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Dear Ms Collyer,
Improving Life Support Processes

ENGIE Australia & New Zealand (ENGIE) appreciates the opportunity to respond to the Australian Energy
Market Commission’s (AEMC) draft determination on the improving life support processes rule change.

The ENGIE Group is a global energy operator in the businesses of electricity, natural gas and energy
services. In Australia, ENGIE operates an asset fleet which includes renewables, gas-powered generation,
and battery energy storage systems. ENGIE also provides electricity and gas to retail customers across
Victoria, South Australia, New South Wales, Queensland, and Western Australia.

ENGIE supports the AEMC’s draft determination and considers this revised direction strikes a better balance
between improving the accuracy of life support registers and improving outcomes for life support
customers. ENGIE is pleased the AEMC has addressed its feedback on the importance of retaining flexibility
in life support registration and deregistration processes to ensure customers in need do not lose their life
support protections.

ENGIE also agrees with the AEMC that retailers are better placed to own the registration and deregistration
process than distributors given their role as customers’ primary point of contact for the energy market.
Likewise, a standardised confirmation form across jurisdictions will be helpful in creating greater
consistency for customers.

ENGIE likewise appreciates that the AEMC has worked collaboratively with the Essential Services
Commission (ESC) on this reform package and engaged extensively with industry to ensure that the
requirements are relatively harmonised and allow sufficient time for retailers to implement. This approach
to collaborative engagement should be standard, particularly when similar reforms are being considered
across Victoria and NECF jurisdictions.

ENGIE provides further detailed comments on the three themes of the consultation paper below.
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Improving definitions to better serve life support customers, and related civil penalties for breaches

In relation to the introduction of a ‘life-threatening’ category for life support users, ENGIE reiterates its
previous feedback that distinguishing between different types of life support users is only beneficial to the
extent that these customer cohorts have different regulatory obligations and protections.! ENGIE notes that
the draft rule does not impose any additional obligations for distributors when supporting customers with
life-threatening conditions. By contrast, the ESC sets out a clear use case for the ‘life-threatening’ flag with
clear additional obligations on distributors in the Electricity Distribution Code of Practice.?

As there are costs for retailers in updating customer management systems and market communications to
capture and transmit this additional field, ENGIE questions whether this additional category provides
sufficient benefit to justify the cost to consumers. If the AEMC does proceed with this reform, it should also
introduce specific obligations on distributors to ensure there is a distinct treatment pathway for customers
that do have life-threatening conditions.

Improving the registration and deregistration processes
Retailers are best-placed to manage the life support registration and deregistration processes

As mentioned earlier, ENGIE believes retailers are best placed to manage the registration and deregistration
of life support customers given their role as the primary point of contact for consumers engagement with
the energy market. ENGIE is, therefore, supportive of retailers being solely responsible for this process.
ENGIE also supports the requirement that retailers proactively ask customers if they require life support
protections during sign-up. As the AEMC acknowledges in the draft determination, this is already standard
practice for retailers.

Additionally, ENGIE is supportive of the proposal for mandatory deregistration following changes in a
customer circumstance.

A standardised medical confirmation form would improve consistency for customers

ENGIE is supportive of the AEMC proceeding with a standardised medical confirmation form and agrees
that consistency will make it easier for customers and medical practitioners if it is well-designed. A
standardised form will likewise ensure consistency among retailers and that information retailers receive is
standardised across jurisdictions. Retailers should continue to be engaged to inform the final design of the
medical confirmation form.

! ENGIE 2025, Submission to Improving life support processes — Consultation paper, 3 September, p. 1.
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The final determination should address an additional transitional issue

ENGIE appreciates that the AEMC has sought to simplify the transition for life support customers to the new
regulatory framework. In particular, ENGIE supports existing life support customers not needing to
re-register for life support protections.

However, ENGIE asks the AEMC to clarify its intended position on an additional transitional issue relating to
legacy medical confirmation forms in the final determination.

ENGIE notes that the new rule 124(1)(ix), which largely replicates an existing rule, provides for a customer
to re-use a medical confirmation form that has been signed and dated within the last four years if it ‘is in
the form of the medical confirmation form provided by a retailer’. The drafting of this rule appears to
suggest that a customer will be unable to re-use an older medical confirmation form (i.e. pre-December
2027 forms) when transferring to a new retailer. This did not appear to be discussed in the draft
determination and may re-introduce barriers for customers to switch retailers, such as for those customers
with mobility challenges that find it challenging to access medical care for the purpose of obtaining a new
medical confirmation.

ENGIE asks that the AEMC clarify the new rule 124(1)(ix) in its final determination and its intended policy
position on whether life support customers should retain the ability to re-use recent medical confirmation
forms that do not include all the new information of the updated forms.

A regular check-in process is preferable to mandatory deregistration

ENGIE previously raised concerns that a four-year request of an updated medical certificate, while
improving accuracy of the register, would have been challenging for some life support customers to meet
and would have likely contributed to some customers missing out on the protections they are entitled to.?
ENGIE is, therefore, pleased that the AEMC has adopted its proposal that retailers instead undertake a
regular check-in with life support customers to confirm and update the information in the life support
register. ENGIE considers this new obligation will likely improve the accuracy of the life support register
with fewer risks to customers than the proposal for mandatory deregistration in the rule change request.

Improving communication methods to contact life support customers

ENGIE acknowledges the AEMCs’ rationale behind the requirement for retailers to allow for the nomination
of a secondary contact for life support communications. Currently, some retailers, including ENGIE, do have
existing processes for adding additional contacts into an account. However, as noted in our previous
submission, introducing a contact type that solely receives life support communications may require a
significant enhancement to customer management systems to ensure this works as intended.*

3 ENGIE 2025, Submission to Improving life support processes — Consultation paper, 3 September, p. 3.
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With the introduction of a new contact type in the NERR, ENGIE considers there should be further clarity
about how this contact type is expected to operate in practice. Similar to ENGIE’s previous feedback, there
may be significant system and operational enhancements required to ensure this secondary contact can
only access account information related to life support.

For instance, while the AEMC has appropriately outlined that it does not intend for secondary contacts to
act on behalf of the customer or life support user when it comes to energy services or life support
protections, ENGIE believes this needs to be specified in the NERR. Likewise, the draft rules require retailers
to amend a secondary contact’s details upon request; however, it is unclear how a retailer will verify this
person’s identity if they contact the retailer independently of the primary account holder. While the draft
rule 123B provides for the medical confirmation form to include high-level information about the secondary
contact person, ENGIE asks that the AEMC to ensure secondary contacts are required to provide sufficient
identity verification information in the medical confirmation form to enable retailers to ensure they only
communicate sensitive information with appropriate people.

Concluding Remarks

ENGIE appreciates the AEMC allowing sufficient time for the efficient implementation of these reforms and
looks forward to ongoing engagement as the reforms progress to commencement and operation.

Should you have any queries in relation to this submission please do not hesitate to contact me on,
telephone on 0436 929 403.

Yours sincerely,

% Y

Braeden Keen Matthew Giampiccolo
Regulatory Advisor Manager, Regulation and Policy
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