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Australian Energy Market Commission Life support changes 

Earlier this year, the Australian Energy Market Commission (AEMC) published its draft 

determination and a preferred draft retail rule, in response to the proposed life support rule 

change request initiated by SA Power Networks and Essential Energy. 

While the rule changes are primarily directed at retailers and distributors, they have a clear 

intersection with embedded networks. For the first time, retailers are explicitly required to 

notify Embedded Network Managers (ENMs) and Exempt Embedded Network Service 

Providers (EENSPs) when a life support user is registered at premises within an embedded 

network. The purpose of this proposed change is to improve visibility of life support 

protections required within private electricity networks and support more accurate site-level 

management during outages and planned maintenance. Under the draft determination, there 

are significant implications for ENMs, retailers, distributors, embedded network owners, and 

EENSPs or ENOs. 

This submission is focused on the embedded network implications of these changes, with 

particular attention to the suggested process, scale, and current arrangements. There are at 

least three embedded network retailer scenarios that may be affected by the draft rule; 

however, the draft determination often uses the terms retailer or on-market retailer 

throughout the rule change documents. It may reduce confusion to examine the terminology 

and intent of these terms, ensuring clarity on what aspects of the rules will apply in embedded 

networks and how. 

1. (Scenario 1) Market Retailer selling to customers who are not on market with Child 

National Meter Identifiers (NMIs), i.e. they are off-market customers with no NMI and 

attached market mechanism connecting a participant.  

2. (Scenario 2) Market Retailer selling to an on-market customer who has chosen their 

own retailer and has a Child NMI associated with their premise. Participant roles are 

connected to the NMI in MSATS. 

3. (Scenario 3) Market Retailer selling to the Parent NMI of an embedded network. 

With this in mind, we have responded to each draft determination within each theme of the 

rule change. Schedule 1 also outlines a range of customer life support scenarios within 

embedded networks. 
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Theme 1: Improving definitions to better serve life support customers, 

and related civil penalties for breaches. This covers definitions in the 

NERR and related civil penalties. 

Updated definitions of life support categories for customers have the potential to provide 

improved prioritisation of responses during outages and better forward planning for locations 

involving those who meet the more critical definition. This is true for both market retailers and 

exempt sellers for embedded network customers. Currently, a retailer will flag NMIs to mark 

that premise as a life support location. The process that applies within MSATS could be 

amended to reflect these two categories, allowing a more fast-paced assessment of the impact 

rather than relying on a single life support flag that requires further data to determine the level 

of response or planning required. While this is a potential operational change for AEMO to 

consider, the requirement on retailers to do so—and how that will interact with its use within 

MSATS—is worth noting for the AEMC in its formulation of the rule change. Classification of a 

premise or life support category will not be immediately visible if the sensitive load comment 

or NMI flag remains a single note of ‘Life Support’. 

Within embedded networks when there are customers being supplied and sold energy without 

an NMI and requiring life support, a flag would be placed against the Parent NMI and mark an 

entire site as requiring life support. Consideration of this customer type in the rule change may 

be required, where the customer at the Parent NMI would be defined presumably as a “Life 

Support User”. We would consider that classifying customers according to life support 

equipment reliance would also support EENSPs to respond appropriately to their life support 

customers for outages within their embedded network/s. 

Many EENSPs face challenges in managing and registering Life Support of customers primarily 

due to a lengthy delay from the customer themselves providing the medical confirmation. In 

this regard, we are supportive of any change that allows for a more streamlined process or 

customer’s ability to have their life support medical confirmations filled out and returned to 

Exempt Parties or Retailers selling into embedded networks. We would not consider that 

further barriers to this occurring are supportive of the National Energy Retail Objective, or life 

support customer protections.  
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Theme 2: Improving the Registration and Deregistration Process 

Registration 

Within embedded networks, the scenario this amended rule applies to should be given clear 

distinction in how it applies to the three market retailer scenarios we have tabled earlier in this 

submission. The scenario cited in “Box 1: Retailer requirements for registering a life support 

customer” could apply to either an off-market customer or an on-market customer within an 

embedded network. With respect to addressing a gap in life support awareness for a customer, 

this is either: 

- Example 1: EENSP has not already asked their customer for their life support status, 

and is not aware of the customer’s Life Support Requirements or, 

 

- Example 2: Customer has moved into an embedded network, later chosen their own 

retailer and gone on-market and at that time, now has a requirement for life support. 

This Customer notifies their Retailer who must then inform the ENM/EENSP who, at 

that time, may not be aware due to this occurring later and the customer not informing 

them.  

Arguably, this rule could also apply to a Retailer selling energy to a Parent NMI for an 

embedded network, who will be notified the NMI has life support at the site by an EENSP 

collecting that information from their customers. 

The gap in Example 1 above could be addressed by also explicitly requiring Exempt Sellers and 

Suppliers to collect this information using the proposed standardised medical confirmation 

form at the point of commencing supply or sale of energy within their embedded network. 

This would ensure that the scenario referenced here should never be a surprise to the EENSP, 

and that the embedded network Parent NMI is always flagged as Life Support for the purpose 

of management at the site level.  
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Notification Obligations 

Within embedded networks, the party with physical and operational control is usually the 

EENSP, not the ENM. Embedded Network Child NMI electricity outages may arise from 

external supply to the embedded network, or from issues within the embedded network 

where the Registered Distributor has no control and nor does the ENM in most cases, this is 

primarily the EENSP. We would suggest that softening the language and obligation of contact 

for a retailer to be EITHER the ENM or the EENSP, as best addresses the outcome for a life 

support customer.  

Extending the obligation of the retailer to include notification of the Parent NMI retailer may 

also warranty consideration. Under Scenario 1 above, a Retailer selling into Off-market 

tenancies is likely to be aware of, if not in contact with, the retailer of the Parent NMI for the 

embedded network and in a strong position to also have the Parent NMI flagged as Life 

Support. This is true even keeping in mind that for Scenario 1 above, there will be no market 

system communication available to an ENM, EENSP or the Parent Retailer. 

Meanwhile, under Scenario 2, this would become even easier for the child NMI retailer to 

action, given that the parent NMI retailer will be listed as a participant on the child NMI as the 

ROLR. This means a market transaction could be issued to ensure notification, or alternatively, 

the same contact processes outside MSATS could be used to communicate to all parties. 

While updating a child NMI in MSATS to note a customer has life support may trigger a 

notification to relevant participants via B2B, not all ENMs are well versed in this, potentially 

requiring email, phone or other notification to ensure the information is communicated and 

received by them to pass onto the EENSP. This information is publicly available on the AEMO 

website and so should not place undue burden on retailers to source and make contact. 

However, we would reiterate that this is not going to always be the most logical flow of 

information to ensure the customer’s best interests, and we reiterate that the rule change 

language for retailers be amended to include either the EENSP or the ENM and include the 

Parent Retailer. 
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Ongoing Requirements 

The draft rule considers the burden to be on the retailer maintaining Life Support information. 

Currently, at the point of Registration by the Customer under the draft rule, a Retailer is 

required to communicate within one business day that their customer has been flagged for 

life support to the ENM/EENSP. Under the ongoing requirements in “Box 3: Retailer annual 

check process and ongoing obligations”, there is reference to communicating updated 

information to the distributor within one business day. Further clarification may be required if 

this will also extend to the ENM/EENSP/Parent Retailer, as proposed at Registration. Overall, 

we do not feel Example Two described earlier is occurring at any kind of scale within embedded 

networks, and the language and rule changes implemented should be open to the different 

retailer selling scenarios in embedded networks.  

Under the proposed obligations, once an ENM and EENSP is notified, the protections applying 

under the AER Exemptions would presumably relate to disconnection provisions and record 

keeping for Life Support Customers. While we acknowledge this is a matter for the AER to 

review as opposed to this rule change, we note that currently under both the Network and 

Retail Exemptions Guidelines, the Life Support conditions explicitly refer to receiving a 

confirmation form from a registered Medical Practitioner. Both Exemption frameworks would 

require updates to trigger information sharing provisions upon notification from a Retailer or 

Embedded Network Manager, as we consider this information could come from either party.  

Specifically in Market Retailer Scenario 1 there may be a direct relationship between the 

Retailer and the EENSP as the client of that Retailer, having engaged them to sell into their 

embedded network customers. Communication via an ENM in this instance may be redundant, 

as would a scenario where the Retailer may also hold an ENM accreditation. This would not 

involve an MSATS B2B communication interface, as the Retailer would be selling ‘off market’. 

Again, we would consider that potential amendment to the wording and requirements of the 

rule may be appropriate to allow for communication to the EENSP and to Parent Meter Retailer. 

Updates may also be required to clarify the Annual check and information obligations of the 

EENSP for their Network Customer who is sold energy only from this on-market retailer. Are 

they purely reliant on the Retailer performing the Life Support information and 

communication, or can they also perform this role?  
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Deregistration 

Consistent with our comments throughout the submission, we believe that the wording and 

requirements of the rule change may benefit from being amended from explicitly placing 

communication burdens onto Embedded Network Managers, and shift this to include 

Embedded Network Manager or EENSP and include a requirement to notify the Retailer for 

the Parent NMI. What defines an Embedded Network Manager being present should also be 

considered. For example, the draft rule should not prescribe the Embedded Network Manager 

as the default notification recipient unless the Retailer is reasonably satisfied that the ENM is 

currently appointed and operational at the site. Presumably, given the different retail scenarios 

to customers in embedded networks, this would be based on appointment within the 

embedded networks identifier table in MSATS.  

While the ENM role is contestable, this is not in the same way as it is for retailers. There are 

potential situations where a Child NMI has been created by an appointed ENM and the EENSP 

at that embedded network may cease services with that ENM, appointing a new ENM. 

However, the incumbent ENM has no ability to view Child NMIs at the site unless explicitly 

advised and may not take over the Child NMIs within MSATS within an appropriate timeframe, 

if at all. In this case, the ENM listed on the Child NMI would not be the appropriate party to 

be contacted by that Retailer. Again, this would indicate that the Retailer should be given the 

option to contact either the EENSP or the ENM, as the ENM may have no contracted service 

to the embedded network or no longer hold relevant contact details for that EENSP. 

Furthermore, many Embedded Network Managers are Metering Providers within the Market 

and may not be structured to provide tailored communication or client services to EENSPs, 

simply performing the market role in addition to existing services. 
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Theme 3: Improving communication methods to contact life support 

customers. 

We would consider that the same processes applying at maintenance of Life Support customer 

information would apply in a scenario where the secondary contact has either removed 

themselves as the secondary contact or updated their information. This would ensure 

consistent rules regarding information flows on life support customers and leave no room for 

confusion on what information should be passed through in relation to these accounts. 

Implementation and transition risks for embedded networks 

Given the multitude of scenarios in which a market retailer can engage with a customer at an 

embedded network, the greatest risk to arise in transition will be clarity on to what extent 

these rules impact each scenario. Gaps in formation of the rule are likely to be used to avoid 

additional obligations and increased exposure to significant civil penalties. The main bearer 

of this risk will ultimately be the life support customer in these scenarios. 

Should the commission retain a position that the Embedded Network Manager becomes a 

pivotal communication point between a retailer and the EENSP, there is potential for a 

significant technical barrier smaller ENMs may need to overcome. This may also be 

applicable to those who are simply not structurally established to flow through this 

communication. As with communication preferences for customers, allowing for a variety of 

communication options to advise of Life Support Registration, updates or de-registration 

may be appropriate to ensure it occurs effectively. 

While there are retailers and EENSPs who hold an ENM accreditation and have a direct 

relationship with the customers they engage with, ensuring that there is a clear distinction on 

what information an ENM can and should receive as part of this process may also be 

pertinent. As we have mentioned, many ENMs are simply holders of the accreditation to 

support other services they deliver, and it is a seldom-used option taken by customers. Some 

of those ENMs will have relationships with end customers or ready access to EENSPs at the 

embedded network; others do not. Understanding that an appointed ENM should be clearly 

defined—and that the Exemption Framework requirements for life support are unlikely to 

apply to ENMs in many scenarios—will be crucial to finalising this implementation. 
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Schedule 1 – Non-exhaustive list of embedded network Life Support 

customer scenarios  

Customer 1: A Customer moves into an embedded network being serviced by an EENSP, 

without a Retail License. The customer remains an off-market customer and registers their 

premises as requiring life support with the EENSP. Existing Life Support provisions will apply 

under the EENSP’s Network and/or Retail Exemption conditions upon becoming aware. 

Customer 2: A Customer moves into an embedded network in which the EENSP is selling them 

Energy under a Retail License. Their Retailer life support obligations will apply, even though 

their customers are off market. 

Customer 3: A customer moves into an embedded network. The customer advises their 

Exempt Seller upon moving in that they require life support. The existing life support 

conditions of exemption will apply under both the Network and Retail exemptions the EENSPs 

hold. The customer then decides to go on-market and choose their own retailer. The customer 

will need to notify this new retailer of their life support requirements. The Retailer obligations 

will apply, including those proposed under this change. The EENSP at the site, should already 

be aware of this when notified and acting under their current exemption requirements having 

been notified by a customer. 

Customer 4: Customer moves into an embedded network and signs up with the Exempt Seller 

for their energy, later deciding to go on-market and choose their own retailer. At this later 

time, the customer requires life support equipment at their premises. The customer’s retailer 

is notified by their customer and their obligations apply, including those proposed under this 

change. They must notify the ENM/EENSP at the site, who may be learning of this for the first 

time. Their obligations will then apply under the existing Exemption Framework for 

disconnection/de-energisation and record keeping. 

Customer 5: An Owners Corporation, Body Corporate, Embedded Network Operator or other 

entity acting as the customer to a Retailer for the supply to an Entire embedded network. One 

of their customers or tenants requires life support. They are notified and notify their Retailer 

that there is Life Support at the site. They are the ‘Life Support User’ for the purpose of that 

retailer at that premise. 


