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Queensland

Ms Anna Collyer
Chair
Australian Energy Market Commission

Project Reference Code: RRC0064

Dear Ms Collyer

Improving Life Support Processes

Energy Queensland Limited (Energy Queensland) welcomes the opportunity to provide
comment to the Australian Energy Market Commission (AEMC) in response to its
National Energy Retail Amendment (Improving life support processes) Rule 2025 —
Draft Rule Determination.

This submission is provided by Energy Queensland, on behalf of its related entities:

o Regional service delivery retailer, Ergon Energy Queensland Pty Ltd; and

o Affiliated contestable business, Metering Dynamics Pty Ltd trading as Yurika
Metering

Our feedback on the Draft Rule Determination is provided Attachment 1 to this letter.
This submission does not contain confidential information.

Should you require additional information or wish to discuss any aspect of this
submission, please do not hesitate to contact me or Mark Simpson on 0467 837 450.

Yours sincerely

Alena Chrismas
Manager Regulatory Affairs

Telephone: 0429 394 855
Email: alena.chrismas@energyg.com.au
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ATTACHMENT 1

Section of draft | Energy Queensland feedback
determination
1.5 Energy Queensland encourages the AEMC to reconsider the proposed
timeframe, as this proposed rule change will add to the existing
pressures arising from the numerous industry reform initiatives currently
underway. When considered collectively, these concurrent reform
requirements significantly constrain industry capacity and increase
implementation risk. We therefore of the view that participants would
benefit from the proposed commencement date being pushed back by a
period considered appropriate by the AEMC.

At page 7 of the AEMC’s draft determination, it is stated:

“The Commission considers this timeframe is appropriate and
allows time for...retailers and distributors to update their internal
systems and standard contracts”

Energy Queensland notes that the terms of standard retail contracts can
only be amended by the AEMC or jurisdictional government derogation. If
the AEMC intends that amendments to standard retail contract terms
would be required to support implementation of this rule change, Energy
Queensland suggests that this intention be clearly articulated.

3.1 Energy Queensland questions the operational value of distinguishing
between life support customers with life-threatening conditions and those
without. As noted by the AEMC, all life support customers are afforded
the same protections under the framework.

In practice, the requirement appears to serve reporting purposes only
and does not deliver any tangible benefit to these customers.
Accordingly, Energy Queensland considers the collection of this
information to be unnecessary and of limited practical value, including for
customers with life-threatening medical conditions. Further, introducing
such a distinction risks creating a false expectation of prioritised
restoration, which could inadvertently undermine the importance of
personal outage preparedness and contingency planning for all life
support customers.

3.1.1 Energy Queensland considers the AEMC’s expectations in relation to this
element to be unreasonable. Requiring retailers to provide copies of
information that is already held, particularly where it has been provided
via postal correspondence, is unnecessary and introduces avoidable
privacy risks for affected customers. This approach would also impose a
disproportionate administrative burden on retailers, particularly if the
requirement is to be undertaken on an annual basis.

Energy Queensland further submits that any new obligation on retailers
to verify life support details, in the absence of a corresponding obligation
on customers to respond, should be significantly less onerous than
proposed. At a minimum, the verification process should be limited to
simple and proportionate communications, such as an SMS or similar
low-impact notification. Requiring comprehensive written packages that
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duplicate medical information already provided by customers is inefficient
and does not materially improve customer outcomes.

3.2.2 Energy Queensland notes that the AEMC does not propose to specify
the categories of medical professionals authorised to endorse medical
confirmation forms for life support equipment, instead relying on the
commonly understood meaning of medical practitioner as referring to a
medical doctor or medical specialist. However, as outlined in our earlier
submission, retailers have limited capacity to independently verify that a
medical confirmation has been completed by a registered medical
practitioner. In practice, retailers must rely on the public register of
practitioners maintained by the Australian Health Practitioner Regulation
Agency, which adds complexity and administrative burden without
providing certainty in all cases. We remain of the view that the proposed
rules would benefit from a process that clarifies what occurs if the
practitioner details are incomplete or mismatched and it cannot be
reasonably assessed whether the medical confirmation form meets
requirements. For example, retailers should be afforded greater flexibility
to determine whether a medical confirmation form has been properly
completed, without being exposed to risk where verification is not
available.

4.1 Energy Queensland notes the AEMC’s proposal to transfer all life support
registration and deregistration responsibilities to retailers, with the stated
objective of centralising obligations within a single market participant.
While we agree with this proposal in principal, we submit that this
transition will not be immediate and will require a structured and carefully
managed implementation process. It will involve material costs for
retailers and other market participants, potentially including additional
resourcing, system redevelopment, and staff training.

We note the AEMC’s suggestion that this reform will “minimise costs”.
While the reforms may consolidate responsibilities, it is our view that it
will likely not result in a reduction of costs. Rather, they transfer existing
and new obligations exclusively onto retailers, resulting in increased
retailer operating costs.

Further, we disagree with Energy Consumers Australia’s assertion that
retailers lack sufficient incentives to maintain accurate life support
registrations. We consider the existing Tier 1 civil penalty provisions to be
a strong and effective incentive.

We submit that individuals requiring life support equipment must retain
responsibility for ensuring their life support information remains accurate,
particularly when their circumstances change. Retailer registers
necessarily reflect the information provided by customers. Retailers
should not be expected to repeatedly pursue customers to confirm the
accuracy of their information, especially in circumstances where there is
no corresponding obligation on customers to respond.

411 Energy Queensland submits as retailers will be solely responsible for life
support registrations and customer communications, DNSPs should not
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be permitted to initiate registrations or update records where information
is missing or incomplete. Allowing this practice results in inconsistent and
unreliable data across the sector, undermines retailers’ ability to improve
consumer outcomes, increases compliance and operational risk, and
materially elevates cost-to-serve due to the additional effort required to
identify and reconcile inaccurate records.

411 Energy Queensland notes the AEMC’s proposal to require notification to
retailerssDNSPs within one business day. Energy Queensland suggests
this proposed timeframe would be better aligned with existing business to
business (B2B) procedures, i.e. require notification by the end of the next
business day.

41.2 While Energy Queensland acknowledges the important role retailers play
in ensuring that customers requiring life support equipment are afforded
appropriate protections, we submit that the responsibility to request or
confirm registration of a premises as a life support premises should
remain with individual customers. Transferring this responsibility to
retailers creates an additional regulatory risk for retailers that is not
proportionate to the implementation effort or associated costs.

Our retailer, Ergon Energy Retail, does not ordinarily ask new customers
whether life support equipment is in use at the premises. This is
because:

o the question typically requires explanation and follow-up rather
than a simple yes/no response, increases call handling times and
impacts the service levels for other customers; and

e only a small proportion of customers are eligible, and those who
are, generally proactively advise retailers of their circumstances.

If this were to be a mandatory requirement, Energy Queensland expects
a material increase in provisional registrations without accompanying
medical confirmation. This would necessitate ongoing follow-ups,
reminders, and subsequent deregistration, increasing regulatory burden
and compliance risk for retailers with limited corresponding benefit to

customers.

4.2.1 Energy Queensland welcomes the creation of a standardised medical
confirmation form.

4.3 Energy Queensland does not support the proposed requirement for an

annual verification check and disagrees with the AEMC’s conclusion that
it will not impose an excessive burden on industry. Our retailer, Ergon
Energy Retail, currently has more than 15,000 customer premises
registered with life support equipment. An annual check would require
issuing at least 15,000 written communications each year, despite there
being no obligation on customers to respond.

We also note that many life support customers are recipients of hardship
support or other assistance, and already receive multiple
communications from retailers, including bills, hardship notices, payment
plan updates, and reminders. Introducing additional life support related
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communications into an already crowded communications stream risks
overwhelming customers, increasing inbound enquiries, and potentially
leading to disengagement from retailer communications altogether.

If the AEMC is to proceed with this proposal, we suggest that all notices
should be issued via electronic means. Postal delivery, particularly in
regional and remote areas of Queensland, is slow, whereas email and
mobile communications are widely accessible and provide a more timely
and efficient engagement mechanism.

Additionally, we seek clarification from the AEMC on the appropriate
approach where the individual requiring life support equipment is
deceased, but the account holder does not engage despite repeated
contact attempts. Under the National Energy Retail Rules, a premises
may only be deregistered at the customer’s request, which presents an
ongoing compliance challenge in these circumstances. Where a
customer does not respond to retailer requests, the retailer should be
entitled to commence a process for the deregistration of life support at
the premises.

4.4 Energy Queensland supports the proposed requirement to deregister life
support premises following a customer request.

We submit that consideration be given to the immediate deregistration of
premises from life support protections upon termination of the retail
contract. Our retailer, Ergon Energy Retail, considers this outcome would
be consistent with a request for deregistration and would avoid
maintaining life support registrations for premises that no longer have an
active customer requiring this protection.

5 The proposed changes may require B2B changes as it currently only
allows retailers and distributors to record a single, nominated contact and
does not facilitate sharing the preferred contact method of each person
related to a customer registered for life support protections. We are of the
view that the AEMC’s assessment underestimates both the level of
impact to market participants and the scale of system, contractual, and
governance changes required to implement the proposed reforms safely
and effectively.

The scale, complexity, and cost of the required implementations appear
disproportionate to the outcomes sought. We request that the AEMC’s
final determination acknowledge the broader, market-wide impacts of
these proposed changes, particularly the likely increase in costs, which
may ultimately flow through to customers.

5.1.1and 5.1.2 | As stated in our submission in response to the AEMC’s Consultation
Paper, Energy Queensland does not support the introduction of a
secondary contact for life support communications. This proposal
increases retailers’ and distributors operational burden without
demonstrating a clear improvement in customer outcomes.
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We also consider that this proposal may introduce privacy and
contractual risks by creating a complex triangular relationship between:

e the customer or account holder, who holds authority over the
account;

o the life support user, who is not always an authorised
representative for the account; and

o the secondary contact person, who may receive life support
communications but does not hold account authority.

Meaningful engagement with a secondary contact, such as undertaking
annual verification checks, would necessarily involve disclosing sensitive
information, including the premises address, the life support user’s
identity, and the nature of the request.

This structure creates unclear boundaries regarding who retailers may
communicate with, what information may be disclosed, and what actions
each party is authorised to take.

This arrangement may create uncertainty regarding appropriate
communication pathways, including who retailers may communicate with,
what information may be shared, and what actions each party is
authorised to take. Energy Queensland also notes potential challenges
associated with reliably verifying secondary contacts and managing the
expanded privacy and security considerations this would introduce, such
as authentication processes and the management of communication
preferences.

Further, we are of the view that the AEMC’s final determination would
benefit from additional clarity on the privacy rights of secondary contacts,
including consent requirements and their ability to opt out of electronic
communications. If secondary contacts can opt out of SMS or email
notifications, we question the practical value of this proposal.

This proposal would require significant retailer and distributor system
changes to capture, store, and manage additional data, further increasing
implementation costs and complexity. Any such changes should align
with AEMO bi yearly changes in May and November of each year. For
the reasons above, we do not support the secondary contact concept.
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