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16 April 2026 

 

Rudy Zverina 

Project Lead 

Australian Energy Market Commission 

Level 15, 60 Castlereagh Street 

Sydney NSW 2000 

 

Dear Rudy, 

 

Re: National Energy Retail Amendment (Improving life support processes) Rule 2025 

 

TasNetworks welcomes the opportunity to provide comments to the Australian Energy Market 

Commission (AEMC) in response to its Draft Determination on Essential Energy and SA Power Networks’ 

Improving life support processes rule change. 

As the Distribution Network Service Provider (DNSP) in Tasmania, TasNetworks plays a critical role in 

supporting life support customers through our network operations and outage coordination processes. 

TasNetworks supports the submission made by Energy Networks Australia and provides the following 

additional comments. 

We support introducing the definition of a ‘life-threatening condition’ and the process of such 

conditions being captured within the medical confirmation form, by medical practitioners. This allows 

for more accurate and consistent classifications of a customer’s needs and enables DNSPs to identify 

those customers with critical risks during planned and unplanned outages. 

TasNetworks supports creating a single point of accountability by making retailers responsible for life 

support registration and de-registration processes. This allows retailers to leverage their direct customer 

relationships to capture more accurate and complete data, allowing for improved register integrity and 

a streamlined customer experience. Greater clarity in roles and responsibilities allows DNSPs to 

contribute to customer outcomes by focusing efforts on optimising network operations and outage 

coordination.  

However, we are concerned about the implications of DNSPs being required to apply protections under 

the National Electricity Retail Rules to customers who contact a DNSP directly about life support 

registration. TasNetworks acknowledges the risk of life support equipment users not being able to 

register because of confusion about the process. We consider this risk is addressed by the requirement 

on DNSPs to notify the relevant retailer within one business day and that requiring DNSPs to maintain 

provisional records in the interim undermines the intention to simplify registration processes.  

TasNetworks supports the requirement for retailers to check in annually with life support customers to 

ensure registration is still required. The draft rule states that, “retailers may deregister” a customer if they 
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do not provide a medical confirmation during the annual check process. Whilst TasNetworks supports 

providing retailers with discretion to manage exceptional circumstances, we consider there should be 

a stronger requirement for retailers to deregister in the case a customer does not respond to the annual 

check. This change would ensure that protections are only provided to customers who truly require 

them. 

When a life support customer switches retailers, or a new customer moves into a premises that is 

currently registered as life support, the site typically remains on the DNSP’s life support register until it 

is formally deregistered. Without addressing this risk, there is an increased likelihood that there will be 

a misalignment between life support registers. The draft rule could address this by allowing the DNSP 

to remove a site from its registry, upon confirmation that the current retailer does not have the site or 

customer recorded as requiring life support. This process could be used during retailer churn, customer 

move ins, routine reconciliations between retailers and DNSP’s, or where the DNSP has reason to verify 

life support status.  As a safeguard, the AEMC could require that DNSPs only undertake this check after 

the retailer has been the Financially Responsible Market Participant for at least 5 business days, allowing 

sufficient time for the retailer to register the site if needed. This approach would improve the accuracy 

of life support registers. 

If you wish to discuss this submission further, please contact Armaan Daddar, Regulatory Analyst, at 

  

 

Yours sincerely 

Marthinus Le Roux 

Head of Regulation 

 

 

 




