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Submission of feedback — Improving life support processes

Network Energy Services (NES) is responding to the request for feedback on a draft rule to improve
outcomes for life support users and customers.

About Network Energy Services (NES)

NES is a leading Embedded Network Manager (ENM) and utility services billing service provider for
retirement villages (NR3/R3) and over 50’s land lease residential communities (NR4/R4), with more
than 24,000 elderly consumers across Australia.

NES is a service provider who assists Resident Associations and community operators with the
operation of their embedded networks to ensure compliance to relevant embedded network,
billing, and consumer regulations.

Importantly, the on-selling of energy is incidental to the core business of retirement villages and
over 50s land lease communities (including caravan parks).

Feedback and considerations on the draft rule
NES is fully supportive of the intent of the draft changes being recommended.

As a service provider for embedded network operators in the retirement living and over 50’s land
lease communities, the consumers we support are all aged over 50, with many having retired. There
is a higher proportion of consumers living within these embedded network communities that
identify as having life support equipment than perhaps other residential scenarios.

With embedded networks that NES provide services to, almost all consumers with child meters have
no direct relation with a retailer; rather they are being supplied electricity and purchase it from an
exempt supplier and exempt seller.

Given the age and demographic of consumers in these communities, life support equipment
protections are of utmost importance.

There are three recommendations we suggest:

1. Currently, there are different Life Support Equipment Medical Confirmations forms being
used by retailers, distribution network service providers and embedded network operators.
Instead, there should be one universal form that should be accepted industry participants.
Life Support Consumers are already of ill health, and they should not be forced to fill in a
different form when a parent meter retailer changes. One accepted form will remove this
unreasonable impost on these vulnerable consumers.
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2. Many retailers do not want to accept more than one Life Support Medical Confirmation Form
for a single National Meter Identifier (NMI) for a parent meter of an embedded network
even though:

o There is more than one residence located within embedded networks, and the
possibility exists for more than one residence having life support equipment (i.e. a
retirement village or over 50’s land lease community)

o Exempt sellers are obligated to notify the parent meter retailer of those consumers
with Life Support Equipment residing within the embedded network (downstream of
the parent meter NMI)

o Retailers should accept all Life Support Medical Confirmation Forms

3. When an Embedded Network Operator changes parent meter retailers, consumers with life
support equipment should not be impacted by this change. We have seen embedded
network parent NMI’s have life support be deregistered because of a change of parent meter
retailers. This has resulted in impositions to embedded network operators and consumers
who have been asked to go through the medical confirmation process unnecessarily. This is
particular a problem in QLD, where energy concessions are also claimed via the parent meter
retailer.

We note that the Electricity Act (2000) should also be referenced in reviewing the proposed
changes. Division 5C—Disconnection of supply of electricity, refers to life support equipment which
is defined under 40SA. This Division further outlines the roles of responsibilities of life support
customers, retailers, distribution companies, and exempt sellers, when it comes to life support
notifications.

NES fully supports efforts being made by the AEMC in enhancing protections for consumers with life
support equipment and streamlining the processes between relevant participants.

We only request that the AEMC remains mindful of the administrative effort that is involved for
exempt suppliers and sellers whose embedded network operation is incidental to their core
business.

We welcome any queries relating to this submission and look forward to seeing what comes about
following the review of feedback you receive.

Yours sincerely,

Damian Arsenis

General Manager
Network Energy Services



