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Clause 1

Electricity Supply (General) Regulation 2001

Electricity Supply (General) Regulation 2001

under the

Electricity Supply Act 1995

Part 1

Preliminary

1 Name of Regulation

This Regulation is the Electricity Supply (General) Regulation 2001.

2 Commencement

This Regulation commences on 1 July 2001.

3 Definitions

(1)

In this Regulation:
accreditation scheme means:

(a) a scheme prepared by a service provider in accordance with
Division 3 of Part 10, or

(b) a Ministerially recognised accreditation scheme.

accrediting agency means:

(a) aservice provider, or

(b) aMinisterially recognised accrediting agency.

contestable service means:

(a) any service provided for the purpose of complying with Division
4 of Part 3 of the Act, and

(b) any service comprising work relating to an extension of a service
provider’s distribution system or an increase in the capacity of a
service provider’s distribution system.

customer hardship charter means a customer hardship charter
developed and implemented by a supplier under clause 13AA.
electricity industry ombudsman means the electricity industry
ombudsman appointed under an approved electricity industry
ombudsman scheme.

electricity marketer has the same meaning as in Part 5B of the Act.
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energy services corporation has the same meaning as it has in the
Energy Services Corporations Act 1995.

exempt last resort arrangement means an electricity supply
arrangement exempted from the operation of section 179 of the Act
under clause 68 (2) (f).

greenhouse gas benchmark statement means a statement required to be
lodged by a benchmark participant under section 97CB of the Act.

guaranteed customer service standard means a service standard set out
in Part 2 of Schedule 2 or Part 2 of Schedule 3 or, if the standard is
varied as referred to in clause 44, the standard as so varied.

hardship customer means a small retail customer of a supplier who is
identified as a customer experiencing financial difficulty in accordance
with the supplier’s customer hardship charter.

last resort supply arrangements means the electricity supply
arrangements applicable under the plan required to be prepared and
maintained by a retailer of last resort under clause 58.

licence holder:

(a) for the purposes of a customer connection contract, means the
service provider, and

(b) for the purposes of a customer supply contract, means the
supplier.

market operations rule means a rule approved under section 63C of the
Act.

Ministerially recognised accreditation scheme means a scheme
recognised by the Minister under clause 88.

Ministerially recognised accrediting agency means an accrediting
agency recognised by the Minister under clause 88.

National Metering ldentifier means the National Metering Identifier
issued at (or in relation to) a metering installation and registered with
NEMMCO in accordance with the National Electricity Code.

NECA means the National Electricity Code Administrator Limited
ACN 073 942 775.

negotiated customer contract means a negotiated customer connection
contract or a negotiated customer supply contract.

NEMMCO means the National Electricity Market Management
Company Limited ACN 072 010 327.

new connection service means a connection service that is to be

provided under a customer connection contract in respect of the
following premises owned or occupied by a small retail customer:

(a) premises that have never been connected to a distribution system,
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Historical version for 1.10.2011 to 3.5.2012 (generated on 4.05.2012 at 11:39)



Electricity Supply (General) Regulation 2001 Clause 3

2)

(b) premises that have been previously connected to a distribution
system but have no current connection to a distribution system
because of action taken other than at a customer’s request.

new occupant supply arrangement means an electricity supply
arrangement exempted from the operation of section 98 of the Act under
clause 68 (2) (e).

recognised code or recognised document, means a code or document
approved in writing by the Director-General, notice of which has been
given in a newspaper circulating throughout the State.

residential premises means:
(a) any premises or part of premises (including any land occupied

with the premises) used or intended to be used as a place of
residence, and

(b) includes a moveable dwelling (within the meaning of the Local
Government Act 1993) or site on which a moveable dwelling is
situated or intended to be situated (or both the moveable dwelling
and the site), if the moveable dwelling is used or intended to be
used as a place of residence.

retailer of last resort means a supplier to whose supplier’s licence is

attached a retailer of last resort’s endorsement.

retailer of last resort’s endorsement means an endorsement of a kind

referred to in clause 57.

service provider means a distribution network service provider.

social program for energy means a program to ensure that energy
services (including connection services and electricity supply) are
available to those who are in need, including those who suffer financial
hardship and those who live in remote areas, and includes:

(a) any program for electricity bills payment assistance, and
(b) any program for rebates to eligible pensioners, and

(c) any program for rebates with respect to electricity used for life
support systems.

standard form customer contract means a standard form customer
connection contract or a standard form customer supply contract.

supplier means a retail supplier.
the Act means the Electricity Supply Act 1995.

Expressions defined for the purposes of Part 8A of the Act have the
same meaning in this Regulation as they have in that Part.
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4 Notes

The explanatory note, table of contents and notes in this Regulation do
not form part of the Regulation.
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Part 2 Standard retail suppliers

5 Endorsement conditions

For the purposes of section 33A (2) (¢) of the Act, it is a condition of a
standard retail supplier’s endorsement that the supplier:

(a) must give the Tribunal at least 30 days’ notice in writing of any
new regulated retail tariff or regulated retail charges before the
tariff or charges take effect, and

(b) must provide to the Tribunal such information as the Minister
determines for the purpose of demonstrating that the new tariffs
and charges are in accordance with the relevant determination of
the Tribunal under Division 5 of Part 4 of the Act, and

(c) must only accept elections under section 34 (2) of the Act if they
are in accordance with clause 12.

6 (Repealed)
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Clause 7
Part 3
Division 1
7 Small
(1)
(2)
(3)
4)

Customers and customer rights

Small retail customers

retail customers

For the purposes of section 92 of the Act, the prescribed rate is a rate of
160 MWh per year.

The following provisions apply for the purpose of estimating or
measuring the consumption or expected consumption of electricity so as
to determine whether or not a customer is a small retail customer:

(a) consumption is to be measured or estimated in respect of all
premises that are owned or occupied in this State by the customer
and that are covered by the same customer supply contract,

(b) consumption in the immediately preceding period of 12 months
is to be measured (if applicable) by having regard to electricity
consumption recorded in bills rendered during the relevant period
or meter readings during the period.

A supplier must determine the rate of consumption or expected
consumption of electricity of a customer of the supplier for the purpose
of determining whether or not the customer is a small retail customer at
the following times or intervals:

(a) atthe commencement of a customer supply contract,

(b) if the terms and conditions of a negotiated customer supply
contract relating to the customer are renegotiated and agreed to
by the customer,

(c) at intervals of not less than 12 months during the term of a
standard form customer supply contract,

(d) at any time that the supplier becomes aware that a customer may
consume electricity at premises at a rate of less than 160 MWh
per year, unless otherwise provided by the customer supply
contract.

It is a condition of a supplier’s licence that a supplier comply with this
clause.

8 Changes to customer connection contracts on change to small retail
customer

(1

If a customer who is not a small retail customer and who is subject to a
negotiated customer connection contract is classified during the term of
the contract as a small retail customer, the service provider must ensure,
not later than 90 days after the service provider becomes aware of the
reclassification, that the contract is amended or replaced so as to comply
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10

11

2)

with the requirements under the Act and this Regulation for negotiated
customer connection contracts with small retail customers.

It is a condition of a service provider’s licence that the service provider
comply with this clause.

Initial classification of small retail customers

(1)

2)

It is a condition of the licence of a service provider holding a licence on
the commencement of this Regulation that, as soon as practicable after
that commencement, the service provider identify each customer of the
service provider who was, on 31 December 2000, a franchise customer
within the meaning of the Act.

A customer who is so identified is, for the purposes of the Act and this
Regulation, taken to be a small retail customer until otherwise classified
in accordance with this Regulation.

Market operations rules

Market operations rules may be made for or with respect to the
following matters:

(a) the notification of customer classification determinations by
service providers and suppliers,

(b) the registration, maintenance and disclosure of customer
classification determinations by service providers and suppliers.

Notice procedures where small retail customers change supplier or
status

(1)

2)

This clause applies if any of the following events occur:

(a) if a supplier becomes aware that a person who is or may be a
small retail customer is being supplied with electricity by the
supplier and is not subject to a customer supply contract but is
subject to a new occupant supply arrangement,

(b) (Repealed)
(c) if the period of supply of electricity under a negotiated supply
contract with a small retail customer ends,

(d) if a supplier reclassifies a small retail customer taking supply
under a standard form customer supply contract as being a
customer who is not a small retail customer.

The supplier concerned must give written notice to the person or
customer concerned of the following matters:

(a) that, if the person or customer wishes to continue to be supplied
with electricity at the premises, the person or customer must
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(2A)

3)

“4)
)
(6)

arrange supply under a customer supply contract with the
supplier or another supplier,

(b)  whether or not the person or customer is entitled to elect to take
supply from a standard retail supplier under a standard form
supply contract and, if the person or customer is so entitled and
the supplier is not the relevant standard retail supplier, the contact
details of the Tribunal,

(c) any charges that the person or customer may be liable to pay if
the person or customer does not arrange supply under a customer
supply contract,

(d) the circumstances in which the supplier may arrange for
discontinuation of supply and the date on or after which the
supply of electricity to the person’s or customer’s premises may
be discontinued.

The notice is to contain, in community languages (including Arabic,
Cantonese, Vietnamese, Italian, Greek and Spanish, and any other
language approved by the supplier after consultation with any relevant
customer consultative group), information about the availability of
interpreter services for the languages concerned and telephone numbers
for the services.

In the case where the period of supply under a negotiated customer
supply contract ends, the notice must be given not later than 21 days
before the end of the period of supply under the contract.

In any other case, the notice must be given as soon as practicable after
the relevant event occurs.

It is a condition of a supplier’s licence that the supplier comply with this
clause.

A notice given under this clause may also constitute a notice given for
the purposes of a customer supply contract if it complies with any
requirements of the contract in relation to such a notice.

12 Election to be supplied under standard form customer supply contract

(1

2

An election to be supplied with electricity by a standard retail supplier
under a standard form customer supply contract may be made in
writing, by telephone or by any means acceptable to the supplier.

As soon as practicable after the election is made, the supplier is to issue
a written notice to the customer containing the following particulars:

(a) the name of the customer,
(b) the premises to be supplied with electricity,
(c) the customer’s National Metering Identifier,
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(d) the date that supply of electricity commenced or is expected to
commence.

(3) The notice is to include the document required to be provided under
clause 13.

13 Information given to persons who elect standard form contracts

(1)  Assoon as practicable after an election is made by any person who is or
may be a small retail customer for the provision of connection services
or supply of electricity under a standard form customer contract, a
licence holder must furnish the customer with a document:

(a) that sets out any relevant guaranteed customer service standards,
and

(b) that indicates that those standards form part of the relevant
customer contract, and

(c) that contains a statement of the customer’s rights in relation to
disputes and resolution of disputes with the licence holder,
including particulars of any applicable approved electricity
industry ombudsman scheme and the procedures for referring
complaints and disputes to the electricity industry ombudsman
under that scheme, and

(d) that sets out particulars of any rebate or relief available under any
Government funded rebate or relief scheme under which a
customer may obtain a rebate or relief from charges, and

(e) that indicates how copies of the licence holder’s customer
contracts may be obtained.

(1A)  The document is to contain, in community languages (including Arabic,
Cantonese, Vietnamese, Italian, Greek and Spanish, and any other
language approved by the supplier after consultation with any relevant
customer consultative group), information about the availability of
interpreter services for the languages concerned and telephone numbers
for the services.

(2) It is a condition of a licence holder’s licence that the licence holder
comply with this clause.

13AA Licence condition relating to customer hardship charters

(1) It is a condition of a licence of a supplier who supplies electricity to
small retail customers that the supplier must:

(a) develop and implement a customer hardship charter in respect of
small retail customers who own or occupy residential premises,
and
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(b)
(©)

publish the customer hardship charter on the supplier’s website,
and

as soon as practicable after a customer is identified by the
supplier as a hardship customer:

(i) inform the hardship customer of the existence of the
customer hardship charter, and

(i)  provide the hardship customer with a copy of the customer
hardship charter on request and at no expense.

(2) The purpose of a customer hardship charter is to assist hardship
customers to better manage their energy bills on an ongoing basis.

(3) A customer hardship charter must contain the following:

(a)
(b)
(©)

(d)

(e)
89)

processes to identify hardship customers, including identification
by the supplier and self-identification by the customer,

processes for the early response by the supplier for hardship
customers so identified,

flexible payment options (including the payment plan operated in
accordance with clause 13A (1)) for the payment of amounts to
the supplier by hardship customers,

processes to identify appropriate government concession
programs and appropriate financial counselling services and to
notify hardship customers of those programs and services,

an outline of a range of programs that the supplier may use to
assist hardship customers,

information, in community languages (including Arabic,
Cantonese, Vietnamese, Italian, Greek and Spanish, and any
other language approved by the supplier after consultation with
any relevant customer consultative group), about the availability
of interpreter services for the languages concerned and telephone
numbers for the services.

13A Licence condition relating to payment plans, disconnection and
discontinuance of supply

(1) It is a condition of a licence of a supplier who supplies electricity to a
small retail customer that the supplier operate a payment plan:

(a)

(b)

applying to small retail customers who own or occupy residential
premises and who are, in the supplier’s opinion, experiencing
financial difficulty, and

that complies with subclause (2) and is approved by the Minister
for the purposes of this clause.

(2) The payment plan must:
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3)

(a)
(b)

(©)

(d)

enable customers to make payments by instalments, in advance
or arrears, and

provide for the customer to be informed of the following matters:
(i) the period, or periods, of the payment plan,

(i1)) the amount of each instalment and the frequency of
instalments,

(iii)  if the customer is in arrears, the number of instalments
required to pay the arrears,

(iv)  if the customer is to pay in advance, the basis on which
instalments are calculated, and

provide for instalments to be calculated having regard to a
customer’s consumption needs, a customer’s capacity to pay and
the amount of any arrears a customer is required to pay, and

provide procedures that are fair and reasonable for dealing with
the financial difficulty faced by a customer who is obtaining the
benefit of the scheme.

It is a condition of a licence of a supplier who supplies electricity to
small retail customers that the supplier does not discontinue supply to
residential premises owned or occupied by a small retail customer or, in
a case where connection services have been arranged by the supplier,
request the service provider to disconnect such premises, on the grounds
that the customer has failed to make due payment of money owed to the
supplier, unless in the previous 12 months:

(a)

(b)

the supplier has twice provided to the customer a written notice
that:

(1) advises the customer that the supplier intends to disconnect
or discontinue supply to the customer, and

(i) offers customers who are experiencing financial difficulty
assistance under the payment plan operated by the
supplier, and

Note. The supplier's notice of intention to disconnect or discontinue

supply and the notice of the offer of assistance under the supplier's
payment plan must be included in the same document.

the customer has:
(1) agreed to neither offer of assistance, or

(i) agreed to one offer of assistance but not the other offer, but
the assistance to which the customer agreed has been
cancelled due to the failure by the customer to make due
payment in accordance with the payment plan, or

(iii)) agreed to both of the offers of assistance but in both cases
the assistance has been cancelled due to the failure by the
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4)

)
(6)

Division 2

customer to make due payment in accordance with the
payment plan.

It is a condition of a licence of a service provider who provides customer
connection services to a small retail customer through an arrangement
with the supplier that the service provider does not disconnect
residential premises owned or occupied by the small retail customer at
the request of the supplier unless the supplier has notified the service
provider that it is authorised to make the request under subclause (3).

(Repealed)
The Minister’s approval of a payment plan:
(a) has effect for the period of time specified in the approval, and

(b) is subject to such conditions as the Minister may specify in the
approval, which may include a condition requiring the supplier to
submit the payment plan for review when requested by the
Minister.

Disconnection and discontinuance of supply

14 Limitation on right to have premises provided with customer connection
services

(1

For the purposes of section 15 (3) of the Act, a service provider is
authorised to disconnect premises from, or refuse to connect premises
to, a distribution system if the person who owns or occupies the
premises:

(a) has failed to provide any security required by the service provider
for the payment of any charge (not being a security agreed to be
provided to the service provider on behalf of the person by a
supplier), or

(b) has failed to pay an amount due to the service provider with
respect to the provision of customer connection services (not
being an amount agreed to be provided to the service provider on
behalf of the person by a supplier), or

(¢) has refused or failed to give an authorised officer access to any
premises supplied with connection services by the service
provider for any of the purposes specified in section 54 of the
Act, or

(d) has obstructed the authorised person in relation to any act, matter
or thing done or to be done in carrying out those purposes, or

(e) is not a party to a customer supply contract or a party to a new
occupant supply arrangement or exempt last resort arrangement.
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2)

3)

4)
©)

A service provider must not disconnect premises from its distribution
system on a ground referred to in subclause (1) unless the service
provider has:

(a) in the case of premises the subject of a standard form customer
connection contract or owned or occupied by a small retail
customer, complied with the requirements of the customer
connection contract with respect to the disconnection of the
premises, or

(b) in any other case, given the customer reasonable notice of its
intention to disconnect the premises to allow the customer a
reasonable opportunity to remedy that ground or to enter a
customer supply contract, as the case requires.

For the purposes of section 15 (3) of the Act, a service provider is also
authorised to disconnect premises from, or refuse to connect premises
to, a distribution system if:

(a) the person who owns or occupies the premises:

(i) is a party to one or more contracts for the supply of
electricity, or

(i1)  is subject to a new occupant supply arrangement or exempt
last resort arrangement, and

(b) in the case of a contract or supply arrangement the existence of
which has been notified to the service provider, each supplier
responsible for supplying electricity to the customer under any
such contract or arrangement:

(i) has requested that the premises be disconnected, and

(i)  has notified the service provider that it has complied with
any applicable requirements of this Regulation or the
contract or arrangement relating to the giving of notice as
to discontinuance of supply of electricity to the premises.

Nothing in this clause affects the right to interrupt continuous supply as
agreed in a customer connection contract.

Nothing in this clause affects any right or obligation to disconnect
premises, or to refuse to connect premises, arising from the operation of
the Electricity Supply (Safety and Network Management) Regulation
2002 or Electricity (Consumer Safety) Act 2004.

15 Limitation on right to have premises supplied with electricity

(1)

For the purposes of section 34 (6) of the Act, a standard retail supplier
is authorised to refuse to supply premises with electricity, or to
discontinue the supply of electricity, if the person who owns or occupies
the premises:
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2)

)

4)
)

(a) has failed to provide the security required by the standard retail
supplier for the payment of any charge with respect to the supply
of electricity or connection services arranged by the supplier, or

(b) has failed to pay an amount due to the standard retail supplier
with respect to the supply of electricity or connection services
arranged by the supplier, or

(c) has refused or failed to give an authorised officer access to any
premises supplied with electricity by the standard retail supplier
in accordance with any right to access provided for in the Act or
in the customer supply contract, or

(d) has obstructed the authorised person in relation to any act, matter
or thing done or to be done in carrying out any function under the
relevant customer supply contract, or

(e) is a small retail customer taking supply under a standard form
customer supply contract who is reclassified as not being a small
retail customer, or

(f) isasmall retail customer taking supply under a negotiated supply
contract with the standard retail supplier and the period of supply
of electricity under that contract ends.

A standard retail supplier must not discontinue the supply of electricity
to premises on a ground referred to in subclause (1) (a)—(d) unless the
supplier has:

(a) in the case of premises owned or occupied by a small retail
customer, complied with the requirements of the customer supply
contract and this Regulation, or

(b) in any other case, given the customer reasonable notice of its
intention to discontinue supply to the premises to allow the
customer a reasonable opportunity to remedy that ground.

A standard retail supplier must not discontinue the supply of electricity
to premises on a ground referred to in subclause (1) (e) or (f) unless the
supplier has given the customer notice under clause 11 and a reasonable
time to enter into a customer supply contract.

Nothing in this clause affects the right to interrupt continuous supply as
agreed in a customer supply contract.

Nothing in this clause affects any right or obligation to refuse to supply,
or to discontinue supply, arising from the operation of the Electricity
Supply (Safety and Network Management) Regulation 2002 or
Electricity (Consumer Safety) Act 2004.
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16 Discontinuance of supply under negotiated customer supply contract

It is a condition of a supplier’s licence that the supplier must not
discontinue the supply of electricity to the premises of a small retail
customer under a negotiated customer supply contract unless the
supplier has complied with the requirements of the contract.

Division 3 Customer consultation

17 Customer consultative groups

(1) A customer consultative group established by a service provider or
standard retail supplier is to be constituted in accordance with a charter
approved by the Minister and, if it is so constituted, is not required to
comply with section 90 (1) and (2) of the Act.

(2) Any such charter may also provide for other matters relating to the
customer consultative group, including the procedure of the group
(including meeting intervals), funding of the group and access to
information by the group.

(3) It is a condition of a licence of a service provider or standard retail
supplier that the licence holder must, within the time required by the
Minister:

(a) prepare a charter governing the constitution and procedure of a
customer consultative group established by the licence holder,
and

(b)  submit the charter for approval by the Minister.

18 Limitation on functions of customer consultative groups

For the purposes of section 91 (2) and (3) of the Act, if a standard form
customer contract refers to any code or document issued by Standards
Australia, or to any recognised code or other recognised document, the
customer consultative group does not have the function of advising the
licence holder in relation to amendments to that code or document.

Division 4 Charges and bills

19 Obligations of licence holders

It is a condition of a licence holder’s licence that the licence holder
comply with the applicable provisions of this Division.

20 Obligations where connection services arranged by supplier

A supplier that arranges for the provision of connection services on
behalf of a customer must comply with this Division in relation to bills
for such services.
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21 Variation of charges under a standard form customer contract

(1)

2

€)

A variation in the rates of charges for connection services provided or
electricity supplied by a licence holder under a standard form customer
contract has no effect, and may not be imposed, unless a notice setting
out particulars of the variation is first:

(a) published by the relevant licence holder in a newspaper or
newspapers circulating throughout New South Wales or the area
in which the variation is to take effect and on the licence holder’s
internet site, or

(b) inrelation to connection services provided or electricity supplied
only to a particular customer or group of customers, is served on
the customer or group of customers.

The particulars to be set out in any such notice must:

(a) specify the date on or after which the variation is to take effect
being a date that is later than the date the notice is published or
served, and

(b) include a statement of the new rates or the amount of the
variation.

The notice may have general application or may be limited in its
application by reference to specified exceptions or factors.

22 Variation of charges under a negotiated customer contract

(1

2

A variation in the rates of charges for connection services provided or
electricity supplied by a licence holder under a negotiated customer
contract with a small retail customer has no effect, and may not be
imposed, unless a written notice setting out particulars of the variation
is served on the customer.

The particulars to be set out in such a notice must:

(a) specify the date on or after which the variation is to take effect
being a date that is later than the date the notice is served, and

(b) include a statement of the new rates or the amount of the
variation.

23 Variation may not operate retrospectively

A variation in the rates of charges for connection services provided or
electricity supplied under a customer contract for which notice is
required to be given under this Division operates from the date specified
in the relevant notice of the wvariation and does not operate
retrospectively.
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24 Contents of bill

(1) This clause applies to the following customer contracts:

(a)
(b)

standard form customer contracts,

negotiated customer contracts between licence holders and small
retail customers.

(2) The information to be included in a bill issued by the licence holder
under a customer contract must include the following:

(a)
(b)

(©)
(d)
(e)

H
(2

(h)

W)
(k)

M

(m)

the customer’s name and bill number, the address of the
customer’s premises and any relevant mailing address,

the customer’s National Metering Identifier and checksum,
prominently displayed,

the dates on which the billing period began and ended,

the total charges to be paid by the customer,

the charges payable for services provided or arranged by the
licence holder, separating those charges into charges in respect of
electricity related charges (that is, customer connection services
and electricity supply services) and charges in respect of other
services and goods,

the date by which the bill must be paid,

the amount of any arrears and the due date for payment of the
arrears,

the amount of any credit received,
any amount deducted, credited or received under:
(i) any named Government funded rebate or relief scheme, or
(ii) any payment plan operated by the licence holder,
the methods by which the bill may be paid,

the name of, and details of the availability of, any Government
funded rebate or relief scheme,

contact details for the licence holder’s bill and payment enquiries
service and a 24 hour contact phone number for faults and
difficulties,

in community languages (including Arabic, Cantonese,
Vietnamese, [talian, Greek and Spanish, and any other language
approved by the supplier after consultation with any relevant
customer consultative group), information about the availability
of interpreter services for the languages concerned and telephone
numbers for the services.
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2A)

)

The information to be included in a bill issued by the licence holder
under a customer contract must include the following if the customer is
a small retail customer who has a complying generator installed and
connected:

(a) the amount of electricity supplied to the distribution network by
the small retail customer during the billing period (or in the case
of the first bill to include such information—the amount of
electricity supplied up to and during the billing period), and

(b) the amount to be credited to the small retail customer in respect
of that electricity.

The licence holder must include in the bill particulars of the components
of charges that are network charges or the amount of any security held
by the licence holder, if requested to do so by the customer.

25 Review of bills and related matters

(1)

2)

3)
“4)

This clause applies to the following customer contracts:
(a) standard form customer supply contracts,

(b) negotiated customer supply contracts between suppliers and
small retail customers.

A customer may make a complaint to the supplier about a bill issued by
the supplier to the customer or any matter related to the bill or charges
charged by the supplier to the customer, including for services arranged
by the supplier.

A supplier must consider the complaint and may either determine that
the bill or amount is correct or correct the bill or amount.

A review under this clause is taken to be a review under section 96 of
the Act and Part 5 of this Regulation does not apply to any such review.

26 Correction where customer undercharged

(D

2)

3)

This clause applies to the following customer contracts:
(a) standard form customer supply contracts,

(b) negotiated customer supply contracts between suppliers and
small retail customers.

If on a review of a complaint, or at any other time, the supplier
determines that the customer has been charged less than the amount that
should have been charged under the contract, the supplier may recover
the amount that should have been charged.

However, the supplier may not recover an amount payable in respect of
a period that is more than 12 months before the date on which the
supplier notifies the customer of the determination.
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(4) The amount to be recovered must be listed separately, and explained, on
a bill issued to the customer and interest may not be charged on the
amount.

(5) The supplier must give the customer a period of time to pay the amount
to be recovered that is at least equal to the period during which the
undercharging occurred, if requested to do so by the customer.

27 Correction where customer overcharged

(1)  This clause applies to the following customer contracts:
(a) standard form customer supply contracts,

(b) negotiated customer supply contracts between suppliers and
small retail customers.

(2) If on a review of a complaint, or at any other time, the supplier
determines that the customer has been charged more than the amount
that should have been charged under the contract, and the amount
overcharged exceeds $25, the supplier must:

(a) inform the customer not later than 10 business days after
becoming aware of the overcharging, and

(b) reimburse any overcharged amount 