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Shortened forms

ACCC Australian Competition and Consumer Commission

AER Australian Energy Regulator

CCG Consumer Consultative Group

Gas Law National Gas Law

Electricity Law National Electricity Law

Procedures and These AER Compliance Procedures and Guidelineslojged under s. 281 of
Guidelines the National Energy Retail Law

regulated entity Has the meaning given in s. hefNational Energy Retail Law
Retail Law National Energy Retail Law

Retail Regulations National Energy Retail Regulaio

Retail Rules National Energy Retail Rules

Gas Law National Gas Law

Gas Rules National Gas Rules

Electricity Law National Electricity Law

Electricity Rules National Electricity Rules

ACCC/AER ACCC-AER Information policy: The collection, use aisclosure of
Information Policy information available from the AER’s web site




1 Introduction

1.1 Purpose of these Procedures and Guidelines

1.1.1  The AER Performance Reporting Proceduresandelines (Procedures
and Guidelines) set out the manner and form in whegulated entities
must submit information and data to the AER retatmtheir performance
under the National Energy Retail Law (Retail Law)ldNational Energy
Retail Rules (Retail Rules), including the datesubych it must be
submitted"

1.1.2 Regulated entities are required to submatrimétion and data to the AER in

the manner prescribed by these Procedures and lBeife

1.2  Application of these Procedures and Guidelines

1.2.1  These Procedures and Guidelines apply tdateglentities in a
participating jurisdiction from the date the Retaaw and Rules commence
in that participating jurisdiction. The AER willpert on regulated entities’
performance under the Retail Law and Rules frorhdhage.

1.3 Confidentiality and use of information

1.3.1  The AER’s obligations regarding confidentialind disclosure of
information provided to it by a regulated entitg governed by the Retalil
Law, National Electricity Law (Electricity Law), Nianal Gas Law (Gas
Law) and theCompetition and Consumer Act 201Gth). For further
information refer to th&CCC—AER Information policy: The collection, use
and disclosure of informatiofACCC/AER Information Policy), available
from the AER’s web sit8.

1.3.2  Where information is obtained by the AER urtle Retail Law, the AER

may use the information for a purpose connectel thigt performance or

1
2
3

s. 286, National Energy Retail Law.
s. 282, National Energy Retail Law.
http://www.aer.gov.au/content/index.phtml/tag/adiliRations/




1.3.3

1.4

14.1

exercise of its functions or powers under the Eiety Law, Electricity

Rules, Gas Law or Gas Rulés.

Information may be shared between the AERADGC under sections
44AAF and 157A of th€ompetition and Consumer Act 20(Txh). As set
out in the ACCC/AER Information Policy, if the ACG# the AER has
obtained information in the course of one matteicWlis relevant to another
matter, the ACCC or the AER will, in general, shanel use that
information in the context of the other matter gabjto any specific legal

requirement to the contrary.

Processes for guideline revision

The AER may amend or replace these Procedace&uidelines from time
to time in accordance with the retail consultafwocedure set out in Part 12
of the Retail Rules.

ss. 216, 274(2) and 284(2), National Energy Retaw.
® s.286(40, National Energy Retail Law; r. 173tidlaal Energy Retail Rules.




2 Obligation to submit information and data

on performance to the AER

2.1 Reporting requirements for regulated entities

21.1 Regulated entities must submit informatiod data relating to their
performance to the AER in the manner and form (idicig by the date or

dates) required by these Procedures and Guidélines.

2.1.2 The information and data to be submitted underetfi¥scedures and
Guidelines is outlined in s282(1)(a)-(b) of the &kettaw and relates to:

(a) the performance of the entity against the $taplprogram indicators

and distributor service standards; and

(b) the activities of the entity in relation tcetbther matters that are
required by the Retail Rules to be included intairenarket performance
report.

2.1.3  The AER has listed the information and dia# is required to be submitted
to the AER under these Procedures and Guidelinggifollowing
schedules:

(a) Schedule 1 — Glossary;

(b) Schedule 2 — Retail market overview;

(c) Schedule 3 — Retail market activities report;
(d) Schedule 4 — Hardship program indicafprs

(e) Schedule 5 — Distribution service standards, aasatiGSL schemes

and small claims compensation regimes.

s. 282(1), National Energy Retail Law.
r. 75, National Energy Retail Rules.
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2.1.5

2.16

2.2

The AER may use any information or data mredito it under s. 282(2) of
the Retail Law for the preparation of retail margetformance reports; or

reports under the Retail Law, Electricity Law orsGaaw.

Failure to submit information and data refdro in this s. 282(1) of the
Retail Law in the manner and form required by tliEeRAPerformance
Procedures and Guidelines is a breach of the Retai) and may attract
civil penalties® If a corporation contravenes this obligation tongdy, each
officer of the corporation is to be taken to havatcavened this obligation if
the officer knowingly authorised or permitted thentravention or breach.
An officer of a corporation may be proceeded agairtether or not

proceedings have been taken against the corpoiigizifr’

TheCriminal Code Act 199%Cth) makes it a serious offence to give
information to the AER knowing it to be false orsheiading or omitting any
matter or thing without which the information issi@iading. If found guilty
of such an offence, a penalty may be imposed uhe@éZrimes Act 1914
(Cth).

Date(s) by which information and data must be

submitted

Quarterly indicators — intra-financial year reports

221

Intra-financial year reports on quarterlyfpenance indicators must be

submitted in writing to the AER by the followingtda:

(a) The report for the period 1 July to 30 Septembes (D.1 report) must
be submitted to the AER no later than 31 Octobeaich year;

(b) The report for the period 1 October to 31 Decenfther Q.2 report)
must be submitted to the AER no later than 31 Jgnnaeach year;

ss. 282(1) and 4, National Energy Retail Law.

9
10

s. 304(1), National Energy Retail Law
s. 304(2), National Energy Retail Law




(c) The report for the period 1 January to 31 Marck {h3 report) must
be submitted to the AER no later than 30 April acle year.

Quarterly indicators — end of financial year report S

2.2.2

A consolidated written report (Q.4 report)adinquarterly performance
indicators for the relevant financial year musshemitted by 31 August in
each year. The consolidated report must containfaltmation and data
required for quarterly indicators for the periodfril to 30 June, as well as
that previously submitted to the AER in Q.1, Q.2 &n3 reports for the

relevant financial year.

Annual indicators — end of financial year reports

2.2.3

2.3

231

2.3.2

2.3.3

234

Reports on annual performance indicators meisubmitted in writing to
the AER no later than 31 August for the precedingricial year, together
with the Q.4 report submitted under clause 2.2.2.

Manner and form in which information and data

must be submitted

Written reports submitted by a regulatedtgminder clauses 2.2.1, 2.2.2 and
2.2.3 must be:

(a) prepared using the pro-forma in Appendix A.1; and

(b) accompanied by a completed AER Performance Regofemplate
(see Appendix A.2).

Information and data must be provided on athig, quarterly and/or

annual basis as specified in the AER Performangofag Template.

Unless otherwise specified in the AER Pertorae Reporting Template,

data must be reported on a jurisdictional basis.

To ensure robust interpretation of this ddwa AER encourages regulated
entities to provide accompanying commentary ingiteeforma provided
(Appendix A.3). The commentary should highlight axgblain key factors
relevant to the level of and trends in performarfi¢ee AER may also seek
further information from regulated entities to as&n understanding and

interpreting any information and data provided.




2.3.5 Intra-financial year reports on quarterlyfpenance indicators under clause
2.2.1 must be signed by the Chief Executive Off(€O) of the regulated
entity or a delegate appointed by the CEO for pligose.

2.3.6 End of financial year reports on quarterlgt annual performance indicators
under clauses 2.2.2 and 2.2.3 must be signed b@H of the regulated
entity.

2.4  Process for submission of reports

241 Reports must be submitted by email to thefxecutive Officer,
Australian Energy Regulator AERInquiry@aer.gov.auwvith subject
heading “RETAIL MARKET PERFORMANCE REPORT [Q.1/243~
Attention CEO”.




Schedule 1: Glossary and general reporting conventi ons

Glossary

Customer:

Small customer:

Residential customer:

Small business customer:
Small market offer customer:
Large customer:

Hardship program customer:

Energy concession customer:

Prepayment meter customer:

Participating jurisdiction:

Relevant reporting period:

has the meaning given in sections 2 ghdob the Retail Law. Different customer categenmust be identified for different indicators,
as specified in the tables below. Unless othergfgeified, the following definitions apply:

has the meaning given in secticarsd?5(2) of the Retail Law, and includes residgmiistomers and small business customers.
has the meaning given inaeétof the Retail Law.

has the meaning giveecitiosis 2 and 5(2)(b) of the Retail Law, and inelsigmall market offer customers.

has the meaning ginesection 5(4) of the Retail Law.
has the meaning given in sectiBh &{(the Retail Law.

means a residentiabmestwho has been accepted into, or is particigatina retailer’'s hardship program.

means a residentigdroes that is recorded by the retailer as beindgledtto receive an energy concession, where theassion is
administered or delivered by the retailer. Additibexplanatory detail is provided in Schedule 3.

means a small custasirey a prepayment meter system (PPM) under a pnegratymeter market retail contract for electricitygas,
and includes customers using a PPM during a teebgd.

means a jurisdictionvitnich the Retail Law, Rules and Regulations hasroenced in whole or in part. For this purpose Reé&il
Law, Rules and Regulations are taken to have cormeaeon the date from which the provisions of thealReaw, Rules and
Regulations apply to regulated entities in thaispliction.

means the period byreefee to which an indicator is to be measured,roexband submitted to the AER.

e.g. If the relevant reporting period for an indicds ‘Quarterly’, data must be recorded for thaarter (at the required interval) and
submitted to the AER at the conclusion of the cgrart




Previous 12 months is the 12 month (four quarterjgal prior to the end of (but including) the redev reporting period.

Previous 24 months is the 24 month (eight quageniod prior to the end of (but including) the ealar month to which the report
applies.

General reporting conventions

Reporting frequency

Fuel type (electricity, gas)

Participating jurisdictions

Customer category

Different protocols apply téfetient indicators:

Data for a specified relevant reporting period hayequired in respect of intervals within thatipere.g. If the relevant reporting
period for an indicator is ‘Quarterly”, a regulatexdtity may be required to record data for eachtmaiithin the quarter, and that
monthly data submitted to the AER at the conclusibthe quarter.

Data for a specified relevant reporting period rhayequired in aggregate/total or as an averagéfehg relevant reporting period for
an indicator is ‘Quarterly’, data may be requiracggregate for that quarter, or as an averagetbaequarter.

Data for a specified relevant reporting period rhayequired by reference to the period as a wioolat a fixed point in time within
that period e.qg. If the relevant reporting perioddn indicator is ‘Quarterly’, data may be reqdine aggregate/on average for that
guarter, or as at the last calendar day of thattgua

Data must be reposteplarately for electricity and gas for all indigatanless otherwise specified.

A customer who purchases both gas and electrigity fa single retailer must be counted as one @#gtcustomerand one gas
customer.

Dual fuel customers wilhot be counted separately.
Data must be reportepgasately for each participating jurisdiction uslesherwise specified.

Data must be reported sepaffatetgsidential customers, small business custoargddarge customers unless otherwise specified.

Additional customer categories may apply to palicindicators.




Schedule 2: R

Definitions

etail market overview

No additional definitions apply.

Indicators

Indicator

Information and data required

Relevant
reporting period

S2.1The number of Retailers are required to submit; Quarterly
customers on . -
standard retail (a) the total number of standard retail contracts liergupply of electricity, and
contracts (b) the total number of standard retail contracts liergupply of gas,
held on the last calendar day of the relevant tempperiod in each of the following customer categs:
i. Residential customers
ii. Small business customers
For the purposes of this indicator, the numberamitiacts held by small business customers mustdsepted as includin
small market offer customers.
A customer who purchases both gas and electricieua single standard retail contract with a ketahould be counted
as one electricity customer and one gas customer.
S2.2The number of Retailers are required to submit: Quarterly

customers on marke
retail contracts

t(a) the total number of market retail contracts forsheply of electricity, and
(b) the total number of market retail contracts for$heply of gas,
held on the last calendar day of the relevant tempperiod in each of the following customer categs:
i. Residential customers

ii. Small business customers




iii. Large customers

For the purposes of this indicator, the numberamitiacts held by small business customers mustdsepted as including
small market offer customers.

A customer who purchases both gas and electriaitieua single market retail contract with a retaslgould be counted
as one electricity customer and one gas customer.

S2.30ffer of Standard Retailers are required to inform the AER whethewythffer small market offer customers standardiretatracts, or only | Quarterly
retail contracts to market retail contracts.
small market offer
customers

10




Schedule 3: Retail market activities report

Customer service and complaints

Definitions

Automated or Integrated Voice Respc include technology which allows customers to ser¥iweir own enquiries by following the instructicersd navigating menu
(IVR) telephone systems: choices via the telephone keypad or by speech niomy

Complaint: means ‘an expression of dissatisfaatiale to an organisation, related to its productises, or the complaints-handling process
itself, where a response or resolution is expliaitl implicitly expected’. Complaints can be madepéerson, by telephone or in
writing (for example, letter, email, facsimile).

For the avoidance of doubt, complaints includeftiiewing type of contacts:

= Where a customer expresses dissatisfaction and se@sponse or resolution regarding the condatiba proposed action,
or failure to act by the retailer, its employeegers, contractors or other representatives. Tialsides failure by the retailer
to observe its published or agreed practices arguhares or in respect of a product or service effer provided by the
retailer or its representatives;

= Where a customer threatens to involve, or enqutemit the possibility of involving, a third parfgr example, the
jurisdictional energy ombudsman or Member of Paréat;

=  Where a complaint is directed to the retailer ohabieof the customer by an energy ombudsman scheme.

Billing complaint: includes (but is not limited ta)complaint regarding prices, overcharging, hiljls,billing errors, payment terms and methods,
failure to receive government rebates and debtveggractices including complaints about imminand actual disconnection,
etc.

Energy marketing complaint: includes (but is notiled to) a complaint associated with a retailer'#ts agents/representatives’ actions in seelirgign up a

small customer for a contract for energy supplyiserand may include maters such as the sales agpar conduct, advertising
campaigns, contract terms, sales techniques, mislgaonduct, etc.

Customer transfer complaint: includes (but is motted to) a complaint regarding the financial resgibility for a customer’s electricity or gas auoobbeing
transferred to either an existing or new retailet enay also include general transfer complaints siscfailure to transfer within a

11



Other complaints:

certain period, disruption of supply due to transfied billing problems directly associated withmster, etc.

include any complaint not incldidie the definitions of billing, energy marketingdacustomer transfer complaints above.

Indicators

Indicator

Information and data required

Relevant reporting
period

S3.1. Total number of calls to
an operator

For all participating jurisdictions, customer caiggs and fuel types, retailers must report thal teatmber of
calls to an operator or customer service offiagluding sales calls and any abandoned calls tiparator as at
the end of each quarter of the reporting period.

Where retailers use an automated or IVR telephgsies, any calls abandoned before the customert@pts
speak to an operator should be excluded.

For the purposes of this indicator national datalwareported under a single ‘energy’ category.

Annual (financial
year)

S3.2. Number and percentage|
of calls forwarded to an
operator that are
answered within 30
seconds.

For all participating jurisdictions, customer caiggs and fuel types, retailers must report the lmemof calls
forwarded to an operator that are answered witQisetonds as at the end of each quarter of thetirggpo
period. The corresponding percentage will be autmaldy calculated in the reporting template.

Where retailers use an automated or IVR telephygsies, the time to answer is measured from whecaher
chooses to speak to an operator. In the case chntmmated or IVR telephone systems, the time camese
when the call is received by the switchboard. Wigeretailer's call centre provides an option td tted customer
back within a defined period of time (rather thavé the customer wait on hold until the next opmerist
available), the call will be considered to haverbarswered within 30 seconds providing the caliéected the
option within 30 seconds and the telephone callneagned by the call centre within the defineddiperiod.

For the purposes of this indicator national datalwareported under a single ‘energy’ category.

Annual (financial
year)

S3.3. Average time before an
operator answers a call

For all participating jurisdictions, customer caiggs and fuel types, retailers must report foséhealls
forwarded to an operator, the average time befor@pgrator answers the call as at the end of eaattey of the

reporting period. Average time before an operatsmers the call, will be the total time spent wajt{measured

Annual (financial
year)

12




as per S 3.2) divided by the total number of dallan operator (measured as per S 3.1).

For the purposes of this indicator national datalwareported under a single ‘energy’ category.

S3.4.

Number and percentage
of calls abandoned
before being answered
by an operator.

For all participating jurisdictions, customer caiggs and fuel types, retailers must report foséhoalls
forwarded to an operator, the number of calls abaed before being answered by an operator as anthef
each quarter. The corresponding percentage walub@matically calculated in the reporting templattéhe
reporting period. For retailers with an automatetMi telephone system,, retailers are requireckpmrt only
those calls where the caller chooses to speak tparator.

For the purposes of this indicator national datalwareported under a single ‘energy’ category.

Annual (financial
year)

S3.5.

Complaints—hbilling

In each participating juristlan, retailers must report the number of compkimide in the reporting period
about billing by:

(a) residential customers; and
(b) small business customers.

For the purposes of this indicator data for eacisdliction can be reported under a single ‘enecgyégory.

Quarterly

S3.6.

Complaints—energy
marketing

In each participating jurisdiction, retailers meegport the number of complaints made in the repgnieriod
about energy marketing by:

(a) residential customers; and
(b) small business customers.

For the purposes of this indicator data for eacisdliction can be reported under a single ‘enecgyegory.

Quarterly

S3.7.

Complaints—customer
transfers

In each participating jurisdiction, retailers meegbort the number of complaints made in the repgnieriod
about customer transfers by:

(a) residential customers; and
(b) small business customers.

For the purposes of this indicator data for eacisdliction can be reported under a single ‘enecgyegory.

Quarterly

S3.8.

Complaints—Other

In each participating jurisdiatioetailers must report the number of complaingsienin the reporting period

Quarterly

13




about other matters by:
(a) residential customers; and
(b) small business customers.

For the purposes of this indicator data for eacisdliction can be reported under a single ‘enecgyegory.

14




Handling customers experiencing payment difficultie S

Definitions

Centrepay:

Energy bill debt:

Payment plan:

Payment plan cancelled for non-
payment:

Successfully completed payment plan:

is a service offered by Centrelink #ilmws customers to pay their energy bills by hgvam amount deducted from their
Centrelink payments and paid directly to the retail

is the dollar amount owed to temiler for the sale and supply of gas or eleyriexcluding other services, which has been
outstanding to the energy retailer for a perio@@flays or more. An amount owing after the fin#lias been issued by a retailer
to a customer on termination of a customer con{egt where a customer changes retailer) shouldaoounted as energy bill
debt.

is a plan for a residential custoexeeriencing payment difficulties to pay a retablgrperiodic instalments, any amount payable
by the customer. A payment plan must only include@m@angement in which the customer is paying ofdaears component (of
any overdue amount) and must consist of at leasétimstalments. Customers using flexible paymeangements for
convenience or budgeting purposes must be excliaddébe purposes of ‘payment plan’ reporting.

is when the retailer cancels or terminates the paymplan as a result of the customer failing to enakpay instalments agreed to
under the plan.

occurs whaustomer has made or paid all instalments agreadder the payment plan, including instances whare
completion the customer agrees to a new flexiblargant arrangement or payment plan.

Indicators

Indicator Information and data required Relevant reporting
period

S3.9. Number of small Total number of electricity and gas: Quarterly

customers repaying an
energy bill debt

(a) residential customers (excluding hardship prograstamers); and

(b) small business customers

15



repaying an energy bill debt at the end of the répg period, in each participating jurisdiction.

S3.10.Average amount of energy Average amount of energy bill debt for electrictyd gas: Quarterly
bill debt for small . . . . )
customers (a) residential customers (excluding hardship prograstamers); and
(b) small business customers
at the end of the reporting period in each paritig jurisdiction.
S3.11.Amount of residential Number of residential electricity and gas custonfereluding hardship program customers) with enduifly Quarterly

customer energy bill debt

debt that is:

(&) Over $500 but less than $1,500

(b) Over $1,500 but less than $2,500

(c) Over $2,500

at the end of the reporting period, in each paréting jurisdiction.

S3.12.Number of residential
customers using

Number of residential electricity and gas custonusing Centrelink’'s Centrepay to pay their enerifjg bt the
end of each quarter within the reporting periodgach participating jurisdiction.

Annual (financial
year)

Centrepay

S3.13.Number of residential Number of residential electricity and gas custonfexsluding hardship program customers) on a payplen, | Quarterly
customers on a payment | at the end of the relevant reporting period, irhgaarticipating jurisdiction.
plan

S3.14.Number of residential Number of residential electricity and gas custonfexrsluding hardship program customers) who hat the Quarterly
customers who had their | payment plan cancelled by the retailer for non-paytnin the relevant reporting period, in eachipguating
payment plans cancelled | jurisdiction.
for non-payment

S3.15.Number of residential In each participating jurisdiction, the number e$idential electricity and gas customers (excludiagiship Quarterly

customers with two or
more payment plans
cancelled for non-paymer

program customers) who had their payment plan diadcley the retailer for non-payment in the repugtperiod

and who also had at least one other payment placetiad by the retailer for non-payment in the joas 12
tmonths.

16




in the last 12 months

S3.16.Number of residential Number of residential electricity and gas custonfexrsluding hardship program customers) who sudakss
customers who completed their payment plan, in the relevant répgiperiod, in each participating jurisdiction.
successfully completed
their payment plan

Annual (financial
year)

Pre-payment meters

Definitions

Prepayment meter system (PPM): has the meaning giv&ection 2 of the Retail Law.
Prepayment meter market retail contract: has thexmgajiven in section 2 of the Retail Law.

Removal of a prepayment meter systehras the meaning given in r.127 of the Retail Rules.

Self-disconnection: has the meaning given in r.d2the Retail Rules.

Trial period: has the meaning given in clausesdr&¥ 130 of the Retail Rules.

Indicators

Indicator Information and data required Relevant reporting

period

S3.17.Total number of PPM Total number of electricity and gas:

customers (a) residential PPM customers; and

(b) small business PPM customers

Quarterly

17




at the last day of the reporting period, in eadftigipating jurisdiction.

S3.18.Number of PPM Number of electricity and gas PPM customers whaatse energy concession customers, as at thedgsifdhe | Quarterly
customers that receive ar| reporting period in each participating jurisdiction
energy concession
S3.19.Number of PPMs removed Number of PPMs removed due to payment difficultlasng the reporting period, in each participating Quarterly
due to payment difficulties jurisdiction for:
(a) residential PPM customers; and
(b) small business PPM customers
S3.20.Number of PPM Number of electricity and gas: Quarterly
customers using a PPM . . ]
system capable of (a) residential PPM customers; and
detecf[ing and r_eporting (b) small business PPM customers
self-disconnections where the PPM is able to detect and report setfedisections, as at the last day of the reportimgpgen each
participating jurisdiction.
S3.21.Total number of PPM selft Number of self-disconnection events recorded by BPEMing the reporting period, in each participgtin Quarterly
disconnection events jurisdiction for:
(a) residential PPM customers; and
(b) small business PPM customers
S3.22.Total number of PPM Number of electricity and gas PPM customers reabljetheir PPM as having been self-disconnectethddhe | Quarterly
customers self- reporting period, in each participating jurisdictifor:
disconnected (a) residential PPM customers; and
(b) small business PPM customers
S3.23.Average duration of self- | Average duration of self-disconnection events réedrby PPMs during the reporting period, in each Quarterly

disconnection events

participating jurisdiction for:

18




(a)residential PPM customers; and

(b)small business PPM customers

De-energisation (disconnection) and re-energisation (reconnection)

Definitions

De-energisation or disconnection:

Re-energisation or reconnection:

Seven (7) calendar days:

has the meanirgngn section 2 of the Retail Law. Premises tratvacant at the time of disconnection shouldxXotuded.
Only completed disconnections should be reportelse a disconnection has been requested by aerdtati not completed
within the relevant reporting period, it should betincluded in the total for that period.

has the meanivengn section 2 of the Retail Law. Only completedonnections should be reported. Where a recaonduas
been requested by a retailer but not completedmilte relevant reporting period, it should notiti@uded in the total for that
period.

are inclusive, and tsedalendar day should be counted as the daytteatisconnection occurred.

Indicators

Indicator Information and data required Relevant reporting
period

S3.24.Number of customers In each participating jurisdiction and for eachtouser category below, the number of electricity gad Quarterly

disconnected for non-
payment

customers disconnected for non-payment in the tiegoperiod:
(a) Residential customers, in each calendar montheofaporting period
(b) Small business customers, in each calendar morittea&porting period

(c) Hardship program customers
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(d) Energy concession customers
(e) Residential customers who have been on a paymantiplthe previous 12 months

() Residential customers who have been disconnectatoom than one occasion in the previous 24 monthsg.

S3.25.Number of customers
reconnected within 7 days
of disconnection

In each participating jurisdiction and for eachtouser category below, the number of electricity gad Quarterly
customers reconnected in the same name and addtiessseven days of disconnection for non-paymenthe
reporting period:

(a) Residential customers in each calendar month afeperting period

(b) Small business customers in each calendar moritreatporting period
(c) Residential hardship program customers

(d) Energy concession customers

(e) Residential customers who have been on a paymantiplthe previous 12 months.

S3.26.Total number of
residential customers
reconnected in the same
name at the same addres|

In each participating jurisdiction, the total numbéresidential electricity and gas customers n@ected in the | Quarterly
same name and address (regardless of the datecohdection) in the reporting period.

Concessions

Definitions

Energy concession customers:

means a residensisirogr that is recorded by the retailer as beinigjeshto receive an energy concession, where the
concession is administered or delivered by theleeta

Customers who are recorded by the retailer asvieageain energy concession which is applied on acsed basis or where the
energy concession is not applied uniformly durimg year should be reported in all reporting periesten during periods where
the concession is not applied to their accouniprg as the customer remains eligible for the cesica.

Customers who only receive a concession whichtisdministered or delivered by the retailer (foample, Queensland’s
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Medical Cooling and Heating Electricity Concessisheme) should be excluded for the purposes ofdhisrting.

Indicators

Indicator

Information and data required

Relevant reporting
period

S3.27.Number of energy
concession
customers

Number of residential customers, in each partigiggiurisdiction, that are recorded by the retadletbeing entitled to
receive an energy concession, where the conceissimministered or delivered by the retailer ahatend of each
quarter.

Annual (financial
year)

Security deposits

Definitions

Security deposit: has the meaning given in clausttBe Retail Rules.

Indicators

Indicator Information and data required Relevant reporting

period

S3.28.Number of security

deposits held by retailers
for residential and small

business customers

Number of security deposits held by retailers abaend of each quarter in the reporting periad fo
(a) residential customers; and

(b) small business customers.

Annual (financial
year)

S3.29.Aggregate value of

security deposits held by

Aggregate value of security deposits held by retaibs at the end of each quarter in the repagptnigd for

Annual (financial
year)
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retailers for residential an
small business customersg

d(a) residential customers; and

(b) small business customers.
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Schedule 4: Hardship Program Indicators

Definitions

Energy concessions customers:

Denied access:

Energy bill debt:

Excluded:

Switch, transferred or left the retailer:

On a retailer’s hardship program:

Payment plan:
Prepayment meter (PPM):

Successfully completed the program:

as defined in Sal&dul

means a residential customer wiefeised to the hardship program by any means i@egtified by the retailer or self-identified
by the customer or by a third-party) but who is actepted onto the hardship program. This doesoktde customers who
decline to participate in the program.

as defined in Schedule 3.

or removed from the hardship programfar-compliance is where a customer exits the hgrgslbgram at the behest of the
retailer for failing to adhere to the program regaoients. This may include instances where the hgrggogram customer fails to
make contact with the retailer or make agreed paysrtewards their energy account. Customers wheléze hardship program
because they feel they are unable to continue &1 the program requirements or payments requestétehretailer should be
reported here.

inclugesstomers who exit the hardship program becausestigeno longer a customer of that retailer. Thilsimclude
customers who have transferred or switched to @no#tailer and those who have changed retailessigih moving premises etc.

means a residletiistomer who has been accepted into, or iscijzating in, a retailer’s hardship program. See alsrdship
program customer as defined in Schedule 1.

as defined in Schedule 3.
as defined in Schedule 3.
or exited #rel$hip program by agreement with the retailerhieng a customer has completed or exited the hargsbgram

and is returned, by agreement with the retailethéonormal billing and collection cycles (inclugiwhere the customer agrees to
a new payment plan or flexible payment arrangement)
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Indicators

Indicator Information and data required Relevant reporting
period
S4.1. Number of customers o) Number of residential electricity and gas custonagra retailer’s hardship program at the end oheatendar | Quarterly
a retailer’s hardship month of the reporting period, in each participgfurisdiction.
program
S4.2.  Number of hardship Number of electricity and gas hardship programamsts who are also energy concessions customeasttaes | Quarterly
program customers last day of the reporting period in each partidiggjurisdiction.
receiving energy
concessions
S4.3.  Number of customers Number of residential electricity and gas custondensied access to the hardship program during eglehdar | Quarterly
denied access to the month of the reporting period, in each participgfurisdiction.
hardship program
S4.4. Average debt upon entry The average energy bill debt for those electriaitg gas hardship program customers who enterdthtdship | Quarterly
into the hardship program during the reporting period, as at thedakindar day of the reporting period in each pipiiing
program jurisdiction.
S4.5. Levels of debt of The number of electricity and gas hardship progecasiomers who entered the hardship program dunieg t Quarterly

customers entering the
hardship program

reporting period, with an energy bill debt (asha last calendar day of the reporting period) vies:
(a) Between $0 and $500

(b) Over $500 but less than $1,500

(c) Over $1,500 but less than $2,500

(d) $2,500 or more

in each participating jurisdiction.
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S4.6. Payment methods of Number of electricity and gas hardship programamsts using each of the following payment methadst Annual
hardship program the last day of the reporting period, in each pgrdting jurisdiction:
customers
(a) Payment plan
(b) Centrepay
(c) Prepayment meter (PPM)
(d) Any other payment method.
S4.7.  Average debt of hardship Average energy bill debt of electricity and gasdsaip program customers, as at the last day afefleeant Quarterly
program customers reporting period in each participating jurisdiction
S4.8. Number of customers | Total number of electricity and gas customers wtited the hardship program, as at the last daycfie Quarterly
exiting the hardship calendar month during the reporting period in gaatiicipating jurisdiction.
program
S4.9. Reasons for customers | Total number of electricity and gas customers wtited the hardship program during the reportingqeerwho: | Quarterly
g?g;gr;he hardship (a) Successfully completed the hardship program oedxitith the agreement of the retailer
(b) Were excluded or removed from the program for nemyaliance (for example, where the customer did npt
make the required payments, or where they failembtgact the retailer. This should also includes¢ho
hardship program customers who leave the programuse they feel they are not able to meet the anogr
requirements or payments requested by the retailer)
(c) Switched, transferred or left the retailer
in each participating jurisdiction.
S4.10. Disconnection of Number of residential electricity and gas custonadissonnected for non-payment of a bill during tlporting Quarterly
previous hardship period, who successfully completed the hardshiganm, or exited by agreement with the retailethin
program customers previous 12 months, in each participating jurisdict
S4.11. Reconnection of Number of residential customers who successfuliygleted the hardship program or exited by agreemvéht | Quarterly

previous hardship
program customers

the retailer in the previous 12 months, who weoeneected in the same name and at the same adtleiss
seven days of disconnection for non-payment, it gacticipating jurisdiction.
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S4.12. Assistance provided to | Retailers must provide a written summary (up to Adopages of information) on the types of assigtasftered | Annual
hardship program and provided to hardship customers throughoutepernting period. Where possible retailers shoutiiole
customers quantitative data on the various types of initiesivand assistance provided to hardship progrararogss in the
reporting period.
S4.13. Case studies (optional) | Retailers may provide anonymous case studies thhlighht the assistance provided under their hapdsh Annual

program and the positive impact and outcomes aetiéar their customers (no more than 500 words).
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Schedule 5: Distribution service standards,
associated GSL schemes and small claims
compensation regimes

Definitions

No definitions are proposed at this time.

Indicators
No reporting requirements are proposed at this.time
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A. Pro-forma reports and templates
A.1 Pro-forma — Written report to the AER

Written reports provided under clause 2.3 of tHeseedures and Guidelines must be
submitted using this proforma, and must be accomegddry a completed AER
Performance Reporting Template (see Appendix And)Accompanying

Commentary Template (see Appendix A.3).

From: [Name]
[Title]
[Regulated entity]

To: Chief Executive Officer
Australian Energy Regulator
GPO Box 520
Melbourne VIC 3001

AER Performance Reporting — Performance for  [reporting period]

This report documents the performance and activities of [regulated entity] in accordance with
section 282(1) of the National Energy Retail Law . Information and data in this report is
documented as required by the AER’s Performance Reporting Procedures and Guidelines
during [reporting period].

This report and all attachments have been prepared by [regulated entity] with all due care and
skill and in accordance with the AER Performance Reporting Procedures and Guidelines.

Date:

Signed

Print name

Chief Executive Officer]"*

Failure to comply with the AER Performance Reporting Procedures and Guidelines is a breach of the Retail Law, and
may attract civil penalties. If a corporation contravenes this obligation to comply, each officer of the corporation is to
be taken to have contravened this obligation if the officer knowingly authorised or permitted the contravention or
breach. An officer of a corporation may be proceeded against whether or not proceedings have been taken against
the corporation itself.

The Criminal Code Act 1995 (Cth) makes it a serious offence to give false or misleading information to the AER
knowing it to be false or misleading or omitting any matter or thing without which the information is misleading.

Attachments : [see Appendices A.2, A.3]
AER Performance Reporting Template;
AER Accompanying commentary template

1 End of financial year reports on quarterly and ahperformance indicators under clauses 2.2.2

and 2.2.3 must be signed by the CEO of the reglilaéity. Intra-financial year reports on
quarterly performance indicators under clause 21#a§ be signed by the Chief Executive
Officer (CEO) of the regulated entity or a delegappointed by the CEO for this purpose.
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A.2 AER Performance Reporting Template

[A separate Excel template reflecting the requinetsief this guideline will be circulated to eachukated entity prior to the commencement of
each reporting period. The template will also bailable on the AER’s websit@ww.aer.gov.au]
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A.3 Accompanying commentary template

Regulated entity ID/Name This template should be completed and submitted to the
Contact officer AER with Form A.1 and the AER Performance Reporting
Position Template (A.2).

Telephone number

Email

Fax number

Date of report (dd/mm/yyyy)

Relevant reporting period

S4.12 — Assistance provided to hardship customers ( annual)
This tablemust be completed in accordance with indicator S4.1&liannual (financial) performance reports subslitby energy retailers.

Assistance
provided (no
more than two
A4 pages)

S4.13 — Hardship customer case studies (annual) —  Optional

This tablemay be completed in accordance with indicator S4.h8,submitted in support of an annual (financiabfgenance report submitted
by energy retailers.

Case study 1
(optional, no
more than 500
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words)

Case study 2
(optional, no
more than 500
words)

Explanatory material on performance indicators — Optional

This tablemay be completed in accordance with clause 2.3.4@Pttocedures and Guidelines, and submitted in suppan annual (financial)
performance report submitted by a regulated entity.

Indicator Additional information/Comments

31



