé has not been
separately identified on the rent receipt.

Condition 7 - Pricing

1.

An exempt person must not charge the exempt custtamifs higher than the
standing offer price that would be charged by tevwant local area retailer for
new connections, if the local area retailer wersupply that quantity of gas
directly to the premises of the exempt customer.

An exempt person must provide notice to the exeraptomer of any change in
the exempt customer tariff as soon as practicalole no later than the exempt
customer’s next bill.
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3. An exempt person must not impose any charge oxemm@ customer that could
not be charged by the relevant local area retlilenew connections under a
standard retail contract.

4. An exempt person must limit any fee charged tosaiauer for late payment to a
recovery of reasonably incurred costs by the exgraggon as a result of the
customer’s late payment.

5. The requirements in paragraphs 1-4 do not applyendiéernative pricing
requirements apply under applicable state or teyriegislation.

6. Where an exempt customer has been underchargedeaipt person can recover
the amount undercharged subject to the following:

a. Where the undercharging was not the result of Xieen@t customer’s fault or
unlawful act or omission, the exempt person istiehito recovering the
amount undercharged in the 9 months before theahatehich the customer is
notified of the undercharging.

b. The exempt person cannot charge interest on thercimarged amount.

c. The exempt person must offer the exempt custommer to pay the
undercharged amount by instalments, over a peootmated by the customer
(up to12 months, but no longer than the periodefundercharging).

7. Where an exempt customer has been overchargedearpeperson must inform
the customer within 10 business days after becommvaye of the overcharging
and repay the amount overcharged subject to thaafivlg:

a. Where the amount overcharged is $25 or more, tampkperson must refund
the amount to the exempt customer if requested,nar such request is made,
credit the amount to the exempt customer’s nekt\Wihere the exempt
customer no longer purchases energy from the exparpbn, the exempt
person must use best endeavours to refund the amdhm 10 business
days.

b. Where the amount overcharged is less than $2&x@@pt person must credit
that amount to the exempt customer’s next bill.

c. No interest is payable on the overcharged amount.

d. Where the overcharging was the result of the exemgtiomer’s fault or
unlawful act or omission, the exempt person istiahito repaying the amount
overcharged in the 12 months before the date onhwthie error was
discovered.

Condition 8 - Contact details

1. An exempt person must provide a means of contaetdoount inquiries and
complaints which can be readily accessed by exeogibmers. Where a
telephone number is provided, the charge for thilsngust be no more than the
cost of a local call.
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Condition 9 - Dispute resolution

1.

In the event of a dispute concerning the sale sftgany exempt customer, and in
the absence of a determination of the relevanni@naibunal, the exempt person
must:

a.

b.

make reasonable endeavours to resolve the disnde,

advise the exempt customer of any right that tresrgt customer has to
access the energy Ombudsman scheme or any oteeamekexternal dispute
resolution body in the state or territory in whitle exempt customer is
located, if applicable.

Condition 10 — Termination of contract

1.

An energy supply agreement between the exempt persd exempt customer
terminates:

a.

b.

on a date agreed by the exempt person and exesipinoer, or

when the exempt customer gives the exempt persemanation notice, five
business days from the date of the notice (orfaréifit time agreed by the
exempt person and exempt customer), or

at the conclusion of the exempt customer’s leasthidpremises to which the
energy is supplied, or

when a different exempt customer starts receivirgjamer retail services for
the premises.

Termination of an energy supply agreement doesifiect any rights or
obligations that have already accrued under theesagent.
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Class D6—Persons onselling unmetered electricity Queensland to
small customers for use within the limits of a sitehat they own,
occupy or operate

[This class will be closed to new entrants fromahuary 2015]
A deemed exemption is in force for persons fallmthin the following class:
Persons engaged in the onselling of electricitynball customers where:

1. the electricity is used for premises within theitsrof a site owned, occupied or
operated by the person, and

2. the site is in Queensland, and
3. the premises are not separately metered, and

4. the sale of electricity commenced prior to 1 Jap@4xls.

Conditions

The following conditions apply under rule 153 te gale of electricity to exempt
customers by exempt persons covered by the Claske®®ed exemption.

Condition 1 — Obligation to supply

1. An exempt person cannot refuse to sell electrioty customer who meets the
criteria for this exemption class, except in acaoie with relevant
disconnection provisions.

2. An exempt person cannot refuse to sell electricityt customer on the basis
that the customer owes the exempt person outsiguadnounts from a
previous account. The exempt person can inclu@eniew account any
outstanding amounts owed on a previous accounefgxehere the unpaid
amounts are for other premises for which the custdms an ongoing
contract with the exempt person).

Condition 2 - Information provision

1. The exempt person must advise exempt customensijting, at the start of their
tenancy/residency of the following:

a. the exempt customer’s rights in relation to dispetolution including:
I. the exempt person’s procedures for handling dispamnel complaints, and

ii. any right that the exempt customer has to accessrtergy Ombudsman
scheme or any other relevant external dispute wgsalbody in the state
or territory in which the exempt customer is locate

b. the conditions applicable to the exemption thatekempt person is operating
under
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c. the availability of relevant government or non-gaweent energy rebates,
concessions and relief schemes

d. the forms of assistance available if the exemptiorasr is unable to pay
electricity bills due to financial difficulty, asell as the process the exempt
customer should follow to seek these forms of tmsie

e. the electricity tariffs and all associated fees aehdrges that will apply to the
exempt customer in relation to the sale of eleityric

f. the flexible payment options that are availableh®exempt customer in
relation to the sale of electricity, such as areangnts for payment by periodic
instalments (bill smoothing)

g. contact numbers in the event of an electricitytfaulemergency.

2. In addition to the requirement to provide the infation at the commencement of
the exempt customer’s tenancy/residency, the indtion set out in paragraph 1
of this condition must be provided by the exempspe at any time on request by
the exempt customer or the AER.

3. Once the determination comes into force in Queedslide information set out in
paragraph 1 of this condition must be provided igxempt person to existing
exempt customers as soon as practicable but nalate three months after the
determination is in force in Queensland.

Condition 3 - Billing and payment arrangements

1. An exempt person must ensure that bills are isksmedch exempt customer at
least once every three months.

2. An exempt person must offer flexible payment oti@n relation to the sale of
electricity) to a residential exempt customer wis ldentified themselves as
being in financial difficulty. Flexible payment aphs may include arrangements
for payment by periodic instalments (bill smoothih@ving regard to:

a. the customer’s capacity to pay,

b. any arrears owing by the customer, and

c. the customer’s expected electricity consumptiordeemer the following
12 month period.

3. The requirements in paragraph 2 do not apply wtier@xempt customer has:

a. had two flexible payment arrangements cancellethbyexempt person in the
previous 12 months due to non-payment, or

b. been convicted of an offence involving illegal welectricity in the previous
two years

4. An exempt person must include the following patacsiin a bill for an exempt
customer:
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a. The name of the exempt customer.

b. The address of the exempt customer’s premises.

c. Date that the account was issued.

d. The pay-by date for the bill.

e. Date of the meter reading or estimate on whichothés based, as applicable.
f. The dates to which the meter reading or estimagtéesp(billing period).

g. Days in the billing period.

h. The amount of electricity consumed, or estimateldet@onsumed, by the site
in the meter reading or estimate period. Electricinsumption must be
shown in kilowatt hours.

i. The amount of electricity deemed to be consumethéyxempt customer in
the billing period, including the basis of allocatiof the deemed amount.

j. Tariffs, fees and charges applicable to the exemgtiomer.

k. Details of the available payment methods.

l. A telephone number for account inquiries and comfda

Condition 4 - Estimation as basis for bills

1.

An exempt person must use best endeavours to etfisrine site’s electricity
meter is read and used as the basis for any &ulets.

An exempt person cannot rely on an estimation @fite’s electricity meter value
at the start of the electricity supply arrangemeitihh an exempt customer, or for
the purpose of issuing a final bill to an exempdtomer.

An exempt person may base an exempt customer’srbdin estimation of the
site’s electricity consumption where the exempsparis not able to reasonably or
reliably base the bill on an actual meter reading.

Where an estimation of electricity consumptiontfa site is used as the basis for
a exempt customer’s bill, the estimation must bsedaon:

a. historical metering data for the site reasonabbjlable to the exempt person,
or

b. where this is not available, the average usagéeofrecity by a comparable
site over the corresponding period.

If a customer’s bill is based on an estimationlet&icity consumption for the
site, this must be clearly stated on the exempbousr’s bill.
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Condition 5 - Pay-by date

1.

The pay-by date for a bill must not be less thadsness days from the date on
which the exempt person issues the bill.

Condition 6 - Receipts

1.

An exempt person must provide each exempt custwitiera receipt for any
amount paid for electricity, except where paymexs been made by:

a. direct debit, or
b. credit card over the phone and the customer isigedwvith a receipt number.

An exempt person must provide the exempt custontbrarseparate receipt if a
payment for electricity was made together withre payment but has not been
separately identified on the rent receipt.

Condition 7 - Pricing

1.

An exempt person must not charge the exempt custtamis higher than the
standing offer price that would be charged by tewant local area retailer for
new connections, if the local area retailer wersupply that quantity of
electricity directly to the premises of the exeropstomer.

An exempt person must provide notice to the exeraptomer of any change in
the exempt customer tariff as soon as practicalole no later than the exempt
customer’s next bill.

An exempt person must not impose any charge oxemm@ customer that could
not be charged by the relevant local area retiilenew connections under a
standard retail contract.

An exempt person must limit any fee charged tostaruer for late payment to a
recovery of reasonably incurred costs by the exgrapon as a result of the
customer’s late payment.

The requirements in paragraphs 1-4 do not applyendéernative pricing
requirements apply under applicable state or teyriegislation.

Where an exempt customer has been underchargedeapt person can recover
the amount undercharged subject to the following:

a. Where the undercharging was not the result of Xieen@t customer’s fault or
unlawful act or omission, the exempt person istiahito recovering the
amount undercharged in the 9 months before theatatehich the customer is
notified of the undercharging.

b. The exempt person cannot charge interest on thercimarged amount.

c. The exempt person must offer the exempt custommer to pay the
undercharged amount by instalments, over a peootmated by the customer
(up to 12 months, but no longer than the periothefundercharging).
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7. Where an exempt customer has been overchargedearpeperson must inform
the customer within 10 business days after becommvaye of the overcharging
and repay the amount overcharged subject to thaafivlg:

a. Where the amount overcharged is $25 or more, tampkperson must refund
the amount to the exempt customer if requested,nar such request is made,
credit the amount to the exempt customer’s nekt\Wihere the exempt
customer no longer purchases electricity from ttergt person, the exempt
person must use best endeavours to refund the amghm 10 business
days.

b. Where the amount overcharged is less than $2&x@@pt person must credit
that amount to the exempt customer’s next bill.

c. No interest is payable on the overcharged amount.

d. Where the overcharging was the result of the exemgtiomer’s fault or
unlawful act or omission, the exempt person istiahito repaying the amount
overcharged in the 12 months before the date onhthie error was
discovered.

Condition 8 - Payment difficulties and disconnectio or cessation of supply

1. Where a residential exempt customer informs thengtgperson that it is unable
to pay an electricity bill due to financial diffitty, the exempt person must:

a. direct the exempt customer to the Australian gowvemt energy efficiency
website or another information resources with epeficiency advice,
and

b. ensure that the exempt customer is aware of rel@@mernment or non-
government energy rebates, concessions and rehefres, and

c. not charge the exempt customer a late paymenaiek,
d. not charge the exempt customer a security deposit.

2. Subject to Condition 9, an exempt person must ratged with disconnection or
cessation of electricity supply to an exempt custoumless the following
requirements have been met:

a. the exempt customer has requested disconnection, or

b. continuity of supply to the premises would be uasaf

c. the exempt customer has not paid a bill by thelpaglate or has not adhered
to the terms of a payment plan, and:

I. following non-payment by the pay-by date, the exepgrson has given
the exempt customer a reminder notice requestigoeat by a date at
least 6 business days from the date of issue aktinender notice, has
offered the residential exempt customer more flexgayment terms to
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pay any amount outstanding and has restated thesfof assistance
available if the non-payment is due to financidficlilty, and

following non-payment by the date specified in thinder notice, or the
establishment of more flexible payment terms, tkengot person has

given the exempt customer a disconnection warnatig@ informing the
exempt customer that disconnection may occur ifrgay of the
outstanding bill is not made by a date at least€irtess days from the date
of issue of the warning notice, and

the exempt person has, after issuing the discoimmesfarning notice,
used its best endeavours to contact the custonpargon or by telephone
in connection with the failure to pay, and

the exempt customer has, by the date specifidukinlisconnection
warning notice, refused or failed to take any reabte action towards
settling the debt.

3. Where an exempt customer is disconnected in aceoedaith paragraph 2(b) of
this condition, the exempt person must use its éedeavours to notify the
exempt customer in person or by telephone pritinéadisconnection, and must
arrange for reconnection of the premises as sopnaasicable.

4. This condition does not apply where state or wnyitenancy legislation sets out
the process and requirements for the disconneotigessation of electricity
supply by the exempt person on the basis thatahew landlord.

Condition 9 - When disconnection or cessation of gply is prohibited

1. An exempt person must not disconnect or ceaserielgcsupply to an exempt
customer’s premises where:

a. a person residing at the exempt customer’s premespsres life support
equipment that depends on electricity for its openaor

b. an application has been made by or on behalf oéxleenpt customer for
assistance to an organisation responsible foraeeboncession or relief
available under any government or non-governmerddd energy charge
rebate, concession or relief scheme and a deasidhe application has not
been made, or

c. the exempt customer has made a complaint direslyad to the proposed
reason for disconnection or cessation of suppliheécexempt person, the
energy Ombudsman or another relevant external tispsolution body and
the complaint remains unresolved, or

d. the disconnection or cessation of supply would oocu

a business day before 8am or after 3pm, or
a Friday or the day before a public holiday, or

a weekend or a public holiday, or
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iv. the days between 20 December and 31 Decemberiflmbtisive) in any
year.

2. The exempt person must contact its distributoistovehether disconnection of a
retail customer in the relevant jurisdiction woublel prohibited on that day due to
extreme weather conditions. Where the distributmfiems that the disconnection
of a retail customer would be prohibited on that,dae exempt person must not
disconnect the exempt customer’s premises.

3. This condition does not apply where the exemptarust has requested
disconnection.

4. This condition does not apply where state or @nyitenancy legislation sets out
the process and requirements for the disconneotieessation of electricity
supply by the exempt person on the basis thatahew landlord.

5. This condition does not apply where the electrisitpply agreement between the
exempt person and exempt customer has been teeainat

Condition 10 - Reconnection of supply

1. Where an exempt person has arranged for the disctian of an exempt
customer’s premises and the exempt customer haswiid business days of the
disconnection:

a. if relevant, rectified the matter that led to thecdnnection, and
b. made a request for reconnection, and
c. paid any charge for reconnection,

the exempt person must reconnect the premisew/@re required, arrange with
the network operator to reconnect the premisespas as practicable.

Condition 11 - Concessions and rebates

1. Where an exempt customer is eligible to receivexeemgment or non-government
energy rebate, concession or assistance undaebsgieme, the exempt person
must not hinder an exempt customer’s attemptstabksh eligibility.

2. If the government or non-government energy relzaecession or assistance
under a relief scheme can only be claimed by tleergx person on behalf of the
exempt customer, the exempt person must use testireindeavours to make a
claim and, if successful, they must apply the rebabncession or assistance to
the exempt customer’s bill.

Condition 12 - Contact details

1. An exempt person must provide a means of contaetdoount inquiries and
complaints which can be readily accessed by exeogibmers. Where a
telephone number is provided, the charge for thilsnaust be no more than the
cost of a local call.
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Condition 13 - Dispute resolution

1. Inthe event of a dispute concerning the saleeaxtatity to an exempt customer,
and in the absence of a determination of the reketemancy tribunal, the exempt
person must:

a. make reasonable endeavours to resolve the dismde,

b.

advise the exempt customer of any right that tresrgt customer has to
access the energy Ombudsman scheme or any oteeamekexternal dispute
resolution body in the state or territory in whitle exempt customer is
located, if applicable.

Condition 15 - Life support customers

1. Where an exempt customer provides an exempt p&rbrconfirmation from a
registered medical practitioner that a person negidt the exempt customer’s
premises requires life support equipment, the exgmgpson must:

a. advise the person whose embedded distribution mktihe sale of
electricity is occurring within (if different frorthe exempt person) that a
person residing at the premises requires life sugouipment, and

b. advise the exempt person’s authorised retailerdsstdbutor that a person
residing at the premises requires life support@gent, and

c. provide the exempt person’s authorised retailerdisidibutor with any
relevant information about the premises for thgopees of updating their
records and registers.

2. An exempt person must maintain records of any exeagtomers who have life
support equipment that depends on electricitytooperation on their premises.

Condition 16 - Continuity of supply

1. An exempt person must notify the exempt customedstiae AER immediately if
they are (or expect to be) disconnected, or treeamy likelihood that they will be
unable to continue onselling electricity.

Condition 17 — Termination of electricity supply ageement

1. An electricity supply agreement between the exgmepton and exempt customer
terminates:

a.

b.

on a date agreed by the exempt person and exesipinoer, or

when the exempt customer gives the exempt persemanation notice, five
business days from the date of the notice (orfarifit time agreed by the
exempt person and exempt customer), or

at the conclusion of the exempt customer’s leasthidpremises to which the
electricity is supplied, or
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d.

when the exempt customer starts receiving elettrietail services from a
different retailer or exempt person, or

when a different exempt customer starts receivirgjamer retail services for
the premises, or

at the end of a period of 10 business days commgmei the day the exempt
customers premises are de-energised, where théiooasdor re-energisation
have not been met.

2. Termination of an electricity supply agreement doeisaffect any rights or
obligations that have already accrued under theesgent.

Condition 18 - Maintaining records

1. An exempt person must maintain records of the wahg for each of its exempt
customers:

a.

b.

The name of the exempt customer.

The address of the exempt customer’s premises.

The identifier of the meter for the exempt custdmpremises.
The date that the customer account was created.

Copies of any bills issued for the previous 12 rhent

The date of the most recent meter read for theoouest

The basis for determining any estimates of consiomgbr the purpose of
billing where a meter read could not be obtained.
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Class D7—Persons recouping the cost of energy usaccommon
areas of a site that they own, occupy or operaterdm tenants in
commercial or retail premises, where the relationsip between the
person and the tenant is governed by commercial getail tenancy
legislation

Note—This class is intended to apply where landipkeissors or management
corporations (and similar entities) recoup comm@aanergy costs from tenants of
premises in commercial or retail developments siscbhopping centres, office
buildings, airports and industrial parks.

A deemed exemption is in force for persons fallnthin the following class:
Persons engaged in the onselling of energy to tenemere:

1. the energy is used within the limits of a site odjn@ccupied or operated by the
person, and

2. the energy is used within common areas of that site

3. the relationship between the person and the tes@uverned by commercial or
retail tenancy legislation, and

4. the cost of the energy is recouped in accordanttethve terms of a lease between
the person and the tenant.

Conditions

No conditions are attached to this class of exemnpti
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Class D8—Persons onselling energy to a related coany within the
limits of a site that they own, occupy or operate

A deemed exemption is in force for persons fallnthin the following class:

Persons engaged in the onselling of energy toadectlcompany, where the energy is
used within the limits of a site owned, occupieperated by the person.

For the avoidance of doubt, where a company cantols controlled by another
company including where:

1. acompany is a subsidiary of another company, or
2. two companies have a common holding company,

the two companies are related and will qualify pemte under this class of
exemption.

Conditions

No conditions are attached to this class of exemnpti
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Attachment 2 —Determination of Registrable Exemptios

Registrable exemption classes

The AER determines the following classes of persmnslasses of persons in respect
of whom an exemption is registrable for the purgasfesection 110 of the National
Energy Retail Law and rule 151 of the National EyyaRetail Rules.

Class R1—Persons onselling metered energy to smelistomers
within the limits of a site that they own, occupy ooperate, where the
relationship between the person and the small custeer is governed
by commercial or retail tenancy legislation 88

Class R2—Bodies corporate onselling metered energyy residents for
use in premises within the limits of a site affecteéby that body
corporate 96

Class R3—Persons onselling metered energy to resndg for use
within the limits of a retirement village that they own, occupy or
operate, where the relationship between the persand the resident

Is governed by retirement village legislation 106

Class R4—Persons onselling metered energy to resnde for use in
premises within the limits of a caravan park, resiéntial park or
manufactured home estate site that they own, occumr operate,
where the premises are the principal place of resahce for the
resident 151

Class R5—Persons onselling metered energy to largastomers 124
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Class R1—Persons onselling metered energy to smelistomers
within the limits of a site that they own, occupy boperate, where the
relationship between the person and the small custter is governed
by commercial or retail tenancy legislation

[This class will be closed to new entrants fromahuary 2015]

Note—This class applies to the onselling of endrgjandlords, lessors or
management corporations (and similar entiie€ommercial developments such as
shopping centres, office buildings, airports ardlstrial parks.

An exemption is registrable for persons fallinghintthe following class:
Persons engaged in the onselling of energy to ssuatbmers where:

1. the energy is used for premises within the limfta site owned, occupied or
operated by the person, and

2. the premises are separately metered, and

3. the person selling the energy is a landlord, lessonanagement corporation (or
similar entity) and the relationship between thespe and the small customers is
governed by commercial or retail tenancy legistatend

4. the cost of the energy is recouped in accordanttethwe terms of the lease
between the small customer and the person,

5. the sale of energy commenced prior to 1 Januar$.201
Conditions

The following conditions apply under rule 153 te ale of energy to exempt
customers by exempt persons covered by the Classditrable exemption.

Condition 1 — Obligation to supply

1. An exempt person cannot refuse to sell energyciastomer who meets the
criteria for this exemption class, except in acaoke with relevant disconnection
provisions.

2. An exempt person cannot refuse to sell energyciastomer on the basis that the
customer owes the exempt person outstanding amfromisa previous account.
The exempt person can include in a new accounbatstanding amounts owed
on a previous account (except where the unpaid ata@ue for other premises for
which the customer has an ongoing contract witresteanpt person).

Condition 2 - Information provision

1. The exempt person must advise exempt customensjting, at the start of their
tenancy/occupancy of the following:
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a. any right of the exempt customer, under stateroitdey laws, to elect to
purchase energy from a retailer of their choiceiaf@mation on the options
for metering that would allow this choice

b. that the exempt person is not subject to all tHeyations of an authorised
retailer, and the exempt customer may not recéigesame protections as it
would if they were purchasing from an authorisediler

c. the exempt customer’s rights in relation to dispesolution including:
I. the exempt person’s procedures for handling dispammel complaints, and

ii. any right that the exempt customer has to accessrtergy Ombudsman
scheme or any other relevant external dispute wgsalbody in the state
or territory in which the exempt customer is lochate

d. the conditions applicable to the exemption thatetkempt person is operating
under

e. the energy tariffs and all associated fees andgelsathat will apply to the
exempt customer in relation to the sale of energy

f. contact numbers in the event of a gas or elegtraillt or emergency.

2. In addition to the requirement to provide the infation at the commencement of
the exempt customer’s tenancy/occupancy, the irddon set out in paragraph 1
of this condition must be provided by the exemptpe at any time on request by
the exempt customer or the AER.

3. Once the determination comes into force in theveslestate or territory, the
information set out in paragraph 1 of this conditroust be provided by an
exempt person to existing exempt customers as agpnacticable but no later
than three months after the determination is indan the relevant state or
territory.

Condition 3 - Billing and payment arrangements

1. An exempt person must ensure that the meter for eaempt customer is read
and bills are issued to each exempt customer sit deewe every three months.

2. An exempt person must include the following pattcsiin a bill for an exempt
customer:

a. The name of the exempt customer.

b. The address of the exempt customer’s premises.

c. Date that the account was issued.

d. The identifier of the meter for the exempt custompremises.

e. The pay-by date for the bill.
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f. Date of the current meter reading or estimateppicable.
g. The dates to which the meter reading or estimgbéesp(billing period).
h. Days in the billing period.

I. Current meter reading or estimate in kilowatt hand/or cubic metres, as
applicable. Where the amount is an estimate, thistime clearly stated on the
bill.

j.  Previous meter reading or estimate in kilowatt Bamd/or cubic metres, as
applicable. Where the amount is an estimate, thist toe clearly stated on the
bill.

k. The amount of energy consumed, or estimated t@bsumed, in the meter
reading period. For electricity, consumption musshown in kilowatt hours.
For gas, consumption must be shown in cubic meimdsnega joules and
must note the heating value and pressure conveiaitor that has been
applied (these must be the same as those applidekbgtailer from whom the
exempt person purchases gas for the site).

|. Tariffs, fees and charges applicable to the exemgtiomer.

m. The basis on which tariffs, fees and charges doelleded.

n. Details of the available payment methods.

0. A telephone number for account inquiries and comida
Condition 4 - Estimation as basis for bills

1. An exempt person must use best endeavours to ethsuthe meter for each
exempt customer is read and used as the basisydrilaissued.

2. An exempt person cannot rely on an estimation @itieter value at the start of an
energy supply arrangement with an exempt custoondoy the purpose of issuing
a final bill to an exempt customer.

3. An exempt person may base an exempt customer’srbdin estimation of the
exempt customer’s consumption of energy where xleenpt person is not able to
reasonably or reliably base the bill on an actueiemreading.

4. Where an estimation is used as the basis for a gixemstomer’s bill, the
estimation must be based on:

a. historical metering data for the exempt customasoeably available to the
exempt person, or

b. where this is not available, the average usageefgy by a comparable
customer over the corresponding period.

5. If a customer’s bill is based on an estimatiors thust be clearly stated on the
exempt customer’s bill.
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Condition 5 - Pay-by date

1.

The pay-by date for a bill must not be less thadsness days from the date on
which the exempt person issues the bill.

Condition 6 - Receipts

1.

An exempt person must provide each exempt custwitiera receipt for any
amount paid for energy, except where payment has bede by:

a. direct debit, or
b. credit card over the phone and the customer isigeedwvith a receipt number.
An exempt person must provide the exempt custontbrarseparate receipt if a

payment for energy was made together with a reympat but has not been
separately identified on the rent receipt.

Condition 7 — Undercharging and overcharging

1.

Where an exempt customer has been underchargedeapt person can recover
the amount undercharged subject to the following:

a. Where the undercharging was not the result of Xieen@t customer’s fault or
unlawful act or omission, the exempt person istiehito recovering the
amount undercharged in the 9 months before theaatehich the customer is
notified of the undercharging.

b. The exempt person cannot charge interest on thercimarged amount.

c. The exempt person must offer the exempt custommex to pay the
undercharged amount by instalments, over a peootmated by the customer
(up to12 months, but no longer than the periodefundercharging).

Where an exempt customer has been overchargedgearpeperson must inform
the customer within 10 business days after becosmmvaye of the overcharging
and repay the amount overcharged subject to thaafivlg:

a. Where the amount overcharged is $25 or more, tampkperson must refund
the amount to the exempt customer if requested,nar such request is made,
credit the amount to the exempt customer’s nekt\WWhere the exempt
customer no longer purchases energy from the exparpbn, the exempt
person must use best endeavours to refund the amdbm 10 business
days.

b. Where the amount overcharged is less than $2&x@@pt person must credit
that amount to the exempt customer’s next bill.

c. No interest is payable on the overcharged amount.

d. Where the overcharging was the result of the exemgtomer’s fault or
unlawful act or omission, the exempt person istkahito repaying the amount
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overcharged in the 12 months before the date onhwthie error was
discovered.

Condition 8 - Payment difficulties and disconnectio or cessation of supply

1. Subject to Condition 9, an exempt person must ratged with disconnection or
cessation of energy supply to an exempt customessithe following
requirements have been met:

a. the exempt customer has requested disconnection, or
b. continuity of supply to the premises would be uasaf

c. the exempt customer’s lease has expired and them@istomer is vacating
the premises, or

d. the exempt customer has not paid a bill by thelpaglate or has not adhered
to the terms of a payment plan, and

i. following non-payment by the pay-by date, the exepgsson has given
the exempt customer a reminder notice requestigmeat by a date at
least 6 business days from the date of issue aktiénder notice and
advising the exempt customer that the exempt perspnoffer them more
flexible payment terms to pay any amount outstagcamd

ii. following non-payment by the date specified in téminder notice, or the
establishment of more flexible payment terms, tkegot person has
given the exempt customer a disconnection warnatg® informing the
exempt customer that disconnection may occur ifrgay of the
outstanding bill is not made by a date at least$irtess days from the date
of issue of the warning notice, and

iii. the exempt person has, after issuing the discolmmeatarning notice,
used its best endeavours to contact the custonpargon or by telephone
in connection with the failure to pay, and

iv. the exempt customer has, by the date specifidueinlisconnection
warning notice, refused or failed to take any reabte action towards
settling the debt.

2. Where an exempt customer is disconnected in aceoedaith paragraph 1(b) of
this condition, the exempt person must use its éedéavours to notify the
exempt customer in person or by telephone pri¢ihéadisconnection, and must
arrange for reconnection of the premises as sopnaaticable.

3. This condition does not apply where state or w@nyitenancy legislation sets out
the process and requirements for the disconneotieessation of energy supply
by the exempt person on the basis that they aardidrd.

Condition 9 - When disconnection or cessation of pply is prohibited

1. An exempt person must not disconnect or cease gsapply to an exempt
customer’s premises where:
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a. a person residing at the exempt customer’s premegspsres life support
equipment that depends on energy for its operation,

b. the exempt customer has made a complaint diresldyad to the proposed
reason for disconnection or cessation of supplheécexempt person, the
energy Ombudsman or another relevant external tispsolution body and
the complaint remains unresolved, or

c. the disconnection or cessation of supply would oocul
I. a business day before 8am or after 3pm, or
ii. a Friday or the day before a public holiday, or
iii. aweekend or a public holiday, or

iv. the days between 20 December and 31 Decemberiflmbtisive) in any
year.

2. For electricity, the exempt person must contaafigsributor to ask whether
disconnection of a retail customer in the releyansdiction would be prohibited
on that day due to extreme weather conditions. Wtter distributor confirms that
the disconnection of a retail customer would béhfimited on that day, the exempt
person must not disconnect the exempt customesisiges.

3. This condition does not apply where the exemptatust has requested
disconnection.

4. This condition does not apply where state or @nyitenancy legislation sets out
the process and requirements for the disconneotieessation of energy supply
by the exempt person on the basis that they aardidrd.

5. This condition does not apply where the exemptarust’s lease has expired.
Condition 10 - Reconnection of supply

1. Where an exempt person has arranged for the diectian of an exempt
customer’s premises and the exempt customer hagwti® business days of the
disconnection:

a. if relevant, rectified the matter that led to thecdnnection, and
b. made a request for reconnection, and
c. paid any charge for reconnection,

the exempt person must reconnect the premisew/@re required, arrange with
the network operator to reconnect the premisespas as practicable.

Condition 11 - Choice of retailer

1. The exempt person must not seek to prevent an ex@mmer who is eligible
under applicable state or territory legislatiorptmchase energy from a retailer of
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their choice from electing to do so, whether byuiggg the exempt customer to
waive their ability to choose a retailer or by wasenably hindering any metering
or network changes required to enable choice aflest

Condition 12 - Contact details

1. An exempt person must provide a means of contaetdoount inquiries and
complaints which can be readily accessed by exemgibmers. Where a
telephone number is provided, the charge for thilsnsust be no more than the
cost of a local call.

Condition 13 - Dispute resolution

1. In the event of a dispute concerning the sale efggnto any exempt customer,
and in the absence of a determination of the reketemancy tribunal, the exempt
person must:

a. make reasonable endeavours to resolve the dismde,

b. advise the exempt customer of any right that theemgt customer has to
access the energy Ombudsman scheme or any oteeamekexternal dispute
resolution body in the state or territory in whitle exempt customer is
located, if applicable.

Condition 14 - Continuity of supply

1. An exempt person must notify the exempt customedstiae AER immediately if
they are (or expect to be) disconnected, or treeamy likelihood that they will be
unable to continue onselling energy.

Condition 15 — Termination of contract

1. Need to include the relevant grounds for termimaffom clause 70 of the Retail
Rules

Condition 16 - Maintaining records

1. An exempt person must maintain records of the vahg for each of its exempt
customers:

a. The name of the exempt customer.

b. The address of the exempt customer’s premises.

c. The identifier of the meter for the exempt custompremises.
d. The date that the customer account was created.

e. Copies of any bills issued for the previous 12 rhent

f. The date of the most recent meter read for theoouet

94



g. The basis for determining any estimates of consiomgbr the purpose of
billing where a meter read could not be obtained.
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Class R2—Bodies corporate onselling metered energyy residents for
use in premises within the limits of a site affecteéby that body
corporate

[This class will be closed to new entrants fromahuary 2015]

Note—This exemption is not intended to apply tareetent villages. Onselling
activities within retirement villages which mightherwise fall within this exemption
class will be subject to, and required to complthwhe conditions applying to class
R3.

An exemption is registrable for persons fallinghintthe following class:
Bodies corporate engaged in the onselling of engrggsidents where:

1. the energy is used for premises within the limfta site affected by that body
corporate, and

2. the premises are separately metered, and

3. the sale of energy does not satisfy the critenadgistrable exemption class R3,
and

4. the sale of energy commenced prior to 1 Januar$.201

Conditions

The following conditions apply under rule 153 te gale of energy to exempt
customers by exempt persons covered by the Classdi2rable exemption.

Condition 1 — Obligation to supply

1. An exempt person cannot refuse to sell energyciastomer who meets the
criteria for this exemption class, except in acaoike with relevant disconnection
provisions.

2. An exempt person cannot refuse to sell energyciastomer on the basis that the
customer owes the exempt person outstanding amfromisa previous account.
The exempt person can include in a new accounbatstanding amounts owed
on a previous account (except where the unpaid ata@ue for other premises for
which the customer has an ongoing contract witresteanpt person).

Condition 2 - Information provision

1. The exempt person must advise exempt customensjting, at the start of their
tenancy/residency of the following:

a. any right of the exempt customer, under stateroitdey laws, to elect to

purchase energy from a retailer of their choiceiaf@mation on the options
for metering that would allow this choice
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b. that the exempt person is not subject to all tHeyations of an authorised
retailer, and the exempt customer will not recéhesame protections as it
would if they were purchasing from an authorisediler

c. the exempt customer’s rights in relation to dispetolution including:

i. the exempt person’s procedures for handling dispammel complaints,
and

ii. any right that the exempt customer has to accessrtargy Ombudsman
scheme or any other relevant external dispute u@salbody in the state
or territory in which the exempt customer is locate

d. the conditions applicable to the exemption thatetkempt person is operating
under

e. the availability of relevant government or non-goweent energy rebates,
concessions and relief schemes

f. the forms of assistance available if the exemptocasr is unable to pay
energy bills due to financial difficulty, as wel ghe process the exempt
customer should follow to seek these forms of tmsce

g. the energy tariffs and all associated fees andgelsathat will apply to the
exempt customer in relation to the sale of energy

h. the flexible payment options that are availabltheoexempt customer in
relation to the sale of energy, such as arrangesrienpayment by periodic
instalments (bill smoothing)

I. contact numbers in the event of a gas or electrdaitlt or emergency.

2. In addition to the requirement to provide the infation at the commencement of
the exempt customer’s tenancy/residency, the indtion set out in paragraph 1
of this condition must be provided by the exemptpe at any time on request by
the exempt customer or the AER.

3. Once the determination comes into force in theveslestate or territory, the
information set out in paragraph 1 of this conditroust be provided by an
exempt person to existing exempt customers as agpnacticable but no later
than three months after the determination is indan the relevant state or
territory.

Condition 3 - Billing and payment arrangements

1. An exempt person must ensure that bills are iskmedch exempt customer at
least once every three months.

2. An exempt person must offer flexible payment oti@n relation to the sale of
energy) to an exempt customer who has identifiechelves as being in financial
difficulty. Flexible payment options may includeamgements for payment by
periodic instalments (bill smoothing) having regtod
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the customer’s capacity to pay,
any arrears owing by the customer, and

the customer’s expected energy consumption neegtstioe following
12 month period.

3. The requirements in paragraph 2 do not apply wtrer@xempt customer has:

a.

had two flexible payment arrangements cancellethbyexempt person in the
previous 12 months due to non-payment, or

been convicted of an offence involving illegal wéenergy in the previous
two years

4. An exempt person must include the following patacsiin a bill for an exempt
customer:

a.

b.

The name of the exempt customer.

The address of the exempt customer’s premises.

Date that the account was issued.

The identifier of the meter for the exempt custdmpremises.

The pay-by date for the bill.

Date of the current meter reading or estimatepplicable.

The dates to which the meter reading or estimgbéesp(billing period).
Days in the billing period.

Current meter reading or estimate in kilowatt hand/or cubic metres, as
applicable. Where the amount is an estimate, thistime clearly stated on the
bill.

Previous meter reading or estimate in kilowatt Bamd/or cubic metres, as
applicable. Where the amount is an estimate, thist toe clearly stated on the
bill.

The amount of energy consumed, or estimated t@bgutned, in the meter
reading period. For electricity, consumption musshown in kilowatt hours.
For gas, consumption must be shown in cubic meimdsnega joules and
must note the heating value and pressure conveiaibor that has been
applied (these must be the same as those applidekbigtailer from whom the
exempt person purchases gas for the site).

Tariffs, fees and charges applicable to the exemgtiomer.

. The basis on which tariffs, fees and charges doeileded.
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n. Any amount deducted, credited or received undevamment or non-
government funded energy charge rebate, concessi@tief scheme or under
a payment arrangement.

0. Details of the available payment methods.

p. A telephone number for account inquiries and comfda

Condition 4 - Estimation as basis for bills

1.

5.

An exempt person must use best endeavours to ethsuirdne meter for each
exempt customer is read and used as the basisydrilaissued.

An exempt person cannot rely on an estimation @itieter value at the start of an
energy supply arrangement with an exempt custoondoy the purpose of issuing
a final bill to an exempt customer.

An exempt person may base an exempt customer’srbdin estimation of the
exempt customer’s consumption of energy where xleenpt person is not able to
reasonably or reliably base the bill on an actueiemreading.

Where an estimation is used as the basis for a gixemstomer’s bill, the
estimation must be based on:

a. historical metering data for the exempt customasoeably available to the
exempt person, or

b. where this is not available, the average usageafgy by a comparable
customer over the corresponding period.

If a customer’s bill is based on an estimatiors thust be clearly stated on the
exempt customer’s bill.

Condition 5 - Pay-by date

2.

The pay-by date for a bill must not be less thadsness days from the date on
which the exempt person issues the bill.

Condition 6 - Receipts

1.

An exempt person must provide each exempt custwitiera receipt for any
amount paid for energy, except where payment has bede by:

a. direct debit, or
b. credit card over the phone and the customer isigedwvith a receipt number.

An exempt person must provide the exempt custontbrarseparate receipt if a
payment for energy was made together with a reyipat but has not been
separately identified on the rent receipt.
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Condition 7 - Pricing

1.

An exempt person must not charge the exempt custtamis higher than the
standing offer price that would be charged by tewant local area retailer for
new connections, if the local area retailer wersupply that quantity of energy
directly to the premises of the exempt customer.

An exempt person must provide notice to the exeragtomer of any change in
the exempt customer tariff as soon as practicaiole no later than the exempt
customer’s next bill.

An exempt person must not impose any charge oxemm@ customer that could
not be charged by the relevant local area retlilenew connections under a
standard retail contract.

An exempt person must limit any fee charged tostauer for late payment to a
recovery of reasonably incurred costs by the exgraggon as a result of the
customer’s late payment.

The requirements in paragraphs 1-4 do not applyenéernative pricing
requirements apply under applicable state or teyriegislation.

Where an exempt customer has been underchargedeaipt person can recover
the amount undercharged subject to the following:

a. Where the undercharging was not the result of Xieengt customer’s fault or
unlawful act or omission, the exempt person istiehito recovering the
amount undercharged in the 9 months before theahatehich the customer is
notified of the undercharging.

b. The exempt person cannot charge interest on thercimarged amount.

c. The exempt person must offer the exempt custommer to pay the
undercharged amount by instalments, over a peootmated by the customer
(up to12 months, but no longer than the periodefundercharging).

Where an exempt customer has been overchargedgearpeperson must inform
the customer within 10 business days after becommvaye of the overcharging
and repay the amount overcharged subject to thaafivlg:

a. Where the amount overcharged is $25 or more, tampkperson must refund
the amount to the exempt customer if requested,nar such request is made,
credit the amount to the exempt customer’s nekt\Wihere the exempt
customer no longer purchases energy from the exparpbn, the exempt
person must use best endeavours to refund the amdhm 10 business
days.

b. Where the amount overcharged is less than $2&x@@pt person must credit
that amount to the exempt customer’s next bill.

c. No interest is payable on the overcharged amount.
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d. Where the overcharging was the result of the exemgtiomer’s fault or
unlawful act or omission, the exempt person istkahito repaying the amount
overcharged in the 12 months before the date onhwthie error was
discovered.

Condition 8 - Payment difficulties and disconnectio or cessation of supply

1. Where an exempt customer informs the exempt pehsdrit is unable to pay
energy bills due to financial difficulty, the exehgerson must:

a. direct the exempt customer to the Australian gowvemt energy efficiency
website or another information resources with epefjciency advice, and

b. ensure that the exempt customer is aware of rel@aernment or non-
government energy rebates, concessions and rehefres, and

c. nhot charge the exempt customer a late paymenafek,
d. not charge the exempt customer a security deposit.

2. Subject to Condition 9, an exempt person must ratged with disconnection or
cessation of energy supply to an exempt customessithe following
requirements have been met:

a. the exempt customer has requested disconnection, or
b. continuity of supply to the premises would be uasaf

c. the exempt customer has not paid a bill by thelpaglate or has not adhered
to the terms of a payment plan, and:

i. following non-payment by the pay-by date, the exepgrson has given
the exempt customer a reminder notice requestigmeat by a date at
least 6 business days from the date of issue akthénder notice, has
offered the exempt customer more flexible paymemhs to pay any
amount outstanding and has restated the formssidtasce available if the
non-payment is due to financial difficulty, and

ii. following non-payment by the date specified in tminder notice, or the
establishment of more flexible payment terms, tkengot person has
given the exempt customer a disconnection warnatig@ informing the
exempt customer that disconnection may occur ifrgay of the
outstanding bill is not made by a date at least€irtess days from the date
of issue of the warning notice, and

iii. the exempt person has, after issuing the discolmmestarning notice,
used its best endeavours to contact the custonpargon or by telephone
in connection with the failure to pay, and

iv. the exempt customer has, by the date specifidukinlisconnection
warning notice, refused or failed to take any reabte action towards
settling the debt.
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3. Where an exempt customer is disconnected in aceoedaith paragraph 2(b) of
this condition, the exempt person must use its éedeavours to notify the
exempt customer in person or by telephone pritinéadisconnection, and must
arrange for reconnection of the premises as sopnaasicable.

4. This condition does not apply where state or wnyitenancy legislation sets out
the process and requirements for the disconneotieessation of energy supply
by the exempt person on the basis that they aaedidrd.

Condition 9 - When disconnection or cessation of gply is prohibited

1. An exempt person must not disconnect or cease gsapply to an exempt
customer’s premises where:

a. a person residing at the exempt customer’s premespsres life support
equipment that depends on energy for its operation,

b. an application has been made by or on behalf ofxleenpt customer for
assistance to an organisation responsible foraeeboncession or relief
available under any government or non-governmerddd energy charge
rebate, concession or relief scheme and a deasidhe application has not
been made, or

c. the exempt customer has made a complaint direslyad to the proposed
reason for disconnection or cessation of supplihecexempt person, the
energy Ombudsman or another relevant external tispsolution body and
the complaint remains unresolved, or

d. the disconnection or cessation of supply would oocu
I. abusiness day before 8am or after 3pm, or
ii. a Friday or the day before a public holiday, or
iii. aweekend or a public holiday, or

iv. the days between 20 December and 31 Decemberi(lmbtisive) in any
year.

2. For electricity, the exempt person must contaafigsributor to ask whether
disconnection of a retail customer in the releyansdiction would be prohibited
on that day due to extreme weather conditions. Wttex distributor confirms that
the disconnection of a retail customer would béhfirited on that day, the exempt
person must not disconnect the exempt customezimiges.

3. This condition does not apply where the exemptarust has requested
disconnection.

4. This condition does not apply where state or wnyitenancy legislation sets out
the process and requirements for the disconneotieessation of energy supply
by the exempt person on the basis that they aaedidrd.

102



5. This condition does not apply where the energy suagreement between the

exempt person and exempt customer has been teedinat

Condition 10 - Reconnection of supply

2. Where an exempt person has arranged for the discban of an exempt

customer’s premises and the exempt customer haswiid business days of the
disconnection:

a. if relevant, rectified the matter that led to thecdnnection, and
b. made a request for reconnection, and
c. paid any charge for reconnection,

the exempt person must reconnect the premisew/@re required, arrange with
the network operator to reconnect the premisespas as practicable.

Condition 11 - Concessions and rebates

1.

Where an exempt customer is eligible to receivexeemment or non-government
energy rebate, concession or assistance undaebsgieme, the exempt person
must not hinder an exempt customer’s attemptstebksh eligibility.

If the government or non-government energy relzaecession or assistance
under a relief scheme can only be claimed by tleengx person on behalf of the
exempt customer, the exempt person must use testireindeavours to make a
claim and, if successful, they must apply the rebabncession or assistance to
the exempt customer’s bill.

Condition 12 - Choice of retailer

1.

The exempt person must not seek to prevent an ex@mmer who is eligible
under applicable state or territory legislatiorptmchase energy from a retailer of
their choice from electing to do so, whether byuiggg the exempt customer to
waive their ability to choose a retailer or by wasenably hindering any metering
or network changes required to enable choice afleet

Condition 13 - Contact details

1.

An exempt person must provide a means of contaegdoount inquiries and
complaints which can be readily accessed by exeogibmers. Where a
telephone number is provided, the charge for thilsneust be no more than the
cost of a local call.

Condition 14 - Dispute resolution

1.

In the event of a dispute concerning the sale efggnto an exempt customer, and
in the absence of a determination of the relevamartcy tribunal, the exempt
person must:

a. make reasonable endeavours to resolve the disnde,
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b. advise the exempt customer of any right that themgt customer has to
access the energy Ombudsman scheme or any oteeamekexternal dispute
resolution body in the state or territory in whitie exempt customer is
located, if applicable.

Condition 15 - Life support customers

1. Where an exempt customer provides an exempt p&rsbrtonfirmation from a
registered medical practitioner that a person negidt the exempt customer’s
premises requires life support equipment, the exgm@agson must:

a. advise the person whose embedded distribution mktiie sale of energy is
occurring within (if different from the exempt perg that a person residing at
the premises requires life support equipment, and

b. advise the exempt person’s authorised retailerdsstdbutor that a person
residing at the premises requires life support@gent, and

c. provide the exempt person’s authorised retailerdisidibutor with any
relevant information about the premises for thgopees of updating their
records and registers.

2. An exempt person must maintain records of any exeogtomers who have life
support equipment that depends on energy for gsation on their premises.

Condition 16 - Continuity of supply

1. An exempt person must notify the exempt customedstiae AER immediately if
they are (or expect to be) disconnected, or treeamy likelihood that they will be
unable to continue onselling energy.

Condition 17 — Termination of energy supply agreenma

1. The arrangement through which an exempt personlisggmergy to an exempt
customer will terminate:

a. on a date agreed by the exempt person and exestohoer, or

b. five business days (or a different time agreedhieyexempt person and
exempt customer) from the date when the exempbomestgives the exempt
person a termination notice, or

c. atthe conclusion of the exempt customer’s leasth®premises to which the
energy is supplied, or

d. when the exempt customer starts receiving enetgy services from a
different retailer or exempt person, or

e. when a different exempt customer starts receivirgjamer retail services for
the premises, or
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f.

at the end of a period of 10 business days commgrmei the day the exempt
customers premises are disconnected, where thétiooisdor reconnection
have not been met.

2. Termination of an arrangement to supply energy adoé¢siffect any rights or
obligations that have already accrued under theesgent.

Condition 18 - Maintaining records

1. An exempt person must maintain records of the ahg for each of its exempt
customers:

a.

b.

The name of the exempt customer.

The address of the exempt customer’s premises.

The identifier of the meter for the exempt custdmpremises.
The date that the customer account was created.

Copies of any bills issued for the previous 12 rhent

The date of the most recent meter read for theoouest

The basis for determining any estimates of consiomgbr the purpose of
billing where a meter read could not be obtained.
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Class R3—Persons onselling metered energy to resnde for use
within the limits of a retirement village that they own, occupy or
operate, where the relationship between the persand the resident
Is governed by retirement village legislation

[This class will be closed to new entrants fromahuary 2015]
An exemption is registrable for persons fallinghintthe following class:
Persons engaged in the onselling of energy toeatsdvhere:

1. the energy is used for premises within the limfta site owned, occupied or
operated by the person, and

2. the premises are separately metered, and

3. the relationship between the person and the resisigoverned by retirement
village legislation, and

4. the sale of energy commenced prior to 1 Januar$.201

Conditions

The following conditions apply under rule 153 te gale of energy to exempt
customers by exempt persons covered by the Classdirable exemption.

Condition 1 — Obligation to supply

1. An exempt person cannot refuse to sell energyciastomer who meets the
criteria for this exemption class, except in acaoe with relevant disconnection
provisions.

2. An exempt person cannot refuse to sell energyciastomer on the basis that the
customer owes the exempt person outstanding amfromisa previous account.
The exempt person can include in a new accounbatstanding amounts owed

on a previous account (except where the unpaid ata@ue for other premises for

which the customer has an ongoing contract witretteanpt person).
Condition 2 - Information provision

1. The exempt person must advise exempt customensijting, at the start of their
tenancy/residency of the following:

a. any right of the exempt customer, under stateroitdey laws, to elect to
purchase energy from a retailer of their choice iaf@mation on the options
for metering that would allow this choice

b. that the exempt person is not subject to all tHeyations of an authorised
retailer, and the exempt customer will not recéhesame protections as it
would if they were purchasing from an authorisediler

c. the exempt customer’s rights in relation to dispetolution including:
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I. the exempt person’s procedures for handling dispamnel complaints, and

ii. any right that the exempt customer has to accessrtergy Ombudsman
scheme or any other relevant external dispute wgsalbody in the state
or territory in which the exempt customer is locate

d. the conditions applicable to the exemption thatekempt person is operating
under

e. the availability of relevant government or non-gaweent energy rebates,
concessions and relief schemes

f. the forms of assistance available if the exemptorner is unable to pay
energy bills due to financial difficulty, as well ¢he process the exempt
customer should follow to seek these forms of tmsce

g. the energy tariffs and all associated fees andgelsahat will apply to the
exempt customer in relation to the sale of energy

h. the flexible payment options that are availabltheoexempt customer in
relation to the sale of energy, such as arrangesnienpayment by periodic
instalments (bill smoothing)

I. contact numbers in the event of a gas or elegtriaiilt or emergency.

In addition to the requirement to provide the imation at the commencement of
the exempt customer’s tenancy/residency, the indtion set out in paragraph 1
of this condition must be provided by the exempspe at any time on request by
the exempt customer or the AER.

Once the determination comes into force in theveeiestate or territory, the
information set out in paragraph 1 of this conditroust be provided by an
exempt person to existing exempt customers as a®pnacticable but no later
than three months after the determination is indan the relevant state or
territory.

Condition 3 - Billing and payment arrangements

1.

2.

An exempt person must ensure that bills are istuedch exempt customer at
least once every three months.

An exempt person must offer flexible payment opti@n relation to the sale of
energy) to an exempt customer who has identifiechelves as being in financial
difficulty. Flexible payment options may includeargements for payment by
periodic instalments (bill smoothing) having regtsd

a. the customer’s capacity to pay,
b. any arrears owing by the customer, and

c. the customer’s expected energy consumption neegtstios following
12 month period.

107



3. The requirements in paragraph 2 do not apply wtrer@xempt customer has:

a.

had two flexible payment arrangements cancellethbyexempt person in the
previous 12 months due to non-payment, or

been convicted of an offence involving illegal wéenergy in the previous
two years

4. An exempt person must include the following patacsiin a bill for an exempt
customer:

a.

b.

The name of the exempt customer.

The address of the exempt customer’s premises.

Date that the account was issued.

The identifier of the meter for the exempt custdmpremises.

The pay-by date for the bill.

Date of the current meter reading or estimatepplicable.

The dates to which the meter reading or estimgbéesp(billing period).
Days in the billing period.

Current meter reading or estimate in kilowatt hand/or cubic metres, as
applicable. Where the amount is an estimate, thistime clearly stated on the
bill.

Previous meter reading or estimate in kilowatt Bamd/or cubic metres, as
applicable. Where the amount is an estimate, thist toe clearly stated on the
bill.

The amount of energy consumed, or estimated t@bgutned, in the meter
reading period. For electricity, consumption musshown in kilowatt hours.
For gas, consumption must be shown in cubic meimdsnega joules and
must note the heating value and pressure conveiaitor that has been
applied (these must be the same as those applidekbigtailer from whom the
exempt person purchases gas for the site).

Tariffs, fees and charges applicable to the exemgtiomer.

. The basis on which tariffs, fees and charges doeileded.

Any amount deducted, credited or received undevamgment or non-
government funded energy charge rebate, concessi@tief scheme or under
a payment arrangement.

Details of the available payment methods.
A telephone number for account inquiries and comfda
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Condition 4 - Estimation as basis for bills

1. An exempt person must use best endeavours to ethsuithe meter for each
exempt customer is read and used as the basisydrilaissued.

2. An exempt person cannot rely on an estimation @htieter value at the start of an
energy supply arrangement with an exempt custoondoy the purpose of issuing
a final bill to an exempt customer.

3. An exempt person may base an exempt customer'srbéin estimation of the
exempt customer’s consumption of energy where xleenpt person is not able to
reasonably or reliably base the bill on an actuetlemreading.

4. Where an estimation is used as the basis for agixemstomer’s bill, the
estimation must be based on:

a. historical metering data for the exempt customasoeably available to the
exempt person, or

b. where this is not available, the average usage&fgy by a comparable
customer over the corresponding period.

5. If a customer’s bill is based on an estimatiors thust be clearly stated on the
exempt customer’s bill.

Condition 5 - Pay-by date

1. The pay-by date for a bill must not be less thadsiness days from the date on
which the exempt person issues the bill.

Condition 6 - Receipts

1. An exempt person must provide each exempt custamtiera receipt for any
amount paid for energy, except where payment has bede by:

a. direct debit, or
b. credit card over the phone and the customer isigiedwvith a receipt number.

2. An exempt person must provide the exempt custontérarseparate receipt if a
payment for energy was made together with a reythpat but has not been
separately identified on the rent receipt.

Condition 7 - Pricing

1. An exempt person must not charge the exempt custtamifs higher than the
standing offer price that would be charged by tewant local area retailer for
new connections, if the local area retailer wersupply that quantity of energy
directly to the premises of the exempt customer.

2. An exempt person must provide notice to the exemagtomer of any change in
the exempt customer tariff as soon as practicalole no later than the exempt
customer’s next bill.
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3. An exempt person must not impose any charge oxemm@ customer that could
not be charged by the relevant local area retlilenew connections under a
standard retail contract.

4. An exempt person must limit any fee charged tosaauer for late payment to a
recovery of reasonably incurred costs by the exgraggon as a result of the
customer’s late payment

5. The requirements in paragraphs 1-4 do not applyendiéernative pricing
requirements apply under applicable state or teyriegislation.

6. Where an exempt customer has been underchargedeaipt person can recover
the amount undercharged subject to the following:

a. Where the undercharging was not the result of Xieen@t customer’s fault or
unlawful act or omission, the exempt person istiehito recovering the
amount undercharged in the 9 months before theaatehich the customer is
notified of the undercharging.

b. The exempt person cannot charge interest on thercimarged amount.

c. The exempt person must offer the exempt custommex to pay the
undercharged amount by instalments, over a peootmated by the customer
(up to12 months, but no longer than the periodefundercharging).

7. Where an exempt customer has been overchargedearpeperson must inform
the customer within 10 business days after becommvaye of the overcharging
and repay the amount overcharged subject to thaafilg:

a. Where the amount overcharged is $25 or more, tampkperson must refund
the amount to the exempt customer if requested,nar such request is made,
credit the amount to the exempt customer’s nekt\WWhere the exempt
customer no longer purchases energy from the exparpbn, the exempt
person must use best endeavours to refund the amgbm 10 business
days.

b. Where the amount overcharged is less than $2&x@@pt person must credit
that amount to the exempt customer’s next bill.

c. No interest is payable on the overcharged amount.

d. Where the overcharging was the result of the exemgtiomer’s fault or
unlawful act or omission, the exempt person istkahito repaying the amount
overcharged in the 12 months before the date onhwthie error was
discovered.

Condition 8 - Payment difficulties and disconnectio or cessation of supply

1. Where an exempt customer informs the exempt pehsdrit is unable to pay
energy bills due to financial difficulty, the exehgerson must:

a. direct the exempt customer to the Australian gowvemt energy efficiency
website or another information resources with epefjciency advice, and
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C.

d.

ensure that the exempt customer is aware of rel@@mernment or non-
government energy rebates, concessions and rehefres, and

not charge the exempt customer a late paymenafek,

not charge the exempt customer a security deposit.

2. Subject to Condition 9, an exempt person must ratged with disconnection or
cessation of energy supply to an exempt custonlessithe following
requirements have been met:

a.

b.

the exempt customer has requested disconnection, or
continuity of supply to the premises would be uasaf

the exempt customer has not paid a bill by thelpaglate or has not adhered
to the terms of a payment plan, and:

following non-payment by the pay-by date, the exepgrson has given the
exempt customer a reminder notice requesting patybyea date at least 6
business days from the date of issue of the remimakice, has offered the
exempt customer more flexible payment terms togmgyamount outstanding
and has restated the forms of assistance avaifahke non-payment is due to
financial difficulty, and

following non-payment by the date specified in thinder notice, and
failure to comply with more flexible payment terntise exempt person has
given the exempt customer a disconnection warnatg® informing the
exempt customer that disconnection may occur ifrgayt of the outstanding
bill is not made by a date at least 6 business ftays the date of issue of the
warning notice, and

the exempt person has, after issuing the discoiomesfarning notice, used its
best endeavours to contact the customer in pensoy telephone in
connection with the failure to pay, and

the exempt customer has, by the date specifidueinlisconnection warning
notice, refused or failed to take any reasonaltieratowards settling the
debt.

3. Where an exempt customer is disconnected in aceoedaith paragraph 2(b) of
this condition, the exempt person must use its éedéavours to notify the
exempt customer in person or by telephone pri¢iheéadisconnection, and must
arrange for reconnection of the premises as sopnaasicable.

This condition does not apply where state or tyitenancy legislation sets out

the process and requirements for the disconneotieessation of energy supply
by the exempt person on the basis that they aardidrd.

Condition 9 - When disconnection or cessation of pply is prohibited

1. An exempt person must not disconnect or cease gsapply to an exempt
customer’s premises where:
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a. a person residing at the exempt customer’s premegspsres life support
equipment that depends on energy for its operation,

b. an application has been made by or on behalf oéxleenpt customer for
assistance to an organisation responsible foraeeboncession or relief
available under any government or non-governmerddd energy charge
rebate, concession or relief scheme and a deasidhe application has not
been made, or

c. the exempt customer has made a complaint direglyad to the proposed
reason for disconnection or cessation of suppliheécexempt person, the
energy Ombudsman or another relevant external tispsolution body and
the complaint remains unresolved, or

d. the disconnection or cessation of supply would oocu
I. abusiness day before 8am or after 3pm, or
ii. a Friday or the day before a public holiday, or
iii. aweekend or a public holiday, or

iv. the days between 20 December and 31 Decemberi(mbtisive) in any
year.

2. For electricity, the exempt person must contaafigsributor to ask whether
disconnection of a retail customer in the releyansdiction would be prohibited
on that day due to extreme weather conditions. Wttex distributor confirms that
the disconnection of a retail customer would béhfirited on that day, the exempt
person must not disconnect the exempt customezimiges.

3. This condition does not apply where the exemptarust has requested
disconnection.

4. This condition does not apply where state or w@nyitenancy legislation sets out
the process and requirements for the disconneotieessation of energy supply
by the exempt person on the basis that they aaedidrd.

Condition 10 - Reconnection of supply

1. Where an exempt person has arranged for the diectian of an exempt
customer’s premises and the exempt customer hagwti® business days of the
disconnection:

a. if relevant, rectified the matter that led to thecdnnection, and
b. made a request for reconnection, and
c. paid any charge for reconnection,

the exempt person must reconnect the premisew/@re required, arrange with
the network operator to reconnect the premisespas as practicable.
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Condition 11 - Concessions and rebates

1.

Where an exempt customer is eligible to receive\eegment or non-government
energy rebate, concession or assistance undaebsgieme, the exempt person
must not hinder an exempt customer’s attemptstabksh eligibility.

If the government or non-government energy relmecession or assistance
under a relief scheme can only be claimed by tleegx person on behalf of the
exempt customer, the exempt person must use thsglireimdeavours to make a
claim and, if successful, they must apply the rebadncession or assistance to
the exempt customer’s bill.

Condition 12 - Choice of retailer

1.

The exempt person must not seek to prevent an exammer who is eligible
under applicable state or territory legislatioptochase energy from a retailer of
their choice from electing to do so, whether byuiggg the exempt customer to
waive their ability to choose a retailer or by wasenably hindering any metering
or network changes required to enable choice afleet

Condition 13 - Contact details

1.

An exempt person must provide a means of contacdoount inquiries and
complaints which can be readily accessed by exemgibmers. Where a
telephone number is provided, the charge for thilsnsust be no more than the
cost of a local call.

Condition 14 - Dispute resolution

1.

In the event of a dispute concerning the sale efggnto an exempt customer, and
in the absence of a determination of the relevamaricy tribunal, the exempt
person must:

a. make reasonable endeavours to resolve the dismde,

b. advise the exempt customer of any right that theemgt customer has to
access the energy Ombudsman scheme or any oteeamekexternal dispute
resolution body in the state or territory in whitle exempt customer is
located, if applicable.

Condition 15 - Life support customers

1.

Where an exempt customer provides an exempt p&brconfirmation from a
registered medical practitioner that a person negidt the exempt customer’s
premises requires life support equipment, the exgmgpson must:

a. advise the person whose embedded distribution mktiie sale of energy is
occurring within (if different from the exempt perg that a person residing at
the premises requires life support equipment, and

b. advise the exempt person’s authorised retailerdsstdbutor that a person
residing at the premises requires life support@gent, and
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C.

provide the exempt person’s authorised retailerdisigibutor with any
relevant information about the premises for thgopees of updating their
records and registers.

2. An exempt person must maintain records of any exeagtomers who have life
support equipment that depends on energy for gsadipn on their premises.

Condition 16 - Continuity of supply

1. An exempt person must notify the exempt customedstiae AER immediately if
they are (or expect to be) disconnected, or treeamy likelihood that they will be
unable to continue onselling energy.

Condition 17 — Termination of energy supply agreenmg

1. Need to include the relevant grounds for termimaffom clause 70 of the Retail
Rules

Condition 18 - Maintaining records

1. An exempt person must maintain records of the wahg for each of its exempt
customers:

a.

b.

The name of the exempt customer.

The address of the exempt customer’s premises.

The identifier of the meter for the exempt custospremises.
The date that the customer account was created.

Copies of any bills issued for the previous 12 rhent

The date of the most recent meter read for theoouest

The basis for determining any estimates of consiomfor the purpose of
billing where a meter read could not be obtained.
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Class R4—Persons onselling metered energy to resnde for use in
premises within the limits of a caravan park, resiéntial park or
manufactured home estate site that they own, occumr operate,
where the premises are the principal place of resahce for the
resident

Note—In practice, persons operating these sitesanagll energy to both short term
holidaymakers and residents whose principal pldcesidence is within the site.
Where this occurs, Class D3 will apply to the sdlenergy to short term
holidaymakers, and Class R4 will apply to the sdlenergy to residents whose
principal place of residence is within the site.

An exemption is registrable for persons fallinghintthe following class:
Persons engaged in the onselling of energy toeetsdvhere:

1. the energy is used for premises within the limfta oaravan park, residential park
or manufactured home estate site owned, occupiegemated by the person, and

2. the premises are separately metered, and
3. the premises are the resident’s principal placesitience.

For the purposes of this exemption, a referene@e‘poincipal place of residence’
means the primary premises that a person inhdbtses not matter what kind of
dwelling it is, as long as it is where the persggad most of the time.

Conditions

The following conditions apply under rule 153 te gale of energy to exempt
customers by exempt persons covered by the Classdistrable exemption.

Condition 1 — Obligation to supply

1. An exempt person cannot refuse to sell energyciastomer who meets the
criteria for this exemption class, except in acaoie with relevant disconnection
provisions.

2. An exempt person cannot refuse to sell energyciastomer on the basis that the
customer owes the exempt person outstanding amfromisa previous account.
The exempt person can include in a new accounbatsfanding amounts owed
on a previous account (except where the unpaid ata@ue for other premises for
which the customer has an ongoing contract witretteanpt person).

Condition 2 - Information provision

1. The exempt person must advise exempt customensjting, at the start of their
tenancy/residency of the following:
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a. any right of the exempt customer, under stateroitdey laws, to elect to
purchase energy from a retailer of their choiceiaf@mation on the options
for metering that would allow this choice

b. that the exempt person is not subject to all tHeyations of an authorised
retailer, and the exempt customer will not recéhesame protections as it
would if they were purchasing from an authorisediler

c. the exempt customer’s rights in relation to dispesolution including:
I. the exempt person’s procedures for handling dispammel complaints, and

ii. any right that the exempt customer has to accessrtergy Ombudsman
scheme or any other relevant external dispute wgsalbody in the state
or territory in which the exempt customer is lochate

d. the conditions applicable to the exemption thatetkempt person is operating
under

e. the availability of relevant government or non-goweent energy rebates,
concessions and relief schemes

f. the forms of assistance available if the exemptocasr is unable to pay
energy bills due to financial difficulty, as wel ghe process the exempt
customer should follow to seek these forms of tmsce

g. the energy tariffs and all associated fees andgelsathat will apply to the
exempt customer in relation to the sale of energy

h. the flexible payment options that are availabltheoexempt customer in
relation to the sale of energy, such as arrangesrienpayment by periodic
instalments (bill smoothing)

I. contact numbers in the event of a gas or electraitlt or emergency.

In addition to the requirement to provide the imfation at the commencement of
the exempt customer’s tenancy/residency, the indtion set out in paragraph 1
of this condition must be provided by the exemptpe at any time on request by
the exempt customer or the AER.

Once the determination comes into force in theveeiestate or territory, the
information set out in paragraph 1 of this conditroust be provided by an
exempt person to existing exempt customers as agpnacticable but no later
than three months after the determination is indan the relevant state or
territory.

Condition 3 - Billing and payment arrangements

1.

An exempt person must ensure that bills are istuedch exempt customer at
least once every three months.

An exempt person must offer flexible payment oti@n relation to the sale of
energy) to an exempt customer who has identifiechelves as being in financial
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difficulty. Flexible payment options may includeamgements for payment by
periodic instalments (bill smoothing) having regtod

a. the customer’s capacity to pay,
b. any arrears owing by the customer, and

c. the customer’s expected energy consumption neegtstioe following
12 month period.

. The requirements in paragraph 2 do not apply wtierexempt customer has:

a. had two flexible payment arrangements cancellethbyexempt person in the
previous 12 months due to non-payment, or

b. been convicted of an offence involving illegal usenergy in the previous
two years

. An exempt person must include the following patacsiin a bill for an exempt
customer:

a. The name of the exempt customer.

b. The address of the exempt customer’s premises.

c. Date that the account was issued.

d. The identifier of the meter for the exempt custospremises.

e. The pay-by date for the bill.

f. Date of the current meter reading or estimateppicable.

g. The dates to which the meter reading or estimgbéezp(billing period).
h. Days in the billing period.

I. Current meter reading or estimate in kilowatt hand/or cubic metres, as
applicable. Where the amount is an estimate, thistime clearly stated on the
bill.

j.  Previous meter reading or estimate in kilowatt Bamd/or cubic metres, as
applicable. Where the amount is an estimate, thist toe clearly stated on the
bill.

k. The amount of energy consumed, or estimated t@bsumned, in the meter
reading period. For electricity, consumption musshown in kilowatt hours.
For gas, consumption must be shown in cubic meimdsnega joules and
must note the heating value and pressure conveiaibor that has been
applied (these must be the same as those applidekbgtailer from whom the
exempt person purchases gas for the site).

|. Tariffs, fees and charges applicable to the exemgtiomer.
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m. The basis on which tariffs, fees and charges doelleded.

n. Any amount deducted, credited or received undevamment or non-
government funded energy charge rebate, concessi@tief scheme or under
a payment arrangement.

0. Details of the available payment methods.

p. A telephone number for account inquiries and comfda

Condition 4 - Estimation as basis for bills

1.

An exempt person must use best endeavours to ethsurdne meter for each
exempt customer is read and used as the basisydrilaissued.

. An exempt person cannot rely on an estimation ®intieter value at the start of an

energy supply arrangement with an exempt custoondoy the purpose of issuing
a final bill to an exempt customer.

An exempt person may base an exempt customer’srbdin estimation of the
exempt customer’s consumption of energy where xleenpt person is not able to
reasonably or reliably base the bill on an actuetlemreading.

Where an estimation is used as the basis for a gixeunstomer’s bill, the
estimation must be based on:

a. historical metering data for the exempt customasoeably available to the
exempt person, or

b. where this is not available, the average usage&fgy by a comparable
customer over the corresponding period.

If a customer’s bill is based on an estimatiors thust be clearly stated on the
exempt customer’s bill.

Condition 5 - Pay-by date

1.

The pay-by date for a bill must not be less thabdsiness days from the date on
which the exempt person issues the bill.

Condition 6 - Receipts

1.

An exempt person must provide each exempt custwitiera receipt for any
amount paid for energy, except where payment has bede by:

a. direct debit, or
b. credit card over the phone and the customer isigedwvith a receipt number.
An exempt person must provide the exempt custontbrarseparate receipt if a

payment for energy was made together with a reythpat but has not been
separately identified on the rent receipt.
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Condition 7 - Pricing

1.

An exempt person must not charge the exempt custtamis higher than the
standing offer price that would be charged by tHewant local area retailer for
new connections, if the local area retailer wersupply that quantity of energy
directly to the premises of the exempt customer.

An exempt person must provide notice to the exeragtomer of any change in
the exempt customer tariff as soon as practicalole no later than the exempt
customer’s next bill.

An exempt person must not impose any charge oxemm@ customer that could
not be charged by the relevant local area retlilenew connections under a
standard retail contract.

An exempt person must limit any fee charged tostauer for late payment to a
recovery of reasonably incurred costs by the exgraggon as a result of the
customer’s late payment.

The requirements in paragraphs 1-4 do not applyenéernative pricing
requirements apply under applicable state or teyriegislation.

Where an exempt customer has been underchargedeapt person can recover
the amount undercharged subject to the following:

a. Where the undercharging was not the result of Xieen@t customer’s fault or
unlawful act or omission, the exempt person istiehito recovering the
amount undercharged in the 9 months before theahatehich the customer is
notified of the undercharging.

b. The exempt person cannot charge interest on thercimarged amount.

c. The exempt person must offer the exempt custommer to pay the
undercharged amount by instalments, over a peootmated by the customer
(up to12 months, but no longer than the periodefundercharging).

Where an exempt customer has been overchargedgearpeperson must inform
the customer within 10 business days after becommvaye of the overcharging
and repay the amount overcharged subject to thaafivlg:

a. Where the amount overcharged is $25 or more, tampkperson must refund
the amount to the exempt customer if requested,nar such request is made,
credit the amount to the exempt customer’s nekt\Wihere the exempt
customer no longer purchases energy from the exparpbn, the exempt
person must use best endeavours to refund the amdhm 10 business
days.

b. Where the amount overcharged is less than $2&x@@pt person must credit
that amount to the exempt customer’s next bill.

c. No interest is payable on the overcharged amount.
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d. Where the overcharging was the result of the exemgtiomer’s fault or
unlawful act or omission, the exempt person istkahito repaying the amount
overcharged in the 12 months before the date onhwthie error was
discovered.

Condition 8 - Payment difficulties and disconnectio or cessation of supply

1. Where an exempt customer informs the exempt pehsdrit is unable to pay
energy bills due to financial difficulty, the exehgerson must:

a. direct the exempt customer to the Australian gowvemt energy efficiency
website or another information resources with epefjciency advice, and

b. ensure that the exempt customer is aware of rel@aernment or non-
government energy rebates, concessions and rehefres, and

c. nhot charge the exempt customer a late paymenafek,
d. not charge the exempt customer a security deposit.

2. Subject to Condition 9, an exempt person must ratged with disconnection or
cessation of energy supply to an exempt customessithe following
requirements have been met:

a. the exempt customer has requested disconnection, or
b. continuity of supply to the premises would be uasaf

c. the exempt customer has not paid a bill by thelpaglate or has not adhered
to the terms of a payment plan, and:

d. following non-payment by the pay-by date, the exepgrson has given the
exempt customer a reminder notice requesting palbhea date at least 6
business days from the date of issue of the remimoléce, has offered the
exempt customer more flexible payment terms togryamount outstanding
and has restated the forms of assistance avaifahke non-payment is due to
financial difficulty, and

e. following non-payment by the date specified in tminder notice, and
failure to comply with more flexible payment terntise exempt person has
given the exempt customer a disconnection warnatig® informing the
exempt customer that disconnection may occur ifrgayt of the outstanding
bill is not made by a date at least 6 business ftays the date of issue of the
warning notice, and

f. the exempt person has, after issuing the discolmmestarning notice, used its
best endeavours to contact the customer in pensby telephone in
connection with the failure to pay, and

g. the exempt customer has, by the date specifidukinlisconnection warning

notice, refused or failed to take any reasonaltiermtowards settling the
debt.
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3. Where an exempt customer is disconnected in aceoedaith paragraph 2(b) of
this condition, the exempt person must use its &edeavours to notify the
exempt customer in person or by telephone pritinéadisconnection, and must
arrange for reconnection of the premises as sopnaasicable.

4. This condition does not apply where state or wnyitenancy legislation sets out
the process and requirements for the disconneotieessation of energy supply
by the exempt person on the basis that they aaedidrd.

Condition 9 - When disconnection or cessation of gply is prohibited

1. An exempt person must not disconnect or cease gsapply to an exempt
customer’s premises where:

a. a person residing at the exempt customer’s premegspsres life support
equipment that depends on energy for its operation,

b. an application has been made by or on behalf ofxleenpt customer for
assistance to an organisation responsible foraeeboncession or relief
available under any government or non-governmerddd energy charge
rebate, concession or relief scheme and a deasidhe application has not
been made, or

c. the exempt customer has made a complaint direslyad to the proposed
reason for disconnection or cessation of supplihecexempt person, the
energy Ombudsman or another relevant external tispsolution body and
the complaint remains unresolved, or

d. the disconnection or cessation of supply would oocu
I. abusiness day before 8am or after 3pm, or
ii. a Friday or the day before a public holiday, or
iii. aweekend or a public holiday, or

iv. the days between 20 December and 31 Decemberi(lmbtisive) in any
year.

2. For electricity, the exempt person must contaafigsributor to ask whether
disconnection of a retail customer in the releyansdiction would be prohibited
on that day due to extreme weather conditions. Wttex distributor confirms that
the disconnection of a retail customer would béhfirited on that day, the exempt
person must not disconnect the exempt customezimiges.

3. This condition does not apply where the exemptarust has requested
disconnection.

4. This condition does not apply where state or w@nyitenancy legislation sets out
the process and requirements for the disconneotieessation of energy supply
by the exempt person on the basis that they aaedidrd.
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Condition 10 - Reconnection of supply

1.

Where an exempt person has arranged for the disctian of an exempt
customer’s premises and the exempt customer haswiid business days of the
disconnection:

a. if relevant, rectified the matter that led to thecdnnection, and
b. made a request for reconnection, and
c. paid any charge for reconnection,

the exempt person must reconnect the premisew/@re required, arrange with
the network operator to reconnect the premisespas as practicable.

Condition 11 - Concessions and rebates

1.

Where an exempt customer is eligible to receivexeemment or non-government
energy rebate, concession or assistance undaebsgieme, the exempt person
must not hinder an exempt customer’s attemptstebksh eligibility.

If the government or non-government energy relzaecession or assistance
under a relief scheme can only be claimed by tleengx person on behalf of the
exempt customer, the exempt person must use testireindeavours to make a
claim and, if successful, they must apply the rebabncession or assistance to
the exempt customer’s bill.

Condition 12 - Choice of retailer

1.

The exempt person must not seek to prevent an ex@mmer who is eligible
under applicable state or territory legislatiorptmchase energy from a retailer of
their choice from electing to do so, whether byuiggg the exempt customer to
waive their ability to choose a retailer or by wasenably hindering any metering
or network changes required to enable choice aflest

Condition 13 - Contact details

1.

An exempt person must provide a means of contaetdoount inquiries and
complaints which can be readily accessed by exeogibmers. Where a
telephone number is provided, the charge for thilsneust be no more than the
cost of a local call.

Condition 14 - Dispute resolution

1.

In the event of a dispute concerning the sale efggnto an exempt customer, and
in the absence of a determination of the relevamartcy tribunal, the exempt
person must:

a. make reasonable endeavours to resolve the disnde,

b. advise the exempt customer of any right that theemgt customer has to
access the energy Ombudsman scheme or any oteeamekexternal dispute
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resolution body in the state or territory in whitie exempt customer is
located, if applicable.

Condition 15 - Life support customers

1. Where an exempt customer provides an exempt p&rsbrtonfirmation from a
registered medical practitioner that a person negidt the exempt customer’s
premises requires life support equipment, the exgm@agson must:

a. advise the person whose embedded distribution mktiie sale of energy is
occurring within (if different from the exempt perg that a person residing at
the premises requires life support equipment, and

b. advise the exempt person’s authorised retailerdsstdbutor that a person
residing at the premises requires life support@gent, and

c. provide the exempt person’s authorised retailerdisidibutor with any
relevant information about the premises for thgopees of updating their
records and registers.

2. An exempt person must maintain records of any exengtomers who have life
support equipment that depends on energy for gsabipn on their premises.

Condition 16 - Continuity of supply

1. An exempt person must notify the exempt customedstiae AER immediately if
they are (or expect to be) disconnected, or treeamy likelihood that they will be
unable to continue onselling energy.

Condition 17 — Termination of energy supply agreentg

1. Need to include the relevant grounds for termimafrom clause 70 of the Retail
Rules

Condition 18 - Maintaining records

1. An exempt person must maintain records of the fahg for each of its exempt
customers:

a. The name of the exempt customer.

b. The address of the exempt customer’s premises.

c. The identifier of the meter for the exempt custospremises.
d. The date that the customer account was created.

e. Copies of any bills issued for the previous 12 rhent

f. The date of the most recent meter read for theoouest

g. The basis for determining any estimates of consiomgbr the purpose of
billing where a meter read could not be obtained.
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Class R5—Persons onselling metered energy to largastomers
An exemption is registrable for persons fallinghintthe following class:

Persons engaged in the onselling of metered erterigyge customers.

Conditions

The following conditions apply under rule 153 te gale of energy to exempt
customers by exempt persons covered by the Classdifirable exemption.

Condition 1 - Information provision

1. The exempt person must advise exempt customensijting, at the start of their
tenancy that a retailer of last resort will notsagomatically appointed for the
customer if the onseller ceases to supply energy.

Condition 2 - Choice of retailer

1. The exempt person must not seek to prevent an ex@mmer who is eligible
under applicable state or territory legislatiorptmchase energy from a retailer of
their choice from electing to do so, whether byuiggg the exempt customer to
waive their ability to choose a retailer or by wasenably hindering any metering
or network changes required to enable choice aflest
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