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16 April 2026

Dear Sir or Madam,
Draft determinations for rule change to Life Support Processes

AGL Energy (AGL) welcomes the opportunity to provide responses to the Australian Energy Market Commission’s
(AEMC) and Essential Services Commission (ESC) draft determinations on Life Support Services. Given the
parallel and overlapping nature of the respective processes, we have provided feedback in a consolidated format
to support harmonisation and consistency across the respective final decisions, which we believe is of paramount
importance. AGL supports many of the draft determinations made and commends both agencies for their proactive
work on this issue.

While AGL supports the draft determinations, we have provided feedback that we consider will make practical
improvements to ensure processes are fit for purpose for both consumer and industry. We note that AGL'’s
feedback will focus on the following further matters for consideration and reform:

e Provision of information to life support customers from retailers regarding life support equipment under the
Rules and Code.

o Further clarity for retailers when managing nuanced scenarios when requesting deregistration or utilising
retailer discretion to deregister. AGL recommends the AEMC and ESC provide a definition of ‘being
advised’ for deregistration under the Rules and Code, and the issuance of a guidance note offering specific
examples for when it is appropriate to deregister a misunderstood customer.

e Consolidation of the AER life support medical registration form and life support concession form.

e |tis also relevant to highlight Business to Business (B2B) considerations under Part 7 of the NERR and
Rule 7 of the Code. AGL anticipates a gap may eventuate once transitional arrangements take effect,
where DNSPs maintain life support customers as active if the incoming retailer fails to send a
deregistration notice on the advice of the customer requesting no support. To avoid instances of
unintended failure in this circumstance, AGL encourages the AEMC and ESC to explicitly require DNSPs
to communicate with retailers when customers have expressed their wish to transfer to a new retailer or
to no longer receive life support services, so the relevant provider may make appropriate arrangements.

Please see Annex one for detailed responses to the draft determinations and consultation questions.

Thank you for your invitation to comment on the draft determinations. If you have any questions in relation to this
submission, please contact Emma Holloway, Manager Policy & Market Regulation at eholloway@agl.com.au.
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Yours sincerely,

Liam Jones

Senior Manager, Policy & Market Regulation

About AGL

Proudly Australian since 1837, AGL delivers around 4.6 million gas, electricity, and telecommunications services
to our residential, small and large business, and wholesale customers across Australia. AGL operates the largest
electricity generation portfolio in Australia of any ASX-listed company, with a total operated generation capacity of
almost 8000 MW across Australia. AGL is Australia’s largest privately-owned hydro power station operator and
operates the largest portfolio of renewables and storage assets of any ASX listed company. Since 2006, AGL has
invested billions of dollars in the construction and delivery of over 2 GW of renewable and firming capacity in the
National Electricity Market.
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Annex one

AGL Energy Limited
T 029921 2999 Level 24, 200 George St
Sydney NSW 2000
Locked Bag 14120 MCMC

Melbourne VIC 8001

agl.com.au
ABN: 74 115 061 375

AGL has set out its answers to the following themes and questions regarding changes to life support processes below.

Australian Energy Markets Commission Essential Services Commission

Theme one: Improving definitions to better serve life support customers,

and related civil penalties for breaches

Allowing medical
practitioners to
identify life
support
customers with a
life-threatening
condition via the
medical
confirmation form
process.

Allowing
identification of
life support
customers with
life threatening
conditions

Maintaining the
life support
equipment list

AGL strongly supports this draft determination. We consider it
appropriate that this decision falls to medical practitioners, whom
have the expertise and experience to decide on medical issues and
the relevant support that a condition may require.

It would be inappropriate for AGL staff to hold responsibility and
discretion for diagnosing and qualifying a person for life support
services considering our area of expertise is in the energy sector. It
is appropriate that our role remains as a support function in this
instance.

AGL supports this draft determination.

AGL broadly supports this proposal. However, it would be beneficial
to include an explicit requirement for retailers to explain to customers
that, while a list of life support equipment is set out under Part 7 of
the NERR, eligibility is broader under the National Energy Customer
Framework. Rule 123A (Definitions) recognises approved life
support equipment to include, under paragraph (g), any other

Please see AGL'’s response in the AEMC column.

AGL supports this draft determination.

AGL broadly supports this proposal. However, it would be
beneficial to include an explicit requirement for retailers to explain
to customers that, while a list of life support equipment is set out
under Rule 7 Retail Electricity Code, eligibility is broader under
the National Energy Customer Framework. Rule 123A
(Definitions) recognises approved life support equipment to
include, under paragraph (g), any other equipment that a



Theme two: Improving the registration

and deregistration processes

Retailers will be
responsible for
life support
registration and
deregistration

equipment that a registered medical practitioner certifies as required
for life support for a person residing at the premises.

AGL has encountered instances where customers incorrectly
assume they do not qualify for life support protections because their
equipment is not expressly listed (for example, Mepacs safety chain
equipment) and therefore do not seek confirmation from a medical
practitioner. This misunderstanding can inadvertently place
customers at risk of disconnection under certain scenarios, without
appropriate safeguards in place.

Accordingly, to ensure vulnerable customers are appropriately
identified and protected, AGL considers it would be beneficial to
include a requirement for retailers to proactively communicate this
broader eligibility under the NECF where customers raise queries
about life support equipment.

AGL strongly supports this draft determination. As previously
submitted, there is a high level of misinterpretation between retailers
and DNSPs regarding the eligibility of life support equipment,
partnered with the misalignment of data held on file for parties. These
issues have already resulted in substantial inefficiencies in the
deregistration process.

Amending Rule 125 of the NERR to reassign responsibility to DNSPs
would require distributors to establish entirely new systems,
processes and procedures to manage sensitive customer
information, including personal details, nominated contacts, medical
confirmations, records of customer consent in accordance with the
Privacy Act 1988, and associated communications. This would
represent a substantial and costly undertaking, requiring significant
time and investment to ensure consistency, accuracy and
appropriate customer protections across the sector. With limited
incremental benefit, such a change would introduce unnecessary

registered medical practitioner certifies as required for life support
for a person residing at the premises.

AGL has encountered instances where customers incorrectly
assume they do not qualify for life support protections because
their equipment is not expressly listed (for example, Mepacs
safety chain equipment) and therefore do not seek confirmation
from a medical practitioner. This misunderstanding can
inadvertently place customers at risk of disconnection under
certain scenarios, without appropriate safeguards in place.

Accordingly, to ensure vulnerable customers are appropriately
identified and protected, AGL considers it would be beneficial to
include a requirement for retailers to proactively communicate
this broader eligibility under the Code where customers raise
queries about life support equipment.

Please see AGL'’s response under the AEMC column.



Requiring
retailers to ask all
new customers if
they require life
support
protections at
sign up

Standardising
medical
confirmation
forms

complexity and disruption to current practices with little benefit for
customers or industry.

Accordingly, AGL strongly supports the AEMC’s draft determination
to retain responsibility for life support registration and deregistration
with retailers, while obligating DNSPs to notify retailers where a
customer seeks life support protection. Energy retailers already
operate established systems for capturing and managing
comprehensive customer data, including markers for specific
customer needs and enhanced privacy protections (such as family
and domestic violence flags). This approach is practical,
fit-for-purpose and delivers clear consumer benefits by streamlining
processes, consolidating data within a single trusted entity, and
ensuring appropriate safeguards are in place to protect sensitive
customer information.

AGL supports this draft determination. We can confirm that our staff
already provide this service to all our customers at sign-up under our
energy plans.

AGL supports this proposal and welcomes the opportunity to inform
the design of the medical confirmation form.

However, we emphasise the importance of consistency for the
design of the form between jurisdictions to reduce administrative
complexity for all parties (medical customers, medical practitioners
and retailers).

Please see AGL'’s response under the AEMC column.

Please see AGL'’s response under the AEMC column.



Retailers would
check annually if
customer details
remain up to
date, and share
updates

We additionally consider it would be beneficial to consolidate life
support medical confirmation forms with life support concession
forms. Consolidating these forms will streamline processes and effort
for consumers when applying for life support services. This would
simultaneously assist with the coordination and management of this
data, ensuring a smoother process for application administering
amongst medical practitioners, government and energy providers.

While AGL supports this draft determination in principle, the proposal
appears to pose several impractical implications that may create
unintended consequences if passed.

An annual obligation to verify if customers details remain up to date,
as well share updates will require significant resource. For example,
AGL has approximately 55,000 medically registered customers in our
database, which will inevitably increase once these changes take
effect in 2027. Consequently, a change of this nature will require a
substantial system overhaul.

Further to this applying a significant compliance obligation onto
retailers, there seems to some ambiguity as to the expectations on
the role retailers will play in this scenario, as well as how this will work
in practice. For instance, will the retailer be required to send the
prompts and, in some cases, the medical form to customers via their
preferred communication method?

AGL agrees with the determination to allow for flexibility for the
customer to respond. The alternative of placing a requirement to
seek a response risks possible prohibited behaviour of retailers
excessively contacting customers under the NERR.

However, it is important to highlight there is still some ambiguity as
to how this will work in practice. As such, AGL has several questions

Please see AGL'’s response under the AEMC’s column.

Beyond compliance obligations and request for guidance already
noted, we note the ESC has not specified its expectations for
retailers around receiving an appropriate response from a
customer after the retailer has completed its review. There is also
little detail on how this check-in should be communicated i.e.,
should the check-in and delivery of the medical form be provided
via the customer’s preferred communication channel?

AGL strongly encourages and recommends the ESC to align with
the AEMC on this issue of a customer response to a check-in. As
this is an issue outside of a retailer's control. It would be
unreasonable to expect retailers to deliver actions on this front
hold them to account for this action. Likewise, promoting this
conduct may encourage inappropriate behaviour from retailers
regarding contacting customers multiple times all in an attempt to
receive a response.



Tightening
timeframes for
Sharing
registrations and
any updated
customer
information
between retailers
and distributors

Mandating that
customers be
deregistered

to understand the detail around the implementation of this draft
determination:

- if a customer holds a four-year registration under a property,
but they move property, would their life support registration
continue to be valid for this period? Or,

- if a customer proactively reaches out to their retailer to
advise they would like to remain as a life support customer
near to their check-in date, does this act as a proxy check-
in, whereby assisting to reduce the administrative burden on
both parties?

While AGL acknowledges annual check-ins are at the discretion of
retailers, we would be grateful if the AEMC and ESC issued
operational guidance (guidance note) on this detail to help retailers
prepare for these upcoming requirements and ensure good practice.

Although AGL supports this draft determination in principle, we hold
concern around its operationalisation. At present, a portion of AGL'’s
customers are medically registered with DNSPs, and the details that
are captured in this scenario are usually different from what AGL
collects in its form. For instance, a distributor usually only captures
that the customer is a life support patient, whereas a retailer will
capture that information as well as the person who is the account
holder, which may be the secondary contact. It is also worth noting
that some information may not be able to be captured from different
systems due to legacy issues.

AGL asks for further clarification from the AMEC and ESC on what
constitutes a retailer being “advised” by a customer that they no
longer require life support services.

Please see AGL'’s response under the AEMC column.

Please see AGL'’s response under the AEMC column.
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when they
request it

On occasion, a customer will disclose they use life support
equipment, such as a CPAP during registration, which may or may
not be considered as life support equipment depending on medical
advice subsequently given.

If or once a customer in this position contacts AGL to deregister as a
life support customer due to the above, it is procedural for the
application to progress through our system and will only be removed
after approximately three months to remove the risk of cancelling an
application that has been medically approved. As such, although a
customer has requested removal, due to the level of risk of the
scenario, deregistration must follow a controlled process.

Equally, AGL has experienced cases where customers will assume
they do not qualify for life support equipment as their equipment is
not prescribed under the list and therefore avoid approaching their
medical practitioner for confirmation. For example, a customer who
relies on electricity or gas for heating or hot water for their equipment
or health, may not necessarily be aware they are eligible for
assistance. Ultimately, while AGL takes a precautious approach and
maintains life support services in these cases for as long as possible,
this ambiguity places customers at risk of disconnection under
various scenarios, without a back-up plan.

Consequently, it would be helpful for the AEMC and ESC to define
‘advising or requesting to be deregistered’ from a life support to a
retailer. In this case, AGL recommends a controlled process, where
confirmation of deregistration is clearly documented in retailers’
systems regardless of whether the confirmation is in writing or over
recorded phone conversations. This approach will give retailers the
confidence to deregister these customers at their request and evade
concern that the action will result in failure to a customer and breach
the Rule or Code.



Maintaining
retailer discretion
on deregistering
life support
customers

AGL would welcome operational guidance (guidance note) on this
issue, including examples of where deregistration would be
appropriate.

AGL also encourages the AMEC and ESC to continue to support The
Energy Charter’s and Australian Medical Association’s educational
campaign Life Support Power Outage Plan education + awareness
campaign to promote awareness of this support for vulnerable
consumers.

AGL supports this recommendation but seeks further clarification on
its practical operation, particularly during retailer transfer scenarios.
Where a site has been registered for life support by a previous
retailer and responsibility transfers to a new retailer, there can be
delays in notification, as some distributors currently advise life
support status periodically (for example, through reconciliation
processes) rather than in real time. This creates uncertainty around
retailer responsibility where a customer requests removal of life
support, but the site remains registered by the previous retailer or not
yet communicated to the incoming retailer.

Clarification is needed on whether life support responsibility is
determined at the financial responsibility (FRMP) level or the site
level, and how life support notifications (LSRs and LSNs) should be
consistently issued and timed by distributors upon transfer. Given
current variations in distributor practices, there is a risk that an
incoming retailer may not be aware of a site’s life support status for
several weeks or months post transfer, despite protections remaining
in place at a network level.

AGL supports the opportunity to clearly define and standardise these
responsibilities and processes to remove ambiguity, improve



communication methods to
contact life support

Theme three: Improving
customers

consistency across parties, and minimise customer and operational
impacts.

Gas customers AGL supports this draft determination. AGL has several life support

are still able to user customers that rely on gas to power their devices or even heat
access life their homes and water to relieve and treat their conditions.
support services

Contact details of  AGL strongly supports this drafter determination, however AGL strongly supports the ESC’s draft determination.
a second person | encourage the AEMC to adopt a similar approach to harmonise with
to be captured on = the draft changes to the Energy Retail Code in Victoria, which clearly
the medical stipulates retailers must consider account security, and ‘must not
confirmation form = disclose or provide access to confidential information about an
affected customer to any other person without the consent of the
affected customer.’

While retailer obligations for customers facing family violence risks
are outlined in Schedule 1, Part 3A of the NERR, AGL considers it
would be valuable to include a clause under the Rule to clarify no
information can be shared with another party without the consent of
the affected customer in question.



Capture and use
of electronic
contact means
(email and
mobile number)
to ensure the
customer can be
reached
efficiently, and
using their
preferred means

Customers may
nominate a
secondary
contact person
either through
the proposed
new medical
confirmation form
or by contacting
their retailer
directly

AGL supports this draft determination.

AGL supports this draft determination.

Please see AGL'’s response in the AEMC column.

Please see AGL'’s response in the AEMC column.



Improving
communications
for life support
customers in
embedded
networks, to
ensure customer
needs are
communicated
quickly

Protections for
life support
customers in
VPPs, where the
VPP is run by an
off-market
participant, and
there may be
curtailment of air
conditioning or
heating (AEMC
recommendation)

AGL supports this draft determination. Please see AGL'’s response in the AEMC column.

AGL strongly supports proposals to introduce protections for life Please see AGL’s response in the AEMC column.
support customers that rely on Virtual power plants for electricity. As

Consumer Energy Resource become more predominant in our

system, it will be necessary and important to apply appropriate

protections that are available to most consumers who are supplied

power from traditional power sources have today.

AGL considers it would be appropriate and encourages the AEMC
and ESC to consider developing these reforms in the near future to
implement under the next statutory review to meet this growing
customer need.



