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PART 1: INTRODUCTION  

Tas Gas Retail Pty Ltd (ACN 110 370 726) (Tas Gas Retail) is Tasmania’s leading natural gas retailer and 
provides retail services to over 8,500 Tasmanian customers. Tas Gas Retail also provides gas to 10 regional 
towns in Victoria. 

Tas Gas Retail purchases and transports natural gas from Victoria to Tasmania and delivers it to points 
around Tasmania where Tas Gas Networks (ACN 104 499 569) takes carriage of it and delivers it through 
its network to Tas Gas Retail’s customers.   

Tas Gas Retail is driven by its customer’s needs and supplies natural gas to residential, commercial and 
industrial customers; heating homes, providing instant hot water, helping to cook Australia’s best food, and 
generating jobs for industry and businesses that use natural gas to meet their industrial and commercial 
heating needs. 

Customer Focus 

Tas Gas Retail’s customer service team, based solely in Tasmania, is dedicated to supporting its customers 
and providing solutions that meet their needs. Tas Gas Retail prides itself on customer service and the role 
it plays in households and businesses to support the Tasmanian and regional Victorian lifestyle. 

Tas Gas Retail’s aim is to keep customers connected. For example, Tas Gas Retail offers customers standard 
and tailored payment options to assist with budgeting and to help avoid bill shock. Tas Gas Retail is 
dedicated to helping customers find the right solution for their individual situation. 

Tas Gas Retail has been meeting the needs of Tasmanian residents and businesses for almost 20 years. 
Being based in Tasmania, Tas Gas Retail has a strong ethos of local employment and is a proud and active 
member of the Tasmanian community, through its sponsorship of the Tasmanian JackJumpers and Sally’s 
Ride, and engagement with various Tasmanian charities including Dress for Success and the Vinnies 
Christmas Appeal. 

Tas Gas Retail now seeks to leverage its expertise and services to expand into the electricity retail market 
in Tasmania.  

This Application 

This is an application by Tas Gas Retail for an electricity retailer authorisation in the jurisdictions in which 
the National Energy Customer Framework (NECF) applies. 

Tas Gas Retail has held a Tasmanian Gas Retail Licence with the Office of the Tasmanian Economic Regulator 
(OTTER) since 21 August 2003. In addition, Tas Gas Retail obtained its Victorian Gas Retail Licence on 19 
December 2016, which has expanded its retail operations to service customers in ten regional Victorian 
towns. The Australian Energy Regulator (AER) also approved Tas Gas Retail’s application for a gas retail 
authorisation under the National Energy Retail Law (NERL) on 9 July 2019. 

Whilst Tas Gas Retail’s strategic direction has mainly focused on natural gas to date, it was formerly a 
retailer (2018-2020) to customers from several NECF jurisdictions who were on embedded gas, electricity 
or water networks owned and operated by former related entity, Enwave Australia Pty Ltd.   
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Becoming an authorised electricity retailer will provide Tas Gas Retail with the opportunity to offer 
Tasmanian customers a holistic retail experience so that their natural gas and electricity needs can be 
serviced by the one retailer. It will also offer Tasmanians more choice surrounding their electricity retailer 
in a market that has been dominated by the state-owned incumbent retailer. 
  



 

6 
 

PART 2: COMPANY BACKGROUND 

2.1 The Tas Gas Group 

Tas Gas Retail is a member of the Tas Gas Group. Attached as Attachment “A” is a detailed company 
structure. 

Please note Attachment “A” is Commercial in Confidence. 

The Tas Gas Group is Tasmania’s leading natural gas company with expertise in gas transmission, 
distribution and retailing. 

With offices in Launceston and Hobart, and operations that span Tasmania and regional Victoria, the Tas 
Gas Group is driven by its customers’ current and future needs with a clear vision to support Australia’s 
transition to a cleaner energy future. 

As part of its future energy pathway, the Tas Gas Group is exploring the possibilities that exist with 
hydrogen and other green gases. The Tas Gas Group works together with its communities so that it can 
continue to provide safe, reliable and continuous fuel for its customers. 

In addition to Tas Gas Retail, the Tas Gas Group includes the below companies. 

Tas Gas Networks  
 
In Tasmania, Tas Gas Networks owns and operates one of the most modern gas networks in Australia, with 
over 837 kilometres of pipeline network delivering energy to customers in the form of natural gas that has 
safely and reliably provided heat for homes, businesses, and large industrial facilities across the State for 
the last 20 years. 
 
Gas Pipeline Victoria  
 
In Western Victoria, the Tas Gas Group owns and operates a 182-kilometre high-pressure transmission 
pipeline from Carisbrook to Horsham in south-west Victoria. This pipeline is integral to the supply of gas to 
the regional Victorian towns of Avoca, Ararat, Stawell and Horsham. 
 
Gas Networks Victoria and Regional Energy Victoria  
 
Gas Networks Victoria is the distribution network business distributing natural gas across 200 kilometres 
of its gas network to customers across 10 regional Victorian towns: Terang, Maldon, Marong, Heathcote, 
Robinvale, Swan Hill, Kerang, Nathalia, Orbost and Lakes Entrance. Regional Energy Victoria enables gas 
compression and high-pressure transportation to each of these regional towns to support the gas needs of 
residential, commercial and industrial customers in regional Victoria. 

2.2 Tas Gas Group Ownership 

Tas Gas Holdings Pty Ltd is owned by Infrastructure Specialist Management Limited (ACN 098 827 671), as 
trustee for the Energy Infrastructure Trust (EIT) and Infrastructure Capital Services Pty Ltd (ACN 608 017 
303), as trustee for the Tas Gas Co-Investment Trust (Tas Gas Trust). 
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Tas Gas Retail is an indirect wholly owned subsidiary of Tas Gas Holdings Pty Ltd. 

EIT and the Tas Gas Trust are managed by Foresight Group (www.foresightgroup.eu); a sustainability-led 
alternative assets and SME investment manager with over A$22.8bn of assets under management across 
9 countries.  

Foresight Group’s approach is to align its investment strategies with key themes shaping societies and the 
planet; creating a resilient decarbonised world and delivering jobs that will power the economy, whilst also 
delivering attractive, risk-adjusted and sustainable returns to investors. 

In Australia, Foresight Group manages assets across a wide range of sectors, including transport, power 
and utilities and renewable energy. In electricity, Foresight Group operates in both the NEM and the WEM 
and is growing its portfolio of ~1.9GW of generation capacity.  
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PART 3: GENERAL PARTICULARS 

Fuel Type: E 

Existing or Start-up business: Existing 

Confidential Documents: Yes 

Legal Name:  Tas Gas Retail Pty Ltd 

Trading Name:  Tas Gas Retail 

ACN/ABN  110 370 726/90 110 370 726 

Business/Correspondence Address: 5 Kiln Court, St Leonards in Tasmania 7250 

Nominated Contact Person: Ashley Peck, General Counsel and Company Secretary 

  

Proposed Date of Commencement:  January 2024 

Nature and Scope of Operations: Initially, Tas Gas Retail proposes to retail electricity to 
Tasmanian residential and commercial customers on 
electricity networks owned and operated by Tas 
Networks. In the future, Tas Gas Retail intends to retail 
electricity to customers in NECF jurisdictions as the 
opportunity arises. 

Jurisdictions: All Australian States in which the NECF applies 

Type of Customers: Residential, small-medium businesses, commercial, 
industrial 
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PART 4: ORGANISATIONAL AND TECHNICAL CAPACITY   

4.1 Previous experience as an energy retailer  

Natural Gas 

Having existed as a licensed natural gas retailer in Tasmania since 2003 and regional Victoria since 2016, 
Tas Gas Retail has approximately 8,500 small retail customers and 40 large commercial and industrial 
customers.  

As demonstrated by the CV’s provided with this Application (see section 4.5 below), the broader Tas Gas 
Group team has extensive experience in the energy sector, including energy retail, as well as in corporate 
governance and financial management. 

Based in Launceston, Tasmania, Tas Gas Retail has a dedicated customer service team responsible for the 
management of all customer activities from on-boarding, billing, account management and off-boarding. 
Tas Gas Retail also conducts its own marketing, sales and gas purchasing activities.  

More broadly, Tas Gas Retail operates within a regulated environment across two jurisdictions. In both 
Tasmania and Victoria, Tas Gas Retail maintains compliance through ensuring customer complaints are 
handled appropriately, and has an established function for procuring and managing wholesale gas risk.  

Tas Gas Retail has experience implementing the Victorian Energy Retail Code of Practice, which includes 
requirements relating to, inter alia, life support, financial hardship and family violence.  

Electricity  

The Tas Gas Group also developed and managed the Peel Microgrid located in Western Australia prior to 
its divestment in August 2022. The Peel Microgrid operations comprised:  

• Generation and storage of energy through a solar PV array and battery; 

• Ownership and management of the local distribution network (regulated by Energy Resources of 
Australia Ltd); and  

• Retail of electricity to business customers located within the Peel business park. 

 

4.2 Other relevant retail or energy market experience 

The Tas Gas Group is already a trusted provider of gas-based energy services in Tasmania and Victoria and 
is dedicated to serving energy customers; looking into the future to anticipate their needs.  

Through Tas Gas Networks and Gas Networks Victoria, the Tas Gas Group has experience managing highly 
regulated assets within the energy market. This means the Tas Gas Group already has a safety-first and 
compliance culture, constantly striving to employ its values of working together, doing what’s right, giving 
it a go and staying safe.  

Tas Gas Retail is self-sufficient in the management and delivery of its core retail functions and 
responsibilities. Tas Gas Retail’s staff are multidisciplinary with each staff member trained to handle all 
aspects of customer service and billing. Tas Gas Retail directly employs 20 staff members, who deliver core 
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4.6 Third party controls 

Whilst Tas Gas Retail does not propose to outsource any third-party controls, Tas Gas Retail will have access 
to third party resources as outlined below. 

Existing retail operations  
 
Tas Gas Retail has an existing retail business with core retail capabilities that can be leveraged from Day 1 
to deliver an electricity product to the market, and these operational capabilities will be uplifted as required 
as the business grows. 
 
Related entities  
 
As a member of the Tas Gas Group, Tas Gas Retail will continue to have access to Tas Gas Group’s 
established corporate support, namely human resources, finance, legal and compliance, risk management, 
and information technology. 
 
Professional services  
 
Tas Gas Retail will access professional services from time to time as required, for example marketing or 
external auditing services. 
 
Financial audit 
 
An external audit is not undertaken for Tas Gas Retail as a standalone entity. However, as Tas Gas Retail is 
a subsidiary of the Tas Gas Holdings Pty Ltd, and a member of the ASIC Deed of Cross Guarantee, it is 
covered under the external audit undertaken annually for the Tas Gas Group. PwC is the current auditor of 
the consolidated Tas Gas Group. 
 
ISO Certification 
 
The Tas Gas Group maintains an integrated HSEQ management system that is certified to ISO9001 (quality 
management systems), ISO14001 (environmental management systems) and ISO45001 (occupational 
health and safety management systems). This includes a triennial recertification assessment and annual 
certification maintenance audits that are undertaken by an independent certification auditor. 
 
Relationships with Regulators 
 
As Tas Gas Retail is currently a licensed retailer in Victoria and Tasmania, it has established relationships 
with the ESC and Energy Safe Victoria for its Victorian gas retail business, and OTTER and the Director of 
Gas Safety for its Tasmanian gas retail business, which include adhering to auditing and reporting 
requirements. 

4.7 Business Plan including operating forecasts 

Tas Gas Retail’s business plan, including operating forecasts and stress test scenarios, is attached as 
Attachment “D”. 

Please note Attachment “D” is Commercial in Confidence. 
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4.8 Compliance strategy 

As an experienced participant in the energy industry, the Tas Gas Group recognises the importance of clear 
compliance policies and processes and has experience operating a business with a strong focus on 
compliance.  

Tas Gas Retail’s proposed Compliance Plan for electricity retail in Tasmania is attached as Attachment “E”. 

Tas Gas Retail’s Compliance Plan has been established in a manner that is consistent with AS/ISO 
19600:2015. The objective of Tas Gas Retail’s Compliance Plan is to ensure that the company adheres to 
the requirements of laws, industry and organisational standards and codes, the principles of good 
governance and accepted community and ethical standards. 

Tas Gas Retail’s directors and management team understand the importance of an effective compliance 
system. Tas Gas Retail has implemented a range of measures to ensure compliance with its regulatory 
obligations.  

The directors and management team of Tas Gas Retail have overall responsibility for setting and overseeing 
the corporate governance and compliance standards that are to be implemented.   Specific ways Tas Gas 
Retail will ensure compliance include: 

• Qualified Staff: adopting a rigorous and detailed recruitment program to ensure appropriately 
qualified and suitable staff are employed. 
 

• Training and Assessment: a program of training and assessment, including annual refresher training, 
with the aim of the building a culture of compliance and ensuring that all staff understand that 
regulatory compliance is core to Tas Gas Retail’s operations. External training providers will be 
utilised where appropriate.  
 

• Compliance Team: in accordance with AS/ISO 19600:2015, the Compliance Team is an independent 
Compliance Function responsible for developing and implementing a compliance program, and the 
day-to-day oversight of Tas Gas Retail’s compliance.  Tas Gas Retail’s Legal Compliance Policy is 
attached as Attachment “F”. 
 

• External Advice & Audits: Tas Gas Retail, as part of its compliance program, obtains advice on 
compliance and legal issues from a number of qualified external providers, including law firms. 
Independent Auditors and the Tas Gas Group internal audit team regularly conduct audits on all 
aspects of the business.  
 

• Information Technology: Tas Gas Retail uses a range of systems, including SharePoint, to assist in 
the company’s compliance and implementation of the compliance program. These include the 
storage and maintenance of the comprehensive suite of centrally held compliance documents, 
document version control and retention, formal review and sign off procedures and an annual 
program of audit and inspections. The in-house IT Support team provide support and guidance on 
IT related issues and also manage the ongoing security of IT systems. 
 
 

• Regular Reviews: Tas Gas Retail actively seeks to identify and reduce the likelihood of breaches of 
regulatory obligations. Regular reviews are conducted looking at applicable regulatory obligations, 
the consequences and likelihood of a breach and appropriate controls. 
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• Monitoring and Reporting: any compliance breaches are assessed, resolved and reported in 
accordance with Tas Gas Retail’s reporting obligations. 
 

• Complaints Handling: Tas Gas Retail treats any customer dissatisfaction with its services as a 
complaint and responds in a prompt, objective and empathetic matter in accordance with its 
Complaints and Dispute Resolution Policy and Procedure, which is attached as Attachment “G”. 
 

• Hardship Policy and Program: Tas Gas Retail recognises the benefits of assisting all its customers in 
effectively managing their energy bills and actively promoting assistance to any customer 
experiencing financial difficulty, whether it be in the short or long term.  Tas Gas Retail offers the 
same service to any customer regardless of their personal or financial circumstances. This approach 
builds confidence and trust between Tas Gas Retail and its customers. Further, it enables both Tas 
Gas Retail and its customers to take early action to prevent long term and unmanageable debt. Tas 
Gas Retail has drafted its NERL Customer Hardship Policy as required by the NERL, which will be 
submitted to the AER for approval within 3 months of being granted a retailer authorisation, as 
required by s 43(2) of the NERL. 

The Tas Gas Group’s General Counsel oversees a program of internal and external audits and inspections 
to ensure ongoing compliance.  

4.9 Risk management strategy 

Tas Gas Retail is focussed on the long-term interests of its energy customers. In order to meet the interests 
of its customers, Tas Gas Retail has implemented a risk management strategy in accordance with the 
framework outlined in AS/NZS ISO 31000:2009. These objectives and organisational commitments are 
outlined in the Risk Management Policy, Risk Management Framework and Electricity Retailing Risk 
Register, attached as Attachments “H1”, “H2” and “H3” respectively.  

Please note Attachments “H2” and “H3” are Commercial in Confidence. 

The risk management process is designed to consider risks across all fronts, including strategic, operational, 
safety, financial, environmental and reputational. Risks identified are mitigated as far as reasonably 
practicable and controls are tracked through internal risk treatment action plans. The organisations risks 
are regularly reported to the company’s management and board and relevant persons are held accountable 
for ensuring the ongoing management of risks. 

Internal audits of Tas Gas Retail’s risk management strategy are undertaken in accordance with the 
company’s audit schedule. Regular engagement in the risk management space occurs with the assistance 
and advice of external parties. 

The Board of the Tas Gas Group (Board) has an Audit and Risk Management Committee (ARMC), which 
assists the Board in fulfilling its responsibilities to properly and effectively discharge their respective 
financial reporting, compliance with legal, safety, environmental and regulatory obligations, setting of risk 
frameworks, and appetite and oversight of the Tas Gas Group’s system of internal control. 

In fulfilling this purpose, the ARMC: 
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• Reviews and assesses the Tas Gas Group’s processes, which assure the integrity of financial 
statements and reporting, and compliance with legal and regulatory requirements, including 
accounting standards; 

• Reviews and assesses the appointment, qualifications, independence, performance and 
renumeration of the Tas Gas Group’s appointed external auditors; 

• Oversees the effectiveness of a system of internal controls and risk management framework; 

• Oversees and reviews the work of the internal audit function; and 

• Oversees the policies and procedures for ensuring the Tas Gas Group’s compliance with relevant 
regulatory legal requirements (including health, safety and environment). 

In terms of risk management, the ARMC is responsible for: 

• Understanding risk tolerance and recommend an appropriate risk appetite to the Board; 

• Assisting management to incorporate strategic risk thinking into strategy and recommend approval 
of the strategic plan to the Board; 

• Overseeing the Risk Management Policy and Framework and review their suitability and 
effectiveness  

• Reviewing the Tas Gas Group’s key risks and controls, to ensure that they are adequately 
considered and compatible with the Tas Gas Group’s objectives. 

4.10 Wholesale price risk 

Attached as Attachment “I” is a summary of Tas Gas Retail’s approach to managing wholesale price risks. 
 
Please note Attachment “I” is Commercial in Confidence. 

4.11 Evidence risk management and compliance strategies have been subject to an external 
assurance process 

Attached as Attachment “J” is a copy of external assurance received from Nine Lives Systems Pty Ltd. 
 
Please note Attachment “J” is Commercial in Confidence. 

4.12 Additional information demonstrating ability to manage risk and operate in accordance 
with the Retail Law objective 

As Tasmania’s leading natural gas retailer and distributor, the Tas Gas Group has a strong focus on running 
a compliance centric business, with the ability to train, monitor and report on compliance issues. Further, 
the Tas Gas Group has a particularly strong focus on risk, health and safety due to the nature of the assets 
its network businesses utilise, and the potential for safety issues relating to these assets if risk is not 
managed appropriately.  

4.13 Membership of recognised energy industry ombudsman scheme in Tasmania 

Tas Gas Retail is an established member of the Tasmanian Energy Ombudsman Scheme and Energy and 
Water Ombudsman of Victoria Scheme. 
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4.14 Agreements with key market players 

Australian Energy Market Operator 

Tas Gas Retail is a market participant with Australian Energy Market Operator (AEMO) for the purchase of 
gas for its Tasmanian customers and will take all necessary steps to fulfill AEMO’s requirements to become 
a market participant for the purchase of electricity.  

Following the preference outlined in correspondence with AEMO, Tas Gas Retail intends to lodge its 
application to become a market participant in the NEM once it receives its AER authorisation to retail 
electricity. This is because the authorisation is required as an attachment to the AEMO application. 

Customers 

Tas Gas Retail will provide standard retail offers to small retail customers. The terms and conditions will be 
consistent with the National Electricity Rules (NER).  Contracts with large customers not covered by the 
NER will be substantially based on the NER rules but will be individually negotiated and subject to legal 
review by the Tas Gas Group’s General Counsel. 

Suppliers 

Contracts with suppliers will be negotiated in accordance with the Tas Gas Group’s standard procedure for 
engagement of third parties, including due diligence checks required by the Tas Gas Group, and will be 
subject to legal review and sign off by the Tas Gas Group’s General Counsel.    

These contracts will include: 

• an agreement solely with Hydro Tasmania as the only supplier of energy contracts in Tasmania; 
these arrangements will be done under ISDA on agreed terms; 

• a connection agreement with Tas Networks; and 

• an agreement for the relevant meter data provider.  

Further, the Tas Gas Group has the following policies and checklists to ensure robustness of its procurement 
processes: 

• Purchasing Policy; 

• Contractor and Supplier – Scoping, Evaluation and Engagement Checklist; 

• Modern Slavery Policy; 

• Modern Slavery Statement; and 

• New Vendor Maintenance Form. 

ASX Austraclear 

The Tas Gas Group is already an Austraclear participant, and so Tas Gas Retail will use this participant 
licence for the electricity retail business. 

Concessions 

Tas Gas Retail recognises the importance of concessions for eligible customers. Tas Gas Retail is aware of 
and understands the Tasmania specific requirements relating to concessions under the Electricity Supply 
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Industry Act 1995 and Electricity Supply Industry Concession Order 2016 and will proactively provide 
concessions to customers where eligible. 

Clean Energy Regulator 

Tas Gas Retail will register with the Clean Energy Regulator as a Liable Entity, which will give Tas Gas Retail 
the ability to receive Green Certificates from suppliers and surrender them annually as required. 

4.15 Additional information 

Additional contracts with technology service providers will be negotiated in accordance with established 
procurement policies and will be subject to legal review and sign off by the Tas Gas Group’s General 
Counsel. 

These contracts will support the following technology service categories: 

• customer care and billing; 

• print-house and digital communications; 

• credit assessment; 

• payment processing; 

• project delivery; 

• System integration; 

• wholesale trading; 

• cloud infrastructure; and 

• enterprise Data Management. 

Tas Gas Retail has a thorough understanding of the organisational and technical capabilities required to 
operate a retail business in a NERL regulated market. 
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PART 5: FINANCIAL RESOURCES  

5.1 Financial reports 

Tas Gas Retail has access to sufficient financial resources to ensure the success of its business. 

A copy of the annual report for the Tas Gas Group for the year ending 30 June 2022 is attached as 
Attachment “K1”, which includes: 

• financial statements – pages 6-9;  

• notes to financial statements – page 10-27;  

• Director’s Declaration – page 28; and 

• auditor’s declaration of independence – page 5.  

Please note Attachment “K1” is Commercial in Confidence. 

A copy of the unaudited financial reports for Tas Gas Retail for the year ended 30 June 2022 is attached as 
Attachment “K2”. 

Please note Attachment “K2” is Commercial in Confidence. 

5.2 Credit rating 

Tas Gas Retail does not have a credit rating, nor does the Tas Gas Group. 

5.3 Group of related companies 

Ownership Structure 

Tas Gas Holdings Pty Ltd is the parent company of the Tas Gas Group. The entities within the Tas Gas Group 
are described in Section 2.1 (the Tas Gas Group) and Attachment “A”. 

Tas Gas Holdings Pty Ltd is owned by Infrastructure Specialist Asset Management Limited (ACN 098 827 
671), as trustee for the EIT and Infrastructure Capital Services Pty Ltd (ACN 608 017 303), AS TRUSTEE FOR 
THE Tas Gas Trust. 

EIT and the Tas Gas Trust are managed by Foresight Group (www.foresightgroup.eu); a sustainability-led 
alternative assets and SME investment manager with approximately A$22.8bn of assets under 
management across 9 countries. 

The Tas Gas Group operates as a separate operation with its own management team and commercial 
relationships. The Board of Tas Gas Holdings Pty Ltd consists of 5 directors, which includes 2 independent 
non-executive directors. 

Contractual arrangements that define relationships within the group 

Tas Gas Retail is a member of the Tas Gas Group of companies. Whilst Tas Gas Retail is self-sustaining, 
money can be dispersed through an intercompany loan between members of the Tas Gas Group and Tas 
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Gas Retail, which includes provision for tax liabilities. Notes to this effect are included in the financial 
statements.  

Tas Gas Retail also has access to the Tas Gas Group’s external debt facilities, which include facilities for 
funding growth investments, working capital requirements and bank guarantees.  

Furthermore, the Tas Gas Group and its subsidiaries are all members of an ASIC Deed of Cross Guarantee, 
which guarantees each entity’s obligations. 

5.4 Written declaration  

A written letter from an independent auditor is attached as Attachment “L”. 

5.5 Details of Bank guarantees or arrangements 

As a Tas Gas Group entity, Tas Gas Retail has access to a range of funding sources including: 
 

• An external debt facility available for funding growth initiatives and capital expenditure; 

• An external working capital facility available for funding working capital requirements and 
providing bank guarantees to counterparties; and 

• A shareholder loan provided by the shareholders of Tas Gas Holdings Pty Ltd. 
 
As noted above, Tas Gas Retail is also a member of an ASIC Deed of Cross Guarantee, whereby its 
obligations are guaranteed by the Tas Gas Group.  

5.6 Forecast revenue and expenses for electricity retail business, and stress test scenarios 

A copy of the financial model, including profit and loss, cash flow and balance sheet statements over a ten-
year period presented in monthly increments for a baseline business case and stress test scenarios is 
attached as Attachment “M”. 

Please note Attachment “M” is Commercial in Confidence. 

Extracts of the underlying assumptions and financial statements for the baseline business case and stress 
test scenarios over a three-year period have also been included in the Business Plan provided as 
Attachment “D”. 
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PART 6: SUITABILITY 

6.1 Fit and proper  

Material failures 

Other than as set out in Attachment “N”, there have not been any material failures by any company within 
the Tas Gas Group or any of its related body corporates, officers or associates to comply with regulatory 
requirements, laws or other obligations over the previous 10 years, including infringement notices or other 
enforcement action (including voluntary administrative undertakings) being taken by a regulatory body. 

Please refer to Attachment “N” for further information. 

Please note Attachment “N” is Commercial in Confidence. 

Previous revocations 

There have not been any previously revoked authorisations, authorities or licences held in any industry by 
any company within the Tas Gas Group nor has there been any failed authorisation, authority or licence 
applications in any industry in respect of any group company. 

Administrative or legal actions 

There have been no past or present administrative or legal actions in relation to an authorisation, authority 
or licence in any industry. 

Retailer of last resort  

There have been no situations where a Retailer of Last Resort has been triggered or was likely to have been 
triggered in respect of any companies within the Tas Gas Group of companies. 

 

A written declaration from the Chief Financial Officer attesting to the above is attached as Attachment 
“O1”.  

6.2 Offences or prosecutions 

There have been no offences or successful prosecutions under any territory, state, Commonwealth or 
foreign legislation (including but not limited to, the Australian Securities and Investments Commission Act 
2001 (Cth), Competition and Consumer Act 2010 (Cth) or the Corporations Act 2001 (Cth)) relevant to Tas 
Gas Group’s capacity as an energy retailer by any directors, any other person who exerts control over 
business activities; or any person who is responsible for significant operating decisions within the Tas Gas 
Group. 

A written declaration from the Chief Financial Officer attesting to the above is attached as Attachment 
“O2”. 
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6.3 Written declaration from Chief Financial Officer 

A written declaration from the Chief Financial Officer that no members of the Tas Gas Group management 
team have been disqualified from the management of corporations, and that there is no record of 
bankruptcy within the Tas Gas Group management team, is attached as Attachment “O3”. 

6.4 Officer details 

Full names and current residential addresses of all officers relevant to this application are attached in 
“Attachment P”. 

Please note Attachment “P” is Commercial in Confidence. 

6.5 Policies and procedures addressing probity and competence 

All Tas Gas Group employees are required to comply with the Code of Conduct Policy, Anti-bribery & Anti-
corruption Policy, and Health and Safety Policy which are attached as Attachments “Q”, “R” and “S” 
respectively.  

6.6 Additional information 

The Tas Gas Group employs approximately 100 people.  Through its operations, the Tas Gas Group is 
committed to environmental, social and governance practices that have a positive impact on the 
communities in which it operates.  These principles and associated practices ensure the Tas Gas Group 
manages its investments with integrity, balancing economic goals with good corporate citizenship, and 
include the following: 

• ensuring the wellbeing and safety of its employees 

• being good stewards in the communities in which it operates 

• mitigating the impact of its operations on the environment 

• conducting business according to the highest ethical and legal/regulatory standards 
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To achieve compliance TGR has developed strategies and procedures that are consistent with the National 

Energy Retail Law and Rules and regularly assesses compliance against key criteria.  

TGR has developed standards and procedures to ensure that all activities are structured and monitored to 

ensure compliance and all staff are fully trained in those standards and procedures.  These standards and 

procedures have been developed in compliance with the referenced documents. 

4.2 Responsibility 

The reporting structure is a clear line of sight through to the GM Retail and ultimately to the CEO.  

Accountability for operational, regulatory and compliance detail follows the same structure. 

The CEO has a critical role in encouraging compliance and ensuring a culture of compliance throughout the 

organisation. The CEO has issued the Compliance Plan Policy (refer Appendix A) to which all employees are 

expected to comply.  It is also the CEO’s responsibility to ensure the GM Retail has direct access to them and 

the Board in relation to any compliance issues and concerns in the event they need to be escalated. 

The GM Retail is responsible for the day to day running of the TGR team.  Key responsibilities in relation to 

compliance include: 

• providing clear, unambiguous support to the Compliance Plan Policy as set out by the CEO; 

• having a detailed knowledge of the National Energy Retail Law, Rules and Regulations and 

applicable Australian Standards (e.g., AS ISO 10002:2018 Customer satisfaction – Guidelines for 

complaints handling in organizations and AS ISO 19600:2015 Compliance Management System – 

Guidelines); 

• having an understanding and awareness of the Energy Ombudsman Act 1998 and relevant AER 

Guidelines; 

• working closely with the Customer Service and Operations Manager to ensure they have adequate 

resources and training to be able to supervise the Customer Service Team to provide services to 

customers in line with the company’s compliance culture; 

• ensuring the Marketing and Communications Coordinator has the resources and tools required to 

keep abreast with relevant legislation and codes in relation to marketing material (including the 

website); 

• ensuring that the commitment to compliance is always upheld and that any failures or conduct 

that are prejudicial to the compliance culture are dealt with appropriately; 

• ensuring that effective and timely reporting systems are in place; 

• setting key performance indicators for measuring compliance; 

• being readily available to deal with the escalation and resolution of any compliance issue; 

• risk management monitoring and reporting; 

• providing the AER and/or OTTER with any information requested by them or required under the 

legislation in a timely manner; and 

• ensuring the electricity retail authorisation remains current. 

The Customer Service and Operations Manager is responsible for providing support to the GM Retail in the 

day to day running of the TGR team.  Key responsibilities in relation to compliance include: 

• providing clear unambiguous support to the policy statement set out by the CEO; 

• having an understanding of the National Energy Retail Law, Rules and Regulations and applicable 

Australian Standards (e.g., AS ISO 10002:2018 Customer satisfaction – Guidelines for complaints 

handling in organizations and AS ISO 19600:2015 Compliance Management System – 

Guidelines); 

• supervising the Customer Service Team to provide services to customers in line with the 

company’s compliance culture; 

• ensuring the team receive adequate and on-going training and support in all areas of their role; 
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• having an understanding and awareness of the Energy Ombudsman Act 1998 and relevant AER 

Guidelines; 

• ensuring that the commitment to compliance is always upheld and that any failures or conduct 

that are prejudicial to the compliance culture are dealt with appropriately; 

• assisting in setting key performance indicators for measuring compliance; 

• being readily available to deal with the escalation and resolution of any compliance issues;  

• providing quality assurance checking and monitoring of the appropriate compilation of data for 

effective and timely reporting; 

• assisting with internal auditing of processes to ensure ongoing compliance and continual 

improvement; 

• assisting with the compilation and verification of information requested by the Regulator or 

required under the legislation in a timely manner;  

• actively encouraging, mentoring, coaching and supervising staff to promote compliant behaviour; 

• personally, complying and being seen to comply and follow operational procedures; 

• being readily available to assist in the early resolution of any compliance issues; 

• implementing ongoing processes and procedures to reduce the occurrence of compliance issues;  

• being the conduit for escalation of non-compliance issues to the GM Retail and for feeding back to 

the team any improvements and modifications to compliance processes required by management; 

and 

• carrying out the key responsibilities of the GM Retail in their absence. 

The Head of Wholesale is responsible for: 

• procurement of electricity. 

• having a working knowledge of the National Energy Retail Law, Rules and Regulations and the 

compliance requirements of the electrical retail authorisation; and 

• ensuring compliance with wholesale risk framework. 

The Marketing and Communications Coordinator is responsible for: 

• ensuring all marketing material, including the company website, is compliant with relevant 

legislation; 

• having a working knowledge of the National Energy Retail Law, Rules and Regulations and the 

compliance requirements of the electrical retail authorisation; and  

• having a knowledge and understanding of the laws relating to privacy, consumer law and fair 

trading. 

Customer Service Employees have: 

• an understanding and ability to comply with the company Code of Conduct Policy (BMSDOC-18-

378) and any other internal codes and compliance procedures relevant to their role and necessary 

to ensure compliance;  

• adequate training and support to be able to adhere to the compliance obligations contained in the 

the National Energy Retail Law, Rules, and Regulations; and 

• an ability to follow clear processes in relation to security checking, disconnection and reconnection 

rules, payment plans, complaint handling, client billing and credit management.  

Competence in these requirements varies according to tenure and it is the responsibility of the Customer 

Service and Operations Manager and senior Customer Service Employees to support and supervise less 

experienced team members.  All staff are actively encouraged to seek the advice and support of more 

experienced team members if they have any concerns. 
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All TGR staff have a duty to report and escalate compliance concerns, issues, and failures.  Everyone has 

access to senior management and/or external means to report and escalate compliance concerns, issues 

and failures and are expected and encouraged to do so. 

4.2.1 TGH Committees 

The Compliance Function is responsible for providing the ARMC with regular reports on compliance activities, 

changes to obligations, audit findings and non-compliances across the TGH businesses, which includes TGR. 

4.2.2 Operations 

TGR will manage customer accounts for business customers and residential customers, collectively referred 

to as “small customers”, as defined by the National Energy Retail Law. Through managing these accounts, 

TGR will operate under its policies, procedures and checklists that have been developed in accordance with, 

inter alia, the National Energy Retail Law, Rules and Regulations and applicable Australian Standards. 

4.2.3 Education 

A staged training program is implemented to ensure all employees (new and existing) are competent to fulfil 

their evolving role while ensuring they are not overwhelmed with information overload.  The program is 

designed to be consistent with TGR’s compliance culture and commitment to compliance.  

The document that supports competency for new and existing team members for initial, ongoing and 

refresher training is titled the Customer Service Employee Compliance Training Checklist (BMSDOC-18-

1449).  This checklist is completed as each section of training is learnt and checked by the employee’s 

immediate manager.   

4.2.4 Existing Employees 

All permanent staff have a position description which incorporates compliance objectives.  Staff development 

is progressed via individual development plans.  The individual development plan includes training and 

development objectives that will assist the staff member to excel in their current role together with planning 

for skill development required for future career progression.  Staff are actively performance managed as 

required. 

TGR staff have an ongoing requirement to be adequately trained so they can easily and consistently apply 

compliance principles when handling customer and stakeholder queries and in doing so perform their duties 

in an ethical, lawful, and safe manner.  They need to be fully aware of the broad principles of the National 

Energy Retail Law, Rules, and Regulations. 

4.2.5 New Employees 

All new employees go through a corporate induction process administered by Human Resources (HR). As part 

of the corporate induction process all new employees are provided with key policies and procedures which 

they need to read and acknowledge through a formal sign off process. 

The training commences with initial on-boarding training and continues a regular basis, so the Customer 

Service Employee is confident and competent in all aspects of their role.  Informal refresher training is 

conducted as required to ensure ongoing compliance and to cater for legislative changes or fill any identified 

gaps in staff knowledge.  

The new employee will be required to complete training which when completed is signed off against the 

Customer Service Employee Compliance Training Checklist (BMSDOC-18-1449) saved electronically and a 

hard copy is stored with the employee’s records. 

The Marketing and Communications Coordinator is expected to allocate time to read and research to ensure 

knowledge of the legislation relating to marketing material and the website. The GM Retail and General 

Counsel supports the Marketing Coordinator in this and ensures the resources and tools are available to do 

so. External resources are instructed to assist on an as required basis. 

In addition to job specific training all TGR staff attend annual training sessions, organised by the HR team, 

on the Code of Conduct Policy (BMSDOC-18-378), bullying and harassment, ring fencing, emergency 
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management awareness and an induction refresher.  Other ad-hoc training sessions are organised on an as 

required basis. 

4.2.6 Visibility and Communication 

TGR’s commitment regarding safety, compliance, ethics, and other corporate policy statements are clearly 

visible in-house for personnel and the public to see. 

The HSE team manage a controlled document store to which all TGR staff have access to read policies, 

programs, procedures, and guidelines. 

Staff meetings are held fortnightly (however these may be deferred dependent on staff availability and 

competing priorities). These meetings provide all staff with an opportunity to raise issues including safety, 

risk identification/management, training, customer interaction and compliance.  They also provide an 

opportunity for providing updates on regulatory and other changes affecting the electricity retail industry. 

The HR team provide annual training and refresher courses for all staff together with regular updates and 

reminders in relation to compliance and performance.   

4.2.7 Liaison 

Effective stakeholder management through maintaining good working relationships with stakeholders, both 

regulatory and commercial, is a key area of responsibility for the GM Retail.  TGR will work closely with these 

parties to ensure the Tasmanian electricity market is developed with foundations in the best possible 

policies, regulations, and relationships.   

Regular, informal contact with the AER, OTTER, Australian Energy Market Operator (AEMO) and the Energy 

Ombudsman Tasmania (Ombudsman) is undertaken during compliance and reporting obligations.    

TGR treats any queries or requests for information from the AER, OTTER, AEMO, Ombudsman or any other 

interested party as a priority and aims to respond within 1 business day.  TGR ensures the AER, OTTER, AEMO 

and Ombudsman (as appropriate) receives up to date information. 

4.2.8 Whistle-blower Policy 

In further support of the Compliance Policy and this Compliance Plan, and in accordance with AS ISO 

19600:2015 Compliance management systems – Guidelines, TGR has a Whistle-blower Policy (BMSDOC-

18-737), which encourages staff to report a non-compliance issue. 

A statement on the company’s intranet advises employees faced with a situation which may be a violation of 

ethics or outside of the Code of Conduct Policy (BMSDOC-18-378) to raise the issue with their manager. If 

they are not comfortable with doing this, they are advised to contact the Whistle-blower Officer or Chairperson 

of the Tas Gas Holdings Board. 

4.3 Performance Evaluation  

4.3.1 Operational Processes 

The Customer Service Employees record all contractual detail and summary notes of customer verbal 

communication and written correspondence electronically in the Gentrack Velocity customer management 

and billing system.  The control processes within Gentrack Velocity provide sufficient detail for monitoring 

and assessment. Information is collected and held in accordance with the Privacy Act 1988. 

4.3.2 Complaints 

TGR treats a customer’s expression of dissatisfaction with a specific action or service provided by TGR as a 

complaint. 

Complaints are handled in accordance with the Complaints and Dispute Resolution Procedure (TGR) 

(BMSDOC-18-1350), which has been prepared in accordance with AS ISO 10002:2018 Customer 

satisfaction – Guidelines for complaints handling in organizations.  This procedure is updated from time to 

time by the Customer Service and Operations Manager and a training update is provided as appropriate. 
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The TGR Customer Service Team is responsible for entering all complaints and their progress into a 

Complaints Register which is stored in the Customer Services folder.  The Customer Service and Operations 

Manager is responsible for overseeing entries made in the Complaints Register and ensuring complaints are 

handled in accordance with the Complaints and Dispute Resolution Procedure (TGR) (BMSDOC-18-1350).  

In general, most complaints are resolved within 1 business day. The Complaints and Dispute Resolution 

Procedure (TGR) (BMSDOC-18-1350) sets a resolution target of 5 working days. 

Serious complaints are escalated as soon as reasonably possible.  A summary of complaints is reported to 

the executive management on a monthly basis. 

All complaints are dealt with promptly and close supervision and monitoring is maintained until the complaint 

is resolved.  

4.3.3 Customer Satisfaction  

TGR carries out surveys to gauge customers views on the service provided and to obtain useful feedback on 

areas that could be improved. 

4.3.4 Reports and Meetings 

The TGR team meets regularly to discuss issues such as performance figures, staff training, staff health and 

safety, outstanding complaints, compliance breaches, and general concerns and issues.  In addition, ad-hoc 

meetings may be arranged on an as required basis. 

The GM Retail reports compliance activities informally to the CEO and General Counsel on an ad hoc basis.  

Any compliance breach issues, or serious complaints are reported as they occur, and the CEO escalates 

issues to the Board as and when required. 

The Compliance Manager and Customer Service and Operations Manager have monthly meetings to discuss 

compliance matters and audits for TGR. 

4.3.5 Phone System 

TGR uses Ring Central Contact Centre as its phone system, which was implemented in October 2021. This 

phone system ensures every customer relates to the person best suited to resolving their issue. 

4.3.6 Health, Safety & Environment Team 

As part of the whole of organisation framework HSE provides TGR with advice and support in preparing 

documentation, ensuring compliance, and assessing risk. HSE reviews the Compliance Plan and makes 

recommendations as applicable. 

4.3.7 Compliance Reporting 

TGR prepares compliance reports in accordance with clause 1.4 above and puts these through to the HSE 

Manager and CEO for review before submitting them to the AER. 

4.3.8 Internal Audits 

On an annual basis the GM Retail and the Compliance Function will schedule two internal audits to be carried 

out over the following 12 months. These audits will target specific areas of TGR’s business which have been 

identified either internally or externally as requiring inspection.  The Compliance Function will carry out the 

audits and prepare a report for the GM Retail.  The GM Retail will present the findings at the next staff 

meeting for discussion and record. The General Counsel will also report audit findings to the ARMC. Corrective 

actions such as training, improvements to procedures or changes to standard practices may be raised.  An 

ongoing action may be recorded in meeting minutes to monitor the effectiveness of the corrective action.   

4.3.9 Culture of Continuous Improvement  

TGR has a set of core corporate values which encourage and support staff to actively seek ways to improve 

themselves and their work practices. 
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The core corporate values are: 

Work together 

• Have the conversation  

• Share the load 

• Show respect 

• Listen and share ideas  

Do what’s right 

• Act with integrity 

• Take ownership 

• Be transparent 

• Work to a professional standard 

Give it a go 

• Challenge ourselves 

• Support each other 

• Learn from failure  

• Own our decisions 

“Safety by choice not by Chance” 

• Be alert 

• Take the initiative 

• Look after each other  

• Stay safe 

The framework of the corporate values encourages an environment where doing the right thing is an 

imperative and this assists in building a culture of compliance through integrity and transparency.  The values 

empower staff to take ownership for decisions but at the same time to learn from failure without blame which 

means any non-compliance or non-conformance can be dealt with in an open and transparent manner.  

4.3.10 Key Performance Indicators 

As part of TGR’s continual improvement process, certain key performance indicators (KPIs) are used to 

monitor and measure compliance performance.  These indicators are reviewed regularly.  

In addition, the AER Compliance Procedures and Guidelines requires TGR to provide certain information to 

the AER quarterly and half yearly.  

The table below sets out the objectives of AS ISO 19600:2015 Compliance management systems – 

Guidelines together with KPIs and measurements for success.   
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1. SCOPE 

This policy applies to Tas Gas Holdings Pty Ltd and its subsidiaries, hereinafter referred to as ‘Tas Gas’, 
and all employees, contractors and sub-contractors as appropriate. 

This policy, together with the compliance management system applicable to each entity, ensures 
effective governance and conformance with regulatory requirements and the company’s legal and 
compliance framework. 

2. PURPOSE AND APPLICATION 

Tas Gas recognises that an important part of achieving its strategic direction is to have an effective 
system of governance, which includes conducting activities in accordance with their policies, 
procedures, and the law, to enhance community confidence and their owners in the management of 
their assets. 

To meet this commitment, Tas Gas will maintain the highest standards of diligence in all areas of 
accountability via a robust Compliance Management System (CMS); position descriptions; ongoing 
education, training, and development; regular internal audits and inspections; and in the promotion of a 
‘compliance culture’. 

2.1 Compliance Framework 

Compliance is accomplished through the following means: 

 Federal and state legislation, international, Australian, and other standards and related 
industry guidelines are monitored through subscription to online services such as Lawlex 
and SAI Global Standards Watch or other appropriate industry memberships and by close 
liaison with the regulators. Changes to legal and other requirements will be communicated 
to the business and relevant documentation and training materials reviewed and updated 
as required. 

 A business management system comprising a controlled document store; specified 
intranet and cloud-based document storage; and archive library which is managed by a 
dedicated document controller and is accessible by all staff. Revision details and review 
timetables are communicated weekly to staff. 

 A workflow approval process requires managers to approve documentation produced by 
their teams to ensure consistency and compliance. These documents may include 
reference to legislation, standards and industry practices associated with the scope of 
works and are subject to the requirements of the Document Control Procedure (BMSDOC-
18-421). 

 Managers may consult, where applicable, with other teams during the document 
development or approval process. This will be reflected in the “Review Required by” 
section of the document and will include the Safety & Compliance team if specific 
compliance advice is required. 

 The Safety & Compliance Manager oversees the document development and review 
process via the weekly approved document list to ensure that a legislative compliance 
review has been conducted. 

 The internal audit process will review legislative compliance in relation to document 
content and to the implementation of, and compliance with, those documents prior to, 
during and after operational activities are undertaken. 

 External auditors conducting compliance and license approval audits will consider the 
effectiveness of the above procedures. 

 Staff are required to “live” the company values which include behaviours to ensure 
compliance such as “Do what’s right” with the sub-descriptors of “Act with Integrity” and 
“Work to a Professional Standard” and to report any non-compliance to the appropriate 
person as soon as possible. 

 Corrective actions arising from audits or other reporting means are recorded in the 
Corrective Action Register and monitored through to timely completion. 
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 Training is provided on a regular basis to support compliance awareness and competence. 
Annual presentations, re-inductions and online refresher modules are included. Training 
may also be included as a corrective action to address non-compliance issues. 

3. POLICY STATEMENT, OBJECTIVES AND PRINCIPLES 

Tas Gas is committed to complying with all relevant legislation and obligations and seeks to promote a 
culture of effective and sustainable corporate governance and compliance practices. Tas Gas has 
developed Compliance Management Systems (CMS) for each entity based on the Australian and 
International Standard (AS/ISO 19600:2015 Compliance Management Systems - Guidelines) to ensure 
the following: 

 The highest standards of ethics and compliance with all applicable laws, regulations, rules, 
and policies are maintained. 

 Compliance is embedded into the culture of the organisation. 
 Compliance is integrated within the financial, risk, quality, safety and environmental 

management processes and operational requirements and procedures. 

Each CMS is based upon the principles of good governance, proportionality, transparency, and 
sustainability and includes the following objectives: 

 Compliance obligations are identified and assessed for mitigation. 
 Compliance and risk are managed at the operational level, with accountability through 

defined reporting structures. 
 Staff training needs are identified and addressed. 
 Behaviours that create and support compliance are encouraged and behaviours that 

compromise compliance are not tolerated. 
 Controls to manage key compliance obligations and achieve desired outcomes. 
 A demonstration that the CMS is interwoven throughout documentation and practice. 
 A commitment to regular review and continual improvement. 

4. INDEPENDENCE AND AUTONOMY OF THE COMPLIANCE 
FUNCTION 

The Safety & Compliance team provides a dedicated compliance resource comprising of the Manager 
and the safety and compliance officers (Compliance Function) to assist in the development of a 
comprehensive suite of policies and plans to make compliance easily understood and achievable. Safety 
& Compliance maintains a schedule of compliance audits and has adopted the parent company’s 
internal audit reporting framework, which can be applied to TGN’s activities to highlight areas requiring 
improvement. 

The Compliance Function is independent from the other teams within TGN and reports directly to the 
CEO. This independence enables the Compliance Function to provide an independent and unbiased 
view when assisting TGN to meet its compliance needs. 

5. RESPONSIBILITY FOR MANAGING AND REPORTING COMPLIANCE 
ISSUES 

5.1 General Responsibilities 

The contact person for information on this policy is the Safety & Compliance Manager. 

All employees must promote the highest standards of ethical business conduct, obey all laws and 
regulations as well as company policies and procedures, and embed the company values into their daily 
work. 



 
Policy 
BMSDOC-18-652 

Status – Approved 
Current Version: 9.0 

Legal Compliance Policy 
 

© 2023 Tas Gas “Safety by choice – not by chance” Page 5 of 6 

5.2 Specific Responsibilities  

The overall responsibilities and accountabilities for ensuring compliance are set out in detail in the 
CMSs. The specific responsibilities for managing and reporting compliance issues are set out below: 

All Employees must: 

 ensure they “Do what’s right” at all times. 
 report compliance anomalies and potential compliance improvements to their manager for 

resolution and consideration. 
 cooperate fully with any investigations and/or resolutions of non-compliance incidents. 

Management must: 

 be open and available to any team member wishing to report actual or potential non-
compliance. 

 ensure a report of any non-compliances is forwarded to the Compliance Function. 
 assist the Compliance Function with any actions required to record, report, or investigate 

non-compliance incidents.  

The Compliance Function must: 

 maintain a register of compliance failures including actions taken to prevent recurrence. 
 ensure that material compliance failures are immediately reported to the Board or 

external party (e.g., Regulator) as appropriate. 
 provide reports to the Regulators in the timelines state in their reporting guidelines on 

non-compliance and resolution. 
 facilitate the investigation and resolution of non-compliance incidents. 
 liaise directly with regulators. 
 ensure audit and appraisal reports are provided to Managers, the CEO, and the Board.  

The CEO must: 

 ensure the company values are embedded in the company’s activities. 
 regularly communicate the absolute requirement to “Do what’s right” at all times. 
 review non-compliance reports and the resolution process. 
 participate with investigations and/or resolutions of non-compliance incidents as required. 
 liaise directly with regulators in relation to serious non-compliance issues. 
 ensure the Board is appropriate advised of non-conformance issues. 

The Board must: 

 oversee the implementation and review of internal compliance and control systems. 
 scrutinise compliance performance. 
 review and, if required, act upon reports of non-compliance. 
 review management’s position regarding compliance in the regularly provided compliance 

reports. 
 review appraisal and audit reports by regulatory agencies and any compliance auditor 

observations. 
 review and consider reports concerning actual and suspected breaches of law, including 

fraud and theft, and assessing systems to manage these risks.  





 

 
 
 
Purpose 
 
This policy is intended to ensure that we handle complaints 
fairly, efficiently and effectively.  
 
Our complaint management system is intended to:  
 

• Enable us to respond to issues raised by customers 
making complaints in a timely and cost-effective 
way 

• Boost customer confidence in our processes 

• Provide information that can be used by us to 
deliver quality improvements in our products, 
services, staff and complaint handling. 

This policy provides guidance to our staff and people who 
wish to make a complaint on the key principles and 
concepts of our complaint management system. 

Scope 
 
This policy applies to Tas Gas Holdings Pty Ltd and its 
subsidiary companies. It applies to all staff receiving or 
managing complaints from customers regarding our 
products and services.  
 
Commitment 
 
This company expects staff at all levels to be committed to 
fair, effective and efficient complaint handling. The 
following outlines the nature of the commitment expected 
from staff and the way that commitment should be 
implemented. 
 
CEO of Tas Gas 
 
Promote a culture that values complaints and their 
effective resolution. 
 

• Report publicly on Tas Gas’s complaint handling. 
• Provide adequate support and direction to key 

staff responsible for handling complaints. 
• Regularly review reports about complaint trends 

and issues arising from complaints. 
• Encourage all staff to be alert to complaints and 

assist those responsible for handling complaints to 
resolve them promptly. 

• Encourage staff to make recommendations for 
system improvements. 

• Recognise and reward good complaint handling 
by staff. 

• Support recommendations for product, service, 
staff and complaint handling improvements 
arising from the analysis of complaint data. 

 
Manager responsible for complaint handling 
 
Establish and manage our complaint management system. 
 

• Provide regular reports to the CEO on issues 
arising from complaint handling work. 

• Ensure recommendations arising out of complaint  

 
data analysis are canvassed with the CEO and 
implemented where appropriate. 

• Recruit, train and empower staff to resolve  
complaints promptly and in accordance with Tas 
Gas’s policies and procedures. 

• Encourage staff managing complaints to provide 
suggestions on ways to improve the organisation’s 
complaint management system. 

• Encourage all staff to be alert to complaints and 
assist those responsible for handling complaints to 
resolve them promptly. 

• Recognise and reward good complaint handling 
by staff.  

 
Staff whose duties include complaint handling 
 
Demonstrate exemplary complaint handling practices. 
 

• Treat all people with respect, including people who 
make complaints. 

• Assist people to make a complaint, if needed. 
• Comply with this policy and its associated 

procedures. 
• Keep informed about best practice in complaint 

handling. 
• Provide feedback to management on issues 

arising from complaints. 
• Provide suggestions to management on ways to 

improve the organisation’s complaints 
management system. 

• Implement changes arising from individual 
complaints and from the analysis of complaint 
data as directed by management.  

 
All staff 
 
Understand and comply with Tas Gas’s complaint handling 
practices.  
 

• Treat all people with respect, including people who 
make complaints. 

• Be aware of Tas Gas’s complaint handling policies 
and procedures. 

• Assist people who wish to make complaints to 
access the Tas Gas’s complaints process. 

• Be alert to complaints and assist staff handling 
complaints resolve matters promptly. 

• Provide feedback to management on issues 
arising from complaints. 

• Implement changes arising from individual 
complaints and from the analysis and evaluation 
of complaint data as directed by management. 

 
Definitions 
 
Tas Gas: Tas Gas Holdings Pty Ltd includes, but is not 
limited to, the following subsidiaries: 
 

• Tas Gas Holdings Pty Ltd (TGH) 
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• Gas Holdings Tasmania (GHT) 
• Tas Gas Networks Pty Ltd (TGN) 
• Tas Gas Retail Pty Ltd (TGR) 
• Gas Networks Victoria Pty Ltd (GNV) 
• Gas Pipeline Victoria PTY Ltd (GPV) 

 
Complaint: Expression of dissatisfaction made to or about 
us, our products, services, staff or the handling of a 
complaint where a response or resolution is explicitly or 
implicitly expected or legally required. 
 
Complaint Management System: All policies, procedures, 
practices, staff, hardware and software used by us in the 
management of complaints. 
 
 
Policy: A statement of instruction that sets out how we 
should fulfil our vision, mission and goals. 
 
Procedure: A statement or instruction that sets out how 
our policies will be implemented and by whom. 
 
Guiding Principles 
 
 
 
 
 
 
 
Facilitate Complaints 
 
People focus 

We are committed to seeking and receiving feedback and 
complaints about our services, systems, practices, 
procedures, products and complaint handling. 

Any concerns raised in feedback or complaints will be dealt 
with within a reasonable time frame. 

People making complaints will be: 
 

• Provided with information about our complaint 
handling process 

• Provided with multiple and accessible ways to 
make complaints 

• Listened to, treated with respect by staff and 
actively involved in the complaint process where 
possible and appropriate 

• Provided with reasons for our decisions/s and any 
options for redress or review 
 

No detriment to people making complaints 

We will take all reasonable steps to ensure that people 
making complaints are not adversely affected because a 
complaint has been made by them or on their behalf. 

Anonymous complaints 

We accept anonymous complaints and will carry out an 
investigation of the issues raised where there is enough 
information provided. 

 
 
 
 
 
 
 

Accessibility 
 
Information about how to make a complaint must be easily 
accessible for a customer, including information on this 
policy. 

We will also provide customers with information on their 
right to contact the Energy & Water Ombudsman in their 
state at any time for independent advice and information, 
as well as to complain to the Ombudsman if they are 
dissatisfied with our handling of their complaint or dispute.  
The Ombudsman’s ’s contact details are on our website. 

Customers who are deaf, or have a hearing impairment 
may contact us to make a complaint via the National Relay 
Service, the following details are also published on our 
website and on customer bills: 

• TTY users phone 133 677 then ask for 1800 750 750 
• Speak and Listen users phone 1300 555 727 then 

ask for 1800 750 750 
• Internet relay users connect to the NRS then ask 

for 1800 750 750 
• SMS Relay text 0423 677 767 

For customers who wish to use an interpreter service to 
make a complaint to us can call TIS National on 131 450. This 
number is also published on our website and on customer 
bills.  

No charge 

Complaining to us is free.  

Respond to Complaints 
 
First call resolution 

Where possible, complaints will be resolved at first contact 
with Tas Gas.  

Responsiveness 

We will promptly acknowledge receipt of complaints. 

We will assess and prioritise complaints in accordance with 
the urgency and/or seriousness of the issues raised. If a 
matter poses an immediate risk to safety or security the 
response will be immediate and will be escalated 
appropriately.  

We are committed to managing people’s expectations, and 
will inform them as soon as possible of the following: 

• Complaints process 
• Expected time frames for our actions 
• Progress of the complaint and reasons for any 

delay 
• Their likely involvement in the process 
• Possible or likely outcome of their complaint 

 
Objectivity and fairness 

We will address each complaint with integrity and in an 
equitable, objective and unbiased manner. 

We will ensure that the person handling a complaint is 
different from any staff member whose conduct or service 
is being complained about. 

Conflicts of interests, whether actual or perceived, will be 
managed responsibly. In particular, internal reviews of how 

STEP 1:  FACILITATE COMPLAINTS 

STEP 2:  RESPOND TO COMPLAINTS 

STEP 3: MANAGE THE PARTIES TO A COMPLAINT 

 





 

is more than one issue raised, determine whether each 
issue needs to be separately addressed. 

When determining how a complaint will be managed, we 
will consider the following: 

• How serious, complicated or urgent the complaint 
is. 

• Whether the complaint raises concerns about 
people’s health and safety. 

• How the person making the complaint is being 
affected.  

• The risks involved if resolution of the complaint is 
delayed. 

• Whether a resolution requires the involvement of 
other organisations.  
 

Addressing Complaints 

After assessing the complaint, we will consider how to 
manage it, which may include the following: 

Give the person making the complaint information or an 
explanation.  

• Gather information from the product, person or 
area that the complaint is about 

• Investigate the claims made in the complaint 
 
We will keep the person making the complaint up to date 
on our progress, particularly if there are any delays. We will 
also communicate the outcome of the complaint using the 
most appropriate medium. The actions we decide to take 
will be tailored to each case and will take into account any 
statutory requirements for providing reasons for decisions. 

Following consideration of the complaint and any 
investigation into the issues raised, we will contact the 
person making the complaint and advise them:  

• The outcome of the complaint and any action we 
took 

• The reason/s for our decision 
• The remedy or resolution/s that we have proposed 

or put in place 
• Any options for review that may be available to the 

complainant, such as an internal review, or 
external review to the independent Ombudsman. 
 

Closing the complaint, record keeping, redress and 
review 

We will keep comprehensive records about: 

• How we manage the complaint 
• The outcome/s of the complaint including 

whether it or any aspect of it was substantiated, 
and recommendations made to address problems 
identified and any decisions made on those 
recommendations 

• Any outstanding actions that need to be followed 
up 
 
We will ensure that outcomes are properly 
implemented, monitored and reported to the 
complaint handling manager and/or senior 
management.  
 

 
 
 

Alternative avenues for dealing with complaints 

We will ensure that complaints are recorded in a systematic 
way so that information can be easily retrieved for reporting 
and analysis.  

Accountability and Learning 
 
Analysis and Evaluation of Complaints 

We will ensure that complaints are recorded in a systematic 
way so that information can be easily retrieved for reporting 
and analysis. 

Regular reports will be run on:  

• The number of complaints received  
• The outcome of complaints, including matters 

resolved at the frontline 
• Issues arising from complaints 
• Systemic issues identified 
• The number of requests we receive for internal 

and/or external review of our complaint handling 
 
Regular analysis of these reports will be 
undertaken to monitor trends, measure the quality 
of our customer service and make improvements. 
 
Both reports and their analysis will be provided to 
the CEO and senior management for review.  
 

Monitoring of the complaint management system 

We will continually monitor our complaint management 
system to: 

• Ensure its effectiveness in responding to and 
resolving complaints 

• Identify and correct deficiencies in the operation of 
the system 
 
Monitoring may include the use of audits, 
complaint satisfaction surveys and online listening 
tools and alerts.  
 

Continuous improvement 

We are committed to improving the effectiveness and 
efficiency of our complaint management system. To this 
end, we will: 

• Support the making and appropriate resolution of 
complaints 

• Implement best practices in complaint handling  
• Recognise and reward exemplary complaint 

handling by staff 
• Regularly review the complaints management 

system and complaint data 
• Implement appropriate system changes arising 

out of our analysis of complaints data and 
continual monitoring of the system. 
 
 
 
 
 
 
 



 

 
 

 

 
 
 
 
 
 
1. GENERAL 
 
1.1 Scope 
 
This procedure applies to Tas Gas Retail (TGR), a subsidiary 
of Tas Gas Holdings Pty Ltd.  
 
 
1.2 Objective 
 
The objective of this procedure is to ensure TGR and its 
Customer Service Representatives (CSRs) adheres to: 
 

• The principals set out in the Complaints and 
Dispute Resolution Policy; and  
 

• Manage a customer’s dissatisfaction with services 
in a way that keeps the interests of the customer 
at the forefront of TGR’s operations. 
 

To assist CSRs, this Procedure sets out the methodology for 
handling, recording, tracking, communicating, and 
resolving complaints in a timely manner.  

 
 
1.3 Definitions 
 
Tas Gas: Tas Gas Holdings Pty Ltd includes, but is not 
limited to, the following subsidiaries: 
 

• Tas Gas Holdings Pty Ltd (TGH) 
• Tas Gas Networks Pty Ltd (TGN) 
• Tas Gas Retail Pty Ltd (TGR) 
• Gas Networks Victoria Pty Ltd (GNV) 
• Gas Pipeline Victoria PTY Ltd (GPV) 

 
CSRs: Customer Service Representatives 
 
HSE: Health Safety and Environment 
 
Gentrack: Gentrack Velocity, TGR’s customer billing and 
account management system 
 
GM: General Manager 

 
 
 
 
 
 
 
 
 
 

 
 

 
1 A complaint is defined as being: 
“An expression of dissatisfaction with a specific action or service of 
an agency, including the failure by an agency to comply with its 
public service charter or mission.” 
Note. Please see the Good Practice Guide, the Victorian 

Ombudsman’s Guide to Complaint Handling for Victorian 
Public-Sector Agencies and Australian Standard AS/NZS 

 
 
 

 
 
 
 
2. THE COMPLAINT PROCESS 
 
2.1 Initial Registration 
 
CSRs are the main point of contact for complaints via 
phone, letter or email. When a CSR receives a complaint1 
through any of these means, they will follow the below 
steps: 

 
1. Establish whether the complaint relates to a 

service provided by TGR or TGN (if TGN, follow 
below steps as well as refer to 2.5). 

 
2. Once established, record complaint against the 

customer’s account in Gentrack through creating 
a complaint record. 

 
Note: if a person making the complaint is not a 
TGR customer, the CSR will still create a complaint 
record in the TGR internal account and complete 
the following details as prompted: 

 
o Complaint Source 
o Complaint Type 
o Complaint About 
o Billing Complaint Type (if a Billing 

complaint) 
o Full Issue Description (please complete as 

much detail as possible)  
o Attachments (attach copies of any 

documentation, etc) 
o FINISH 

 
3. If the complaint can be resolved to the customer’s 

satisfaction during the initial contact, can close the 
complaint,  
 
Note: If as part of the resolution the customer 
requests confirmation in writing, a Resolution 
Confirmation Letter will be sent in line with the 
customer’s chosen method of communication and 
saved to the customer’s account (i.e. if complaint is 
received via email, response to be sent by email, 
etc).  
 

4. If the complaint cannot be resolved, will 
immediately record details of the next steps 
required in the Gentrack record, as well as track 
any actions already taken.  

 
 
 
 
 
 

10002-2014 - Guidelines for complaints management in 
organisations. This guide is based on the current Australian 
Standard. This guide helps educate and embed how best we 
can manage and support our valued customers with 
complaints. 
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2.2 Complaint Monitoring 
 
Once the complaint has been recorded against the 
customer’s account, it will be visible to all TGR staff 
including the Team Leaders, Customer Service & 
Operations Manager and GM Retail. 
 
The CSR will notify either the Customer Service Team 
Leader or Billing Team Leader (whichever is applicable) 
advising a complaint has been received.  
 
The CSR will monitor progress of the complaint via the 
customer’s account, using notes and follow up dates. 
 
2.3 Updating the Complaint 
 
Any updates to the complaint will be recorded in the 
complaint record so that progress of the complaint can be 
monitored and escalation can take place if necessary. 
 
If letters or other documentation are provided in relation to 
the complaint, copies will be saved to the complaint record 
in the customer’s account.  
 
2.4 Completion within 5 Working Days 
 
TGR aims to have a completion turnaround of 5 business 
days unless elevated to the relevant Ombudsman. 
 
All efforts should be made to ensure complaints are 
resolved to the customer’s satisfaction within 5 business 
days, and without the need for the complainant to escalate 
the issue to the relevant Ombudsman. 
 
Once the complaint is resolved, the complaint record in the 
customer’s account will be updated with the close out date, 
and the open service order will also be closed.  
Details of all actions and the resolution will be recorded in 
the complaint record in the customer’s account. 
 
2.5 Closing Complaint 
 
Before a complaint is closed, TGR will ensure the outcome/s 
of the complaint is recorded in the complaint record in the 
customer’s account, including:  
 

• Whether the complaint or any aspect of it was 
substantiated; 
 

• Recommendations made to address problems; 
 

• Any decisions made on recommendations; and  
 

• Outstanding actions that need to be followed up 
 
Where there are outstanding actions that need to be 
followed up, these will be diarised in the TGR calendar and 
assigned to a member of the TGR Management Team for 
oversight. 
 
2.6 Complaint by TGR customer about TGN 

 
If a complaint is received from a TGR customer about TGN’s 
operations, the complaint will still be registered in the 
customer’s TGR record and TGR will ensure it is resolved 
(following steps in 2.1 above). A CSR will also follow the 
below steps:  
 

1. Advise customer the complaint is in relation to 
TGN and obtain the customer’s consent to provide 
TGN with their name, contact details and details of 
the complaint (including convenient times to be 

contacted about the complaint). The consent will 
be recorded as part of the complaint description.  

2. Once customer’s consent is obtained, record 
consent in complaint record in customer’s account 
and pass the above details onto TGN. 

 
3. Advise customer TGN will respond directly when it 

is practicable for them to do so. 
 

4. If customer states they want to contact TGN 
directly, advise them to contact the TGN Health 
Safety & Environment (HSE) team via the relevant 
Tasmanian or Victorian email address or by 
phoning 03 6336 9350, or alternatively offer to 
transfer the complainant to the TGN HSE team for 
action. 

 
5. Always forward any details relating to the 

complaint to: 
 

o complaintstgn@tasgas.com.au for 
Tasmanian complaints; or 
 

o gnvcomplaints@tasgas.com.au for 
Victorian complaints 

 
2.7 Complaint by person who is not TGR 

customer 
 
If a complaint is received from a person that is not a 
customer of TGR, the complaint will still be registered in the 
TGR internal account (following steps in 2.1 above). A CSR 
will also follow the below steps: 
 

1. If the complainant is a gas consumer, advise them 
to contact their gas retailer to register their 
complaint. 

 
2. If the complainant is not a gas consumer, but they 

have a complaint in relation to the gas network, 
advise them to contact the TGN HSE team via the 
relevant Tasmanian or Victorian email address at 2.5 
above or by phoning 03 6336 9350, or alternatively 
offer to transfer the complainant to the TGN HSE 
team for action. 

  
2.8 Ombudsman Cases 
 
If a customer’s case is elevated to the relevant 
Ombudsman, the Ombudsman will formally contact TGR. 
This is usually via an initial telephone call to either the GM 
Retail or the TGN HSE team informing them of the 
complaint and requesting information. Depending on the 
nature of the complaint, this may be followed subsequently 
with further communication from the Ombudsman 
requesting information or setting out actions to be taken. 
 
As with any complaint, the complaint will still be registered 
in the customer’s TGR record and TGR will ensure it is 
resolved (follow steps in 2.1 above). A CSR will also ensure 
the following steps are undertaken: 
 

1. If the customer is a TGR customer, inform the TGR 
Management Team, together with the relevant 
action to be undertaken. 
 

2. If the customer is a TGR customer, record any 
details received from the Ombudsman in the 
customer’s account. 

 
3. Respond to all requests for information from the 

Ombudsman as a priority, and provide information 
either directly to the Ombudsman via email within 



 

1 business day of receiving the request, or via the 
Manager HSE if requested to do so. 

 
4. Add all subsequent information received in 

relation to the complaint to the complaint record 
in the customer’s account so that the TGR 
Management Team are able to track progress of 
the complaint. 

 
5. Once the TGR Management Team receives 

notification from the Ombudsman that the 
complaint has been resolved to the Ombudsman’s 
satisfaction, notify all relevant parties the case can 
be closed.  
 

3. If the close out date for the complaint is greater 
than 5 business days from the date of receipt of the 
complaint, record the reasons in the complaint 
details.  

  
2.9 Ombudsman Cases 
 
Any correspondence addressed to customers or other 
parties in relation to a complaint will first be approved by the 
Customer Services & Operations Manager before sent, and 
saved to the complaint record in the customer’s account. 
 
2.10  Outcome 
 
TGR will follow the Complaints and Dispute Resolution 
Policy and Complaints Procedure Flow Chart, ensuring that 
valued customers, team, and business partners are carefully 
managed and kept informed of the progress of their 
complaint. 
 
Success will be measured by resolving all complaints within 
5 business days of receipt pf the complaint and without the 
need to involve external mediators. 
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The Directors 

Tas Gas Holdings Pty Ltd 

5 Kiln Court 

St Leonards TAS 7250 

 

 

24 October 2022 

 

 

 

Dear Directors, 

 

 

Tas Gas Holdings Pty Ltd 
Audited financial statements for the year ended 30 June 2022 
 
We draw your attention to the last audited financial statements of Tas Gas Holdings Pty Ltd (the “Financial 

Statements”) which were signed on 17 October 2022. These financial statements contained a solvency 

declaration in the Director’s Declaration, as required by the Corporations Act 2001, that “in the opinion of 

the Directors, there are reasonable grounds to believe that Tas Gas Holdings Pty Ltd will be able to pay its 

debts as and when they become due and payable”. 

It is also a requirement of an audit, as set out in auditing standard ASA 570 Going Concern, that the 

auditor considers the appropriateness of the directors’ use of the going concern assumption in the 

preparation of the financial statements. In particular going concern means that an entity is expected to be 

able to pay its debts as and when they fall due for a relevant period of approximately 12 months from the 

date of the auditor’s report. The Financial Statements of Tas Gas Holdings Pty Ltd contained an 

unmodified audit opinion.  This indicates that we as auditors were satisfied as at the date of signing that 

opinion that it was appropriate, based on our evaluation of the directors’ assessment of the entity’s ability 

to continue as a going concern, for the directors to prepare the financial report on a going concern basis. 

We do not have any responsibility to perform procedures or make any enquiry regarding the financial 

report after the date of the auditor’s report.  We have performed no further audit work since the date of our 

audit report and therefore provide no assurance as at the date of this letter as to whether the going 

concern basis of preparation remains appropriate. 

This letter has been prepared solely to assist you in satisfying the requirement by Tas Gas Holdings Pty 

Ltd to demonstrate its’ ability to pay its debts as and when they become due and payable. We disclaim 

any assumption of responsibility for any reliance on this letter to any person other than the Directors or for 

any purpose other than that for which it was prepared. 
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We do not accept any responsibility for losses occasioned to Tas Gas Holdings Pty Ltd or to any other 
party as a result of the circulation, reproduction or use of this letter contrary to the provisions of this 
paragraph. 
 
 
Yours faithfully, 
 
 
 
 
Trevor Johnston 
Partner 
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I, JAMES JENKINS of , being CHIEF 

FINANCIAL OFFICER of TAS GAS RETAIL PTY LTD, declare that: 

 No member of TAS GAS RETAIL PTY LTD’s management team has been 

disqualified from the management of corporations; 

 There is no record of bankruptcy in Australia of any member of TAS GAS RETAIL 

PTY LTD’s management team; and 

 To the best of my knowledge, no member of TAS GAS RETAIL PTY LTD’s 

management team has a record of bankruptcy in an overseas jurisdiction. 

Signed: 

Date: 

 

22 / 03 / 2023
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5.1.3 Fairness and Equity 

Tas Gas is committed to developing a diverse workforce and to providing a work environment in 

which everyone is treated fairly and with respect. Employees will abide by the principles of 

Workplace Gender Equality and treat everyone fairly and equitably with respect, courtesy, 

compassion and sensitivity. Issues that arise will be dealt with consistently, promptly, fairly and in 

accordance with approved procedures in a non-discriminatory manner and in conformity with natural 

justice. Harassment in any form is unacceptable. Actions that constitute harassment are regarded 

as serious misconduct.  

5.1.4 Using Assets 

Employees will not use Tas Gas funds, property, equipment or other resources for personal benefit. 

Minor use of Tas Gas property (such as reasonable use of the telephone for private calls) is 

accepted. Tas Gas resources must not be sold, loaned or donated without management approval. 

Officers and employees are responsible for safeguarding Tas Gas resources under their control, 

including information and for maintaining accurate records regarding the use of resources.  

5.2 Conduct with Stakeholders 

5.2.1 Compliance 

Compliance with all laws and regulations in all relevant jurisdictions where Tas Gas operates is the 

minimum expectation. Some laws affect everyone, such as those concerning workplace gender 

equality and work health and safety. Other laws primarily affect employees in particular roles, such 

as those concerning product liability, competition and protection of the environment.  

Tas Gas acknowledges its obligations under Commonwealth privacy legislation and will only collect 

personal information ethically and lawfully. Employees collecting personal information on behalf of 

Tas Gas will comply with the law and respect the privacy of that information. 

5.3 Conduct with Business Partners 

5.3.1 Conflicts of Interest 

We expect that you will act honestly and ethically and in the best interests of the company by 

avoiding actual and perceived conflicts of interest in your personal and professional relationships. 

To assist your determination of what constitutes a “conflict of interest” it is important to note that 

the company believes that employees who engage third parties who routinely conduct business with 

the company for the employee’s personal purposes can create real or, at the very least, apparent 

conflicts of interest. Employees must not, without prior written consent of the CEO (or, in the case of 

the CEO, without the prior written consent of the Chair), engage, retain, hire or otherwise solicit, 

either orally or in writing, any vendor, contractor or other third party whom they know routinely 

supplies goods to or renders services for the company to supply goods to or render services for the 

employee’s personal purposes. 

Employees have a primary business responsibility to act in the interests of Tas Gas and should avoid 

any activity that may interfere, or have the appearance of interfering, with this responsibility. Such 

circumstances could compromise or appear to compromise the Employee’s ability to make impartial 

business decisions.  

If the potential for conflict of interest arises from involvement in a particular activity, employees 

must act in accordance with the Conflict of Interest Procedure (BMSDOC-18-1135) and seek 

guidance from People & Culture as to whether the specified activity represents a genuine conflict of 

interest.  
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5.3.2 Gifts and Benefits 

Employees will not accept a gift or benefit offered that is intended to, or is likely to, influence the way 

their duties are carried out.  Gifts or benefits with a value more than $250 must be approved by the 

CEO. In doing so there is an over-riding requirement that there is no possibility that the recipient 

might be, or might appear to be, compromised in receiving the gift. Seeking any gifts, favours, or 

forms of entertainment in return for, or exchange of, business, services or information, is also 

unacceptable and could damage Tas Gas’s integrity and reputation.  

5.3.3 Non-compliance 

The consequences of not complying with acceptable standards of performance or behaviour will vary 

with the incident and the circumstances applying at the time but in many cases will be considered as 

misconduct and subject to disciplinary action. Such discipline will be carried out in accordance with 

the Company’s disciplinary system. 

Note:  Counselling, reallocating duties or additional training will be given in cases of substandard 

work performance or for any minor instance(s) of misconduct before taking formal 

disciplinary action in order to help the employee find reasonable solutions to the problem. A 

time frame for improvement will be given and the employee will be told explicitly the result 

of further performance failure. Notation to this effect must be made by the Supervisor 

concerned. 

5.3.4 Category 1: serious misconduct - dismissal offences 

This covers actions and types of misconduct where no warning can be given. If an employee fails to 

observe these rules covering serious misconduct, summary dismissal can be expected. The following 

actions amount to serious misconduct: 

• Theft, unauthorised removal of property, being unlawfully in possession of Company 

property or other forms of dishonesty or wilful damage in connection with Company 

property, or the property of any other employee (whether such act results in criminal 

prosecution). 

• Fighting or physically assaulting another person on Company premises or during 

working hours. 

• Acts of disobedience, negligence or incompetence, which affects safety, quality, 

security, Company property or the good conduct of the business (this includes being 

intoxicated whilst on duty). 

• Refusal to perform normal duties or refusal to comply with a lawful and reasonable 

instruction of a supervisor or manager. 

• Using threatening language to, or intimidating behaviour towards, another person on 

Company premises or during working hours. 

• Deliberate avoidance of duties (including sleeping on duty during working hours). 

• Behaving in such a manner as to injure or cause extreme risk to other persons on 

Company premises. 

• Operation of machinery or vehicle where alcohol, illegal drugs, prescription or pharmacy 

medication has been consumed, impairing ability and causing harm and injury to 

others. 

• Where a conviction results in the loss of licence, where the ability to drive is a key 

element of the position. 

• Possession or use of illegal drugs on Company premises, or whilst on duty. 

• Smoking in areas designated ‘Non-Smoking’ for safety reasons. 

• Serious instances of unlawful discrimination or sexual harassment. 

• Deliberate falsification of Company records or timecards (including Employment 

Application forms) or making false claims, declarations or reports. 
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• Misrepresenting the Company for personal gain and/or unauthorised disclosure of 

confidential Company information. 

• Unauthorised carrying or possession of firearms on Company premises or during 

working hours. 

• Unauthorised disclosure of confidential Company information. 

• Engaging in other business activities that create a conflict of interests. 

• Using the internet for illegal or illicit purposes.  

• Repeated disregard for Company policies and procedure particularly in the case of 

safety. 

Note:  The above is not a complete list of all acts of serious misconduct. It is an indication only and 

there may be other acts of misconduct, which are so serious as to warrant summary 

dismissal. 

5.3.5 Category 2: misconduct - warning offences 

Misconduct is action which breaches the rules on less serious types of misbehaviour. A breach of 

the rules covering this type of action is likely to result in a warning being issued to the employee 

concerned. Repeated breaches of the rules on misconduct (or persistent poor performance) will 

constitute grounds for dismissal. The following actions are misconduct for which warnings will be 

issued: 

• Persistent absenteeism, lateness or poor timekeeping. 

• Non-compliance of Company policies. 

• Repeated failure to achieve acceptable standards of work performance in respect of 

quality, quantity or timeliness. 

• Reporting to work unfit for duty by reason of intoxication or bringing intoxicating liquor 

onto Company premises without authorisation from a supervisor or manager. 

• Using abusive language to another person on Company premises or during working 

hours. 

• Failure to complete stipulated hours of work or leaving assigned place of work without 

permission or valid reason (apart from a lunch-time for day workers). 

• Failure to observe safety rules/procedures or working or acting in an unsafe manner; 

failure to report an accident. 

• Failure to complete an assigned task, interfering with or preventing another employee 

from carrying out his/her work functions. 

• Minor instances of unlawful discrimination/sexual harassment or offensive behaviour. 

• Disorderly conduct, boisterous behaviour or practical joke posing a danger to personnel 

or Company property or product. 

• Misuse, abuse or unauthorised use of tools, vehicles and equipment (includes 

computers and communications equipment), company property or systems. 

• Posting of offensive notices, posters or graffiti on Company premises or property. 

Note:  The above is not a complete list of all acts of misconduct. It is an indication only and there 

may be other acts of misconduct, which warrant disciplinary action being taken. 

6. RISKS CONTROLLED UNDER THIS POLICY 

The following risks are controlled under this policy: 

• Addresses conduct regarding employees and members of the community. 

• Provides guidelines for managers, supervisors, team leaders and employees to ensure 

compliance and adhere to government legislation. 
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• Charitable contributions 

• Employment 

• Social benefits 

• Gifts, travel, hospitality and the reimbursement of expenses. 

Tas Gas strictly prohibits all bribery or corruption, in any form whatsoever. 

4.1.2 Do not make “facilitation payments” 

Facilitation payments are also a form of bribe and are, therefore, not permitted. Facilitation 

payments are small payments made to secure or speed up routine actions or otherwise induce 

public officials or other Third Parties to perform routine functions they are otherwise obligated to 

perform, such as issuing permits, approving immigration documents or releasing goods held in 

customs. This does not include legally required administrative fees or legally required fees to fast-

track services. 

If you have a question about whether a particular payment is permitted under this policy, please 

contact the GM Safety & Compliance or a Senior Executive prior to making such payment. 

4.2 Dealing with Public Officials 

4.2.1 Interactions with public officials require enhanced scrutiny and sensitivity.  

A “public official” is any person who is employed by or is acting in an official capacity for a 

government, a department, agency or instrumentality of a government, regulator, or a public 

international organization. This includes elected or appointed persons who hold legislative, 

administrative or judicial positions such as politicians, bureaucrats and judges. It also includes 

persons who perform public functions such as professionals working for public health agencies, 

water authorities, planning officials etc. A “public official” also includes employees of government-

owned or controlled businesses such as the manager of a state-owned public utility. 

There is increased sensitivity and scrutiny of dealings with public officials because this has 

traditionally been an area where bribery activity and corruption are more likely to occur. Be cognizant 

of these risks in your dealings and interactions with public officials and consider how your actions 

may be viewed. For example, payments to close relatives of public officials may be treated by 

enforcement authorities as direct payments to the public officials and therefore may constitute 

violations of law. 

As a result, gifts to public officials are strictly prohibited and entertainment for public officials should 

be modest and reasonable. In addition, because interactions with public officials carry special risks 

under applicable anti-bribery and anti-corruption laws, contracts and payments to public officials 

should be reviewed carefully to determine what additional safeguards, if any, may be necessary to 

protect Tas Gas. Please seek authorization from the GM Safety & Compliance or contact listed in 

Appendix A prior to entertaining, contracting with, or offering or making payments to public officials. 

4.3 Gifts and Entertainment 

4.3.1 Any gifts given or received shall be modest and any entertainment given or 

received shall be proportionate and reasonable for the circumstances.  

Subject to the restrictions set out in the prior section relating to public officials, gifts given to or 

received from persons who have a business relationship with Tas Gas are generally acceptable, if 

the gift is modest in value, is appropriate to the business relationship, is not given or received to 

gain an improper advantage and does not create an appearance of impropriety. No cash payment or 

cash equivalents should be given or received. 

Entertainment (e.g. meals, tickets to sporting events or theatre, rounds of golf) given to or received 

from persons who have a business relationship with Tas Gas are generally acceptable, if the 

entertainment is reasonable in value, appropriate to the business relationship, is not given or 

received to gain an improper advantage, does not create an appearance of impropriety and if a 

representative from the sponsoring organization (the party paying for the entertainment) is present 

at the event. 
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Gifts and entertainment (including meals) that are repetitive, no matter how small, may be perceived 

to be an attempt to create an obligation to the giver and should be avoided. 

Employees should not give or receive “big-ticket” items, such as travel accommodations, conference 

fees, costs for road shows, or event sponsorships, without prior authorization from the GM Safety & 

Compliance or a Senior Executive. 

4.4 Political Donations and Lobbying 

4.4.1 Do not offer contributions to political parties or candidates that might 

influence, or be perceived as influencing, a business decision. 

As a rule Tas Gas does not make any political donations.  

To ensure that we do not breach the law regarding political donations in any country; all political 

donations no matter how small or insignificant, made on behalf of Tas Gas (directly or indirectly) 

must be authorized in advance by the CEO.   

Political donations made by individuals on their own behalf should comply with any applicable local 

laws and regulations. 

Various federal, state and municipal laws and regulations impose specific restrictions and rules with 

respect to political contributions, both those made on behalf of Tas Gas or made by individuals on 

their own behalf, which can carry significant penalties for Tas Gas for violations. 

4.4.2 Do not engage in any lobbying activities on behalf of Tas Gas without specific 

authorization. 

Tas Gas encourages its employees, officers to take an active role in public service. However, any 

participation in this regard is to be undertaken as an individual and not as a representative of Tas 

Gas. 

Lobbying activities generally include attempts to influence the passage or defeat of legislation and it 

may trigger registration and reporting requirements. In many jurisdictions, the definition of lobbying 

activity is extended to cover efforts to induce rule-making by executive branch agencies or other 

official actions of agencies, including the decision to enter into a contract or other arrangement. 

You may not engage in lobbying activities on behalf of Tas Gas without prior authorization from the 

GM Safety & Compliance or a Senior Executive. 

4.5 Charitable Donations 

4.5.1 Do not solicit or offer donations to suppliers, vendors or public of ficials in a 

manner which communicates that compliance is a pre-requisite for future 

business. 

We encourage our officers and employees to contribute personal time and resources to charities 

and non-profit organizations. However, unless the solicitation is supported by Tas Gas, you are 

prohibited from using Tas Gas’ resources to solicit donations. 

All requests on behalf of Tas Gas for corporate gifts to charities and other not-for-profit organizations 

shall be authorized in advance by the GM Safety & Compliance or a Senior Executive. Charitable 

donations or requests for charitable donations made by individuals on their own behalf should 

comply with any applicable local laws and regulations. 

If you are requested by a public official to make a personal donation to a particular charity, please 

seek authorization from the GM Safety & Compliance or a Senior Executive before agreeing to, or 

making, the donation. 
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4.6 Record Keeping 

4.6.1 Record all our transactions in a complete, accurate and detailed manner so 

that the purpose and amount of the transaction is clear. 

In addition to prohibiting bribery and corruption, some anti-bribery and anti-corruption legislation 

requires proper record keeping and the establishment and maintenance of internal controls. The 

purpose of these provisions is to prevent companies from concealing bribes and to discourage 

fraudulent accounting practices. 

All of Tas Gas’ transactions must be recorded completely, accurately and with sufficient detail so 

that the purpose and amount of any payment is clear. No accounts or payments may be kept “off-

book”. False, misleading, or artificial entries must never be made in the books and records of Tas 

Gas for any reason. 

4.7 Third Parties 

4.7.1 Third Parties are not permitted to pay, offer, accept or request bribes on our  

behalf. 

Tas Gas may be prosecuted for failing to prevent bribery by a person associated with it. This includes 

any Third Party (as defined above). 

This means due diligence shall be undertaken on Third Parties to establish their anti-bribery 

credentials, where warranted by the assessed level of risk. This could include informing these 

persons (and associated companies) of this policy, meeting with them to better assess their 

character, and making commercially reasonable inquiries into their reputation and past conduct. 

Anti-bribery language should be included in Third Party agreements, where appropriate, in 

consultation with the GM Safety & Compliance or a Senior Executive. 

4.8 Reporting 

Tas Gas’ personnel have an obligation to adhere to this policy. If you witness behaviour on the part 

of Tas Gas’ personnel or any Third Party that you believe may represent a violation of this Policy you 

must promptly report it. Internal reporting is important to Tas Gas and it is both expected and 

valued. 

Tas Gas takes all reports seriously, and every report received will be assessed and, where 

necessary, appropriate investigation will be undertaken. The confidentiality of reported violations will 

be maintained where possible, consistent with the need to conduct an adequate review and subject 

to applicable law. 

Reports should in the first instance be made to the GM Safety & Compliance or a Senior Executive 

who will ensure that the information is properly handled and escalated as necessary. In the event 

that this does not appear to be an appropriate avenue because of the nature or the content of the 

report, it should be made to the Ethics Hotline or the Ethics Reporting website. See Appendix A for 

the contact details of the Ethics Reporting channels. 

No retribution or retaliation will be taken against any person who has made a report based on the 

reasonable good faith belief that a violation of this policy has occurred. 

4.9 Enforcement and Disciplinary Action 

Tas Gas will impose discipline on individuals found to have breached this policy, in a manner that is 

fair, consistent and that reflects the nature and facts of the violation. Anyone subject to this policy 

who violates it may face disciplinary actions up to and including termination of their employment for 

cause and without notice. The violation of this policy may also violate certain anti-bribery and anti-

corruption laws. If Tas Gas discovers a violation of any anti-bribery laws, it may refer the matter to 

the appropriate authorities, which could lead to penalties, fines or imprisonment or other liability. 
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APPENDIX A - CONTACT INFORMATION 

Tas Gas Australia Contacts: 

CEO  

Phaedra Deckart  Email   

 Phone  

 Mobile   

GM Safety & Compliance  

Craig Large Email    

 Phone  

 Mobile   
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Position Title: Compliance Manager/ Officer 

Location: Launceston or Hobart, Tasmania 

Department: Tas Gas Retail (TGR)  

Position reports to: Customer Service & Operations Manager 

Direct Reports (If applicable) NA 

Last Updated 26 May 2023 

 

About Us  

Owned by Foresight Group, Tas Gas is a leading Tasmanian energy company. Tas Gas operates 
natural gas pipelines in both Tasmania and Victoria and is the second largest energy retailer in 
Tasmania. 

Tas Gas Retail (TGR) serves over 10k gas customers in Tasmania & Regional Victoria and is 
exploring entry into new markets. The Compliance Manager will be play a crucial role in ensuring 
that Tas Gas Retail continues to meet their regulatory obligations and provide compliant products 
and services to our customers.  

 

Purpose of the Role: 
Reporting to Customer Service & Operations Manager, the TGR Compliance Manager/Officer 
provides direct assistance to the GM Retail and the Customer Service & Operations Manager, Tas 
Gas Retail. The role is accountable for providing operational support to Tas Gas Retail in carrying out its 
compliance obligations in relation to its retail licenses.  
 
The role will include: 

• Management of TGRs regulatory & compliance framework, including meeting reporting 
requirements and stakeholder engagement. 

• Supporting the TGR team to ensure compliance with TGR license requirements as well as 
other applicable laws and regulations. 

 
The role will be Tas Gas Retails’ trusted compliance advisor when it comes to energy retailing, 
including marketing & sales.  
 
Key Accountabilities: 

• Being the subject matter expert on regulatory requirements relating to the energy retail 
market in Tasmania and regional Victoria 

• Research, including Sales, Marketing and Service requirements, to cover:  

• Developing, reviewing and administering sales compliance regime with third 
party sales channels.  

• Maintaining sales compliance in the contact centre and ensuring appropriate 
regime is maintained 
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• Proactively identify and manage TGRs compliance obligations, including auditing and 

training  

• Assistance with reporting and monitoring of compliance requirements 
• Maintaining currency of tier 1 documents (including Safety Cases and Compliance Plans) 

 
 

Key to success in this role will be your ability to: 
 
Operational 

• Assist with preparation for regulatory audits; 

• Facilitate internal audits of systems and processes; 

• Prepare and submit regulatory reports; 

• Ensure currency of Safety Cases and Compliance Plans; 

• Carry out research as required; 

• Provide guidance on operational impact of new regulatory requirements to the GM Retail 

and the Customer Service & Operations Manager.  

• Assist with the creation, review and implementation of regulatory compliance 

documentation;  

• Assist with training of staff on regulatory obligations and requirements; 
• Maintain a compliance register for internal stakeholders and liaise with them in relation 

to critical review and reporting deadlines; 

• Facilitate the establishment of regulatory and risk frameworks, policies and procedures 
required for new and expanding business; 

• Support Tas Gas Sales & Marketing to deliver compliant materials and adhere to sales 
compliance. 

 

 

Compliance 

• Assist with ensuring TGR compliance with the requirements of all relevant legislation, 
standards and codes pertaining to the TGR Retailing requirements including Sales, 
Service and Operations; 

• Comply with all license requirements affecting your role; 

• Adhere to compliance obligations expected of you within the employer’s policies and 
procedures as they relate to your employment; 

• Comply with all internal and external audit requirements; 

• Report compliance non-conformances in accordance with company reporting protocols. 
 

Risk Management  

• Proactively manage TGR risks; 

• Manage risks in undertaking your work, as outlined in the Risk Management Policy; 

• Comply with risk management policies and procedures; 

• Seek to reduce the risk profiles of the company through implementation of best practice 
from an enterprise perspective and in compliance with the company’s Enterprise Risk 
Management Framework (ERMF). 



 

 

 
Leadership 

 

• Plan, monitor and coordinate the workflow with the Customer Service & Operations 
Manager, ensuring team service delivery meets customer and stakeholder expectations; 

• Provide an external interface for the team where an overall approach is required; 

• Proactively assist in the development of quality improvements to regulatory compliance 
processes; 

• Proactively initiate and develop quality improvements to team practices and processes; 
• Provide effective support and encouragement to team members  

 
 

Safety 

• Comply with all relevant legislation, laws, regulations, standards and codes as required by 
the company; 

• Comply with company Work Health Safety and Environmental (WHS&E) policies and 
procedures; 

• Take reasonable care of your own health and safety and the health and safety of other 
people including people working under your supervision or direction who may be affected 
by your acts or omission at the workplace, in accordance with current workplace health 
and safety legislation in the state and or territory of your employment; 

• Report all incidents in accordance with company reporting protocols; 

• Comply with company and legislative requirements in respect to Workers Compensation 
pertaining to Return to Work (RTW); 

• Attend training associated with WHS&E when required.



 

 

Key Relationships: 

• Internally – GM Retail, Customer Service & Operation Manager, Executive Managers, Legal 

and Regulatory Team. 

• Externally – Regulatory Authority Representative, Legal Advisors, Consultants, 
Government Departments 

 
Skills Required: 

• A minimum of five years’ experience in a business administration, compliance or legal role; 

• Ability to work effectively and efficiently in varying environments; 

• Well-developed interpersonal, negotiation, communication and problem-solving skills; 

• Well-developed planning and organising skills; 

• The ability to set and work within agreed priorities and delegate appropriately to achieve 
outcomes within timeframes; 

• Well-developed communication skills (written and oral); 

• High level of professionalism and confidentiality; 

• Demonstrated ability in a customer service-oriented environment; 

• Attention to detail; 

• Ability to work well under pressure, both individually and in a team environment; 

• Willingness to travel to other TGN sites when required; 

• Current unrestricted Driver Licence. 
 

Qualifications: 
A Degree, Diploma or Associate Diploma in Business Administration, Compliance or Law related 
field or equivalent experience. 
 
Breakdown of weekly hours spent on each function: 
 

Function Weekly Hours 

Leadership 4 

Operational 16 

Compliance 16 

Risk 1 

Safety 1 

 

 




