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About Shell Energy in Australia  

Shell Energy provides the energy businesses and households need for today and tomorrow. 

A generation-backed trader and energy retailer, Shell Energy powers businesses and homes and acts as a 
catalyst for change to positively impact Australia’s energy future. 

We provide electricity, gas, and innovative solutions for our customers, complemented by our portfolio of gas-
fired peaking power stations and battery storage assets, which support energy security and reliability.   

Shell Energy is Australia’s largest electricity retailer to commercial and industrial businesses, recognised for our 
market-leading customer service.1 We offer business electricity, gas, and smart energy solutions. Our residential 
business, Powershop, provides greater choice and confidence to households and small businesses to help them 
take control of their energy through multiple energy plan options and digital tools.  

General Feedback   
Shell Energy acknowledges and appreciates the continuous work by the Australian Energy Market Commission 
(AEMC) and the Essential Services Commission (ESC) to harmonise life support procedures across various 
jurisdictions. This alignment is viewed as a positive and constructive development that will help streamline 
processes for retailers and customers who operate in multiple regions. While this harmonisation is beneficial, it is 
important to note that life support registration does not guarantee an unbroken or continuous energy supply. As 
a result, customers are responsible for making their own arrangements for backup supply in case of unforeseen 
outages.  

Shell Energy supports reforms that are designed to simplify regulatory frameworks, clarify stakeholder 
responsibilities, and reduce risks for customers. We have consistently advocated for the removal of unnecessary 
complexity and the streamlining of processes. However, the implementation of these proposed changes must be 
managed carefully to avoid unintended negative consequences for life support customers. 

While Shell Energy agrees with the objective of enhancing life support processes and register accuracy, several 
elements of the Draft Rule require further refinement to ensure operational practicality and to minimise avoidable 
compliance risks. Shell Energy is concerned that certain aspects of the Draft Rules diverge from the ESC’s Draft 
Energy Retail Code of Practice (the Code) which may create avoidable implementation challenges. Shell 
Energy strongly encourages the AEMC and ESC to continue to collaborate to develop a clear and unified 

 
 
1 Utility Market Intelligence (UMI) survey of large commercial and industrial electricity customers of major electricity retailers, including 
ERM Power (now known as Shell Energy) by independent research company NTF Group in 2011-2021. 
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approach to life support regulations, ensuring robust consumer protections. Addressing any issues in isolation is 
unlikely to deliver a positive customer experience.  

Our submission highlights practical concerns about the implementation of these reforms and calls for further 
clarity to ensure that the intended outcomes are achieved. Our comments on the Draft Rules are detailed, 
because in our view, there can be no ambiguity when it comes to life support obligations. We are concerned 
that the Draft Rules introduce some increased regulatory complexity and don’t quite achieve simplifying the 
customer experience. Shell Energy views this consultation as an opportunity to ensure the Draft Rules establishes 
clear and workable obligations from the outset. That is, practicable obligations that are well designed and will 
lead to positive customer outcomes. 

Key asks from our submission:  

• Maintain AEMC and ESC collaboration to deliver a nationally consistent, unified life support framework 
and avoid fragmented, higher-complexity requirements. 

• Close drafting gaps and remove ambiguity so obligations and compliance expectations are 
unambiguous. 

• Simplify requirements by removing unnecessary duplication and process that adds burden without 
improving customer outcomes. 

• Minimise privacy and consent risk by ensuring the draft Rules align with the Privacy Act 1988. 

 

Shell Energy remains committed to working collaboratively and welcomes the opportunity to meet with the 
AEMC to further engage on this topic. If you have any questions or would like further details relating to this 
submission, please contact carmel.forbes@shellenergy.com.au 

 

Yours sincerely, 

 
 
 
Libby Hawker 
General Manager – Regulatory Affairs and Compliance 
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Submission response to Draft Rules   

Definitions/terminology  

Life support equipment  

Shell Energy supports the addition of subclause (g) ‘in relation to a particular customer - any other equipment 
that a registered medical practitioner certifies is required for the life support of a life support user that resides at 
the customer's premises’ to the definition of life support equipment. Given that medical confirmation is endorsed 
by qualified practitioners, their expertise should be relied on to identify life support equipment and customers. 

Medical confirmation form 

While Shell Energy supports the addition of a definition of medical confirmation form to mean:  

“a written form in the form of the medical confirmation form template issued by a retailer under rule 124” 

We consider it prudent to add wording after “template” stating “as in force on the date the form is.” This 
addition will help avoid confusion if the AER updates the template and a customer uses an older version, clearly 
indicating which version applies. 

Medical practitioner 

The Draft Determination points out that ‘registered medical practitioner’ is generally understood to mean a 
medical doctor licensed to practice in the relevant area, so adding a formal definition isn't necessary.2 The 
AEMC mentions that additional information will be provided on the medical confirmation form to help identify 
the practitioner. We would encourage further details, such as a registration number or official stamp to also be 
included. Greater clarity would benefit retailers regarding who can sign these medical confirmation forms, for 
example, clarifying if nurse practitioners are eligible. 

Medical confirmation form template  

Shell Energy advocates for the creation of a single, nationally standardised form and encourages the AEMC to 
collaborate with the AER and ESC to achieve this outcome. 

We note that the draft Rules require the AER’s medical confirmation form template to include a field for “the date 
the form is provided by the retailer to the customer”. In practice, retailers will issue forms across channels (email, 
portal, mail), and “provided” can be ambiguous (generated vs sent vs received). We ask that the AEMC clarify 
that Rule 123B(3)’s “date provided” field is satisfied by the date of issue (system-generated) and that retailers 
may evidence it by a system timestamp (rather than requiring customer receipt).  

Further, Shell Energy has privacy and consent concerns with proposed Rule 123B(3)(b), which would require the 
AER medical confirmation form template to include “secondary contact person” details (including a confirmation 
that the secondary contact has given permission to be contacted by relevant parties). We do not consider the 
medical confirmation form appropriate to capture and validate secondary contact information. As it requires the 
collection of third‑party personal information via a clinical form, not a customer consent channel and 
contemplates retailers sharing relevant contact details of the life support customer and the secondary contact 
person with distributors which risks unauthorised disclosure. 

 
 
2AEMC, Improving life support processes, Draft rule determination, 5 March 2026, pg 3 
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The secondary contact requirements trigger secondary collection obligations under the Privacy Act 1998 to 
retailers (and if on the form, potentially to medical practitioners). Under the Australian Privacy Principle 53, 
recipients of a secondary contact’s personal information, must take reasonable steps to notify the secondary 
contact of prescribed matters including circumstances and purpose of collection, access and correction rights 
and Privacy Policy information either at the time of collection or as soon as practicable afterwards. Placing the 
collection via the medical confirmation form makes adhering to these requirements more onerous, and we 
suggest that requirements would be more easily managed through direct communications with the customer, 
rather than through the medical confirmation form.  

We encourage the AEMC to review the Draft Rules to ensure that any collection of secondary contact 
information, the associated consent requirements and the definitions are aligned to, and reduce complexity and 
compliance risk with, the Privacy Act 1998. 

Although the draft determination indicates nomination is intended to be optional and not invalidate medical 
confirmation, and that secondary contacts may be provided or updated outside the form process, embedding 
these fields as a mandatory template element is likely to create inconsistent expectations, operational friction 
and customer misunderstanding on the role of the secondary contact verse authorised account representative. 
Shell Energy therefore recommends that secondary contact nomination be captured directly by the retailer 
through the life support registration and annual check-ins, with clear, express customer consent and clear limits 
on the secondary contact’s rights (e.g., for communications about life support only and should have no authority 
over the account or role in life support deregistration decisions), rather than being embedded in the medical 
confirmation form template. 

Registration of life support user at customer's premises 

Rule 124(1)(b)(i) stipulates that retailers must provide a written medical confirmation form dated by the retailer. 
We believe the phrase ‘dated by the retailer’ is unnecessary, as the AER’s medical confirmation template 
already includes this field. Additionally, we suggest that the AEMC consider aligning requirements with the ESCs 
proposed changes to the Code, which does not contain this wording. 

Confirmation of life support user at premises 

Rule 124A(1)(e) allows for a single extension of a minimum of 25 business days to provide medical confirmation. 
Shell Energy asks the AEMC to clarify that this request is regardless of whether the request is made before or 
after the second reminder notice.  

Deregistration - medical non-confirmation 

Deregistration for failure to provide medical confirmation is only permitted if the retailer has taken “reasonable 
steps” to contact the customer in one of the following ways: 

• In person; 

• by telephone; or 

• by electronic means;  

Shell Energy considers that an additional method be added - “by post” would be suitable.   

Further, it is noted in Rule 125 that “If a retailer is not permitted to deregister a customer’s premises under subrule 
124(4)(e), it must seek medical confirmation in the next annual confirmation notice.” We seek clarity if this should 

 
 
3 Chapter 5: APP 5 Notification of the collection of personal information | OAIC 

https://www.oaic.gov.au/privacy/australian-privacy-principles/australian-privacy-principles-guidelines/chapter-5-app-5-notification-of-the-collection-of-personal-information
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read subrule 125(4)(e) as 124(4)(e) does not appear to exist. Additionally, would this mean that the retailer may 
deregister the customer's premises only if the deregistration is made within 5 business days of the date of 
deregistration specified in the deregistration notice and, if not, the retailer must seek medical confirmation in the 
next annual confirmation notice?  

Shell Energy considers that the Rules should allow deregistration at any time after the deregistration date, 
provided medical confirmation has not been received. We consider that further simplification of deregistration 
process for medical non confirmation is required and the encourage the AEMC and the ESC to align their 
obligations around this process. 

Deregistration - change in the customer's circumstances 

Shell Energy fully supports the inclusion of the provision permitting relevant customers to be deregistered prior to 
the date specified in the deregistration notice, provided that the customer or their authorised representative gives 
explicit informed consent for an earlier deregistration. This approach facilitates a positive customer experience; 
for instance, it would accommodate cases where a customer takes occupancy of a registered site, intends to 
demolish the property, and requires deregistration to enable de-energisation or abolishment. 

Customer transfer 

Shell Energy seeks clarity on how the “change in customer circumstances” deregistration pathway is intended to 
operate where the retailer has lost FRMP/FRO status for the premises (for example, because the life support user 
have vacated and the site has transferred to a new FRMP). In the ordinary change in circumstances scenario, 
where the customer confirms the life support resident has vacated or life support equipment is no longer 
required, the proposed process contemplates a written deregistration notice period, and then deregistration if 
not disputed (or earlier where the customer provides explicit informed consent), with ongoing life support 
obligations ending once deregistered. However, it is unclear whether these notice and timing obligations are 
intended to apply once the retailer no longer supplies, has a retail relationship for the premises, or can 
appropriately continue life support communications and register management for that site. 

Shell Energy recommends the Code clarify that the prescribed notice and timeframes apply only while the 
retailer is the FRMP/FRO, and that where FRMP/FRO status has ended, responsibility for any ongoing 
protections rests with the incoming FRMP. 

 

Embedded networks  

Where there is no distributor, retailers must notify the Embedded Network Manager (or, if none, the exempt 
embedded network service provider) within 1 business day, and similar for deregistration. ENMs must also pass 
information to the exempt embedded network service provider within 1 business day. Shell Energy supports 
prompt information flows, however we are concerned retailers may not have access to reliable, standardised 
data to identify the correct ENM/exempt embedded network provider for a premises, particularly within a 1 
business day timeframe. This creates avoidable misrouting risk and may delay the application of life support 
protections in embedded networks. We propose that retailers must notify as soon as practicable after the 
retailer is able to identify the relevant ENM/exempt embedded network service provider. 

We are also concerned that the draft Rules do not adequately address the privacy and operational risks in the 
“parent meter” scenario—where the retailer provides supply at the parent meter to an embedded network but 
has no direct retail relationship with the life support user in the embedded network. In practice, the embedded 
network service provider may send the retailer sensitive medical information (in various forms) notwithstanding 
the retailer is not the party managing the customer relationship, consent capture, or ongoing life support 
communications within the embedded network. We consider a more formalised and standardised method for 
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advice and data exchange is required for parent meter - embedded network life support registrations—one that 
limits the transfer of medical information to action life support protections.  

Implementation  

The proposed Draft Rules represent a significant change to the life support process. Given the sensitivity of this 
topic, associated compliance risks, and the detrimental risk to customers where changes are not carried out 
correctly or rushed, Shell Energy supports the proposed implementation timeline of 1 December 2027 as long as 
this allows for AEMO’s Business-to-Business (B2B) processes to be updated and associated system changes to 
be implemented by participants. We encourage the AEMC to confirm timelines with AEMO prior to making its 
final decision on implementation. 

. 

 

 


