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Dear Mr Zverina, 

Improving life support processes – Draft Determination [RRC0064] 

Energy Networks Australia (ENA) welcomes and appreciates the opportunity to respond to the 
Australian Energy Market Commission’s (AEMC) Draft Determination on Improving life support 
processes.1 

ENA is the national industry body representing Australia’s electricity transmission and distribution 
and gas distribution networks. Our members provide more than 16 million electricity and gas 
connections to almost every home and business across Australia.  

ENA is strongly supportive of the AEMC’s draft determination and considers the direction of this 
rule change will contribute to better long-term outcomes for life support customers. Introducing 
the ability to identify customers with a life-threatening condition enables Distribution Network 
Service Providers (DNSPs) to deliver timely, tailored support when it matters most. This 
capability will become increasingly vital as life support registers expand and as network 
customers face more frequent and severe extreme weather events.  

To ensure the framework can effectively manage future pressures, ENA recommends the 
registration and deregistration processes be further simplified and clarified. In particular, the 
current deregistration process does not provide a clear pathway to disconnect customers that do 
not provide medical confirmation. ENA acknowledges the importance of retaining flexibility to 
accommodate extenuating circumstances where customers face genuine barriers to obtaining 
medical confirmation. However, as drafted, the deregistration arrangements risk limiting the 
success of the rule change’s core intent which is to improve the accuracy and reliability of life 
support registers. 

Identifying customers with a ‘life threatening condition’  
ENA is strongly supportive of the AEMC’s draft determination to introduce the definition of ‘life 
threatening condition’ to the medical confirmation form. This definition will enhance DNSPs 
oversight of life support customer registers and enable DNSPs to prioritise assistance for 
customers most at risk during an outage. Understanding the number of customers within this 
category allows DNSPs to effectively determine what additional support could be reasonably 
provided with the available resources. 

ENA supports the alignment between the AEMC’s draft determination and the Essential Services 
Commission (ESC) Victoria regulations. Consistency across jurisdictions will benefit customers 
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by ensuring that the level of support provided does not vary based on jurisdictional regulatory 
requirements. It will also help prevent confusion for life support customers who relocate between 
states, providing a clearer framework for life support customers nationwide.  

Maintaining transparency in equipment lists 
ENA supports the AEMC’s decision not to expand the list of life support equipment at this stage, 
but suggests reporting on the types of equipment used that is categorised under ‘other’. The 
customer’s selection of life support equipment provides valuable information on the care life 
support customers require. Support is diverse and the option for ‘other’ on the equipment list 
allows flexibility as customers may have specific needs and over time the range of equipment 
may change and evolve, thereby reducing the administrative burden of updating the list in the 
rules.  

Recording and reporting on the equipment under the category of ‘other’ could provide oversight 
of emerging technologies and trends, highlighting what equipment is becoming more common. 
Such reporting would provide valuable insight into the changing life support equipment and help 
ensure DNSPs are able to provide adequate support for such equipment. It may also help inform 
and improve decisions on any additional support DNSPs wish to provide customers with a life-
threatening condition.  

ENA recommends strengthening the rules concerning electricity only or gas only life support 
customers to avoid automatic duplication. Currently if a customer is registered as a life support 
customer with equipment reliant on electricity only, it is automatically duplicated and considered a 
life support customer for their gas connection. The majority of gas life support customers are 
recorded because of a registration for electricity only equipment. If a life support customer is 
identified with a life-threatening condition under their electricity connection, the current processes 
automatically consider the same registration for their gas connection, even though there are very 
few life support devices that rely on gas supply. This results in unnecessary obligations for 
DNSPs to provide communications and customers to prepare backup plans for gas outages 
where a potential outage may not affect them. ENA suggests tightening the rules concerning 
automatic duplication of gas connection life support registrations. 

Registration processes 
ENA is supportive of the progress made in strengthening and clarifying the current rules 
governing the registration processes for life support customers. ENA considers there is further 
opportunity to improve consistency across these arrangements.  

The current rules are unclear about the point in time from which a distributor is required to treat a 
premises as a life support registered premises following a customer’s initial notification. When the 
customer registers with the distributor, the network has one business day to notify the retailer. 
When the customer registers with the retailer, the retailer has one business day to notify the 
distributor. In the case of a customer registering with the distributor first, it is unclear whether the 
life support obligations begin from when the customer notifies the distributor or whether the 
DNSP should only begin to treat the premises as a registered life support customer once the 
retailer provides the relevant information to the distributor. For simplicity and clarity, ENA 
recommends the DNSP only apply NERR protections and treats the premises as life support 
registered from the retailer notification, consistent with the ESC Victoria regulations. This will 
avoid the need for DNSPs to capture all customer information when the customer contacts the 
DNSP for registration and allow the retailer to own the registration process.  
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ENA encourages strengthening the rules for customers transferring retailers, to require 
clarification of the life support status of customers when they transfer. Currently, the requirement 
is not strong enough to ensure retailers who do not classify as a designated retailer and a retail 
marketer to ask onboarding customers if life support is required. This may lead to customers 
having to go through the registration process multiple times, leading to bad customer 
experiences. To further strengthen consistency and accuracy of the register between DNSPs and 
retailers, ENA recommends stating in the rules DNSPs can deregister from its system a customer 
if, after confirming with the relevant retailer, the retailer does not have life support registered for 
that NMI.  

Closing gaps in the deregistration processes 
ENA is concerned about the limited ability for DNSPs to manage the growing life support 
registers which would be enabled through clearer rules around deregistration. The draft 
determination does not mandate retailers to deregister customers who do not provide medical 
confirmation, it does not mandate medical confirmation every four years, it does not require 
customers to respond to annual checks and it does not limit the number of times a customer can 
register without medical confirmation. Any of these requirements, if introduced, would help to 
manage registration lists without any compromise to customer life support. 

As it stands now, the draft determination provides no deregistration pathway for customers who 
do not provide medical confirmation. A clear pathway is important, as an ageing population and 
the expansion of at home support services mean life support registers are likely to grow 
indefinitely. It is reasonable to expect that customers on life support registers have a legitimate 
medical reason to be there. While the AEMC may believe ingenuine registrations may not be a 
widespread issue now, failing to ensure that the regulatory settings are fit for purpose if and when 
this changes, will disadvantage customers who genuinely need support. Where there are genuine 
reasons for deregistration, there should be a mechanism for a DNSP to act on this.  

ENA disagrees with the AEMC’s draft rule which states: Retailers may deregister a premises 
where the customer does not provide a medical confirmation.  

The draft rule does not provide any guidance on what action retailers should take, which is likely 
to result in a risk-based approach that, in practise, defaults to no action being taken. Apart from 
the effort to initiate an annual check, there is no incentive on retailers to make decisions aligned 
with efficient costs of the system to ensure effective and prioritised service for genuine life 
support customers. Not mandating deregistration where medical confirmation is not provided may 
offer the flexibility the AEMC intends, by allowing retailers to exercise discretion on a case by 
case basis, but in practise it is more likely to result in customers remaining registered without 
medical confirmation indefinitely.  

At a minimum, ENA recommends strengthening this provision to: Retailers should deregister a 
premises where the customer does not provide a medical confirmation. 

Prescribing retailers should in this instance deregister the customer unless there are genuine 
barriers to obtaining medical confirmation goes further than the word ‘may’ as it dictates an 
intended outcome whilst providing flexibility for exceptional circumstances.  

ENA encourages the AEMC to prescribe that: Retailers must deregister a premises where the 
customer does not provide a medical confirmation. Current rules allow retailers to provide time 
extensions to allow for flexibility, which would continue to provide appropriate flexibility under a 
‘must’ obligation. Changing to this obligation from ‘may’ to ‘must’ would also improve consistency 



4 

 

 

with the life support users’ general obligations which prescribe that life support customers must 
register themselves and provide medical confirmation.  

ENA recommends recording and reporting on the reasons for retailers choosing to not deregister 
a customer. This reporting could be integrated into retailers’ performance reporting obligations to 
the Australian Energy Regulator (AER), with aggregated data by retailer then transparently 
shared via the AER’s retail market performance reports. Greater visibility on possible process 
issues preventing customers from obtaining medical confirmation, or any disparities in how 
retailers are exercising their discretion in relation to deregistration, could contribute to process 
improvements benefitting all customers. It will also strengthen the obligation on the retailer to only 
apply discretion to extenuating circumstances and avoid a risk-based approach. The current 
process allows customers without medical confirmation to remain on the register without 
appropriate follow up or tailored support, which is a bad outcome for those customers. If the life 
support register continues to grow unsustainably over the coming years and further reform is 
required to address this issue, the data collected and reported in the interim will provide an 
evidence base to guide additional changes to deregistration processes.  

Strengthening communications for life support users  
ENA is supportive of the AEMC’s draft determination to add a secondary contact for life support 
users. Providing this opportunity to expand communication support, improves the customer 
experience and the effectiveness of any support a retailer or DNSP may provide.  

Further consideration would be beneficial on how the secondary contact will be added for existing 
life support customers. As details of the secondary contact are provided through the medical 
form, the proposed annual checks with no mandatory response may not provide sufficient 
opportunity for customers to update details for a secondary contact seamlessly.  

Specific to the ESC Victoria’s draft determination, ENA recommends tightening the preferred 
communication method obligations. The draft determination stipulates DNSPs should still provide 
letters where the customer has indicated an electronic written communication preference. This 
can create confusion for customers, who may reasonably assume that their preferred 
communication method has not been updated when it has. The potential benefits in duplicating 
communication requirements are unclear and risk diluting the effectiveness of customer 
communications.  

If you wish to discuss any of the matters raised in this response further, please contact Victoria 
Baikie, Senior Regulatory Analyst, on vbaikie@energynetworks.com.au.      

Yours sincerely, 

 

Russell Pendlebury  
General Manager, Regulation and Policy 
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