
 

16 April 2026 

 

Australian Energy Market Commission (AEMC)  

Level 15, 60 Castlereagh Street 

Sydney NSW 2000  

aemc@amec.gov.au  

 

Re: Draft rule determination National Energy Retail Amendment (Improving life Support processes) Rule 2025 – 
Consultation – letter supporting the Justice Equity Centre’s submission 

 

Dear AEMC 

 

COTA Australia welcomes the AEMC’s continued commitment to strengthening protections for Australians whose 

health and lives depend on uninterrupted access to energy supply. We commend the AEMC for the strong 

consumer-centred intent evident in the March 2026 draft determination and draft rule, which demonstrate careful 

consideration of the concerns raised in our September 2025 submission. 

While we acknowledge this clear progress, we consider there remains scope to further strengthen the proposed 

framework to more fully reflect the health realities, and risks faced by people who rely on life support equipment. 

Robust protections are vital to ensure these households are not unduly exposed to harm because of administrative 

processes or compliance gaps, and that retailers and distributors clearly understand their obligation to prioritise 

customer safety to the highest possible standard, particularly during energy outages. 

COTA Australia (Council on the Ageing) is the leading national peak body supporting and advocating for older 

Australians since 1958.  COTA Australia promotes the rights interests and good futures of Australians aged 50 years 

and over.  Our broad agenda is focused on challenging ageism, respecting diversity and empowering people to live 

their best life as we age.  

Our policy development is largely influenced by our engagement with older people. The promotion and safeguarding 

of the rights of older people in Australia as citizens and customers is understood by older Australians as an important 

policy area, and an active space for us.  

The deliberations and outcomes from this rule change request are of critical importance to a significant number of 

our supporters and their families. As the ABS’ Disability, Ageing and Carers, Australia: Summary of Findings, 2022   

indicates there is a high probability that among the more than 225,000 customers registered for life support, a 

significant number are aged 50 years or older.  It is vital their voices are heard and influence the AEMC’s final 

determination anticipated to come into effect on 1 December 2027. 

We acknowledge the purposeful effort made to strengthen outcomes for customers who rely on life support 

equipment proposed under the current draft’s three key themes.  Although the 2025 draft was headed in the right 

direction, the 2026 draft reflects a markedly improved alignment with the findings of the Energy Charter’s 

#BetterTogether Life Support Customer Initiative, especially in relation to improved clarity, consistency, and essential 

customer safeguards.  The enhanced alignment represents a clearer and more meaningful step forward in ensuring 

protections are designed around customer needs rather than system convenience.  We are particularly relieved to 

read that revised draft documents do not advocate for changing the life support equipment list, introducing a tiered 

approach to medical equipment needs and reducing civil penalties or reporting requirements. In addition, we 
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endorse the AEMC’s acknowledgement of the need for an accurate register to ensure life support protections are 

applied consistently. 

COTA Australia is encouraged that, unlike many of the solutions put forward by Essential Energy and SA Power 

Networks (proponents) which prioritised operational efficiency, the AEMC’s refreshed approach strikes a more 

appropriate and balanced position.  The 2026 draft indicates that while forthcoming changes will address several 

valid administrative and procedural issues raised by various stakeholder groups, these changes will not result in 

weakening the critical protections relied upon by life support equipment customers. 

We strongly support this direction - optimising customer safety must remain the central priority of the final 

determination, evidenced by robust and reliable safeguards that prevent disconnection, supply interruptions, or 

other harms for people whose lives and wellbeing depend on access to electricity.  

In reviewing the 2026 draft we have worked closely with the Justice Equity Centre (JEC) and, as identified in their 

submission, support the recommendations presented in the JEC submission. 

In addition, in relation to: 

• Theme 1 – Definitions and related penalties  

As well as supporting Recommendations 1 to 3, we share the JEC’s concerns regarding the proposed 

medical confirmation framework. We agree that the proposed framework, rather than being narrow in 

scope and/or overly prescriptive, needs to optimise opportunities for life support equipment users to 

engage with and be supported by the life support process.  

• Theme 2 – Registration and deregistration 

In addition to our support for Recommendations 4 to 18, we strongly agree with the JEC’s call for the 

requirement for households reliant on life support equipment to re-register each time they change energy 

retailers be deleted.  

Requiring household re-registration creates an unnecessary administrative burden and unacceptable risk to 

the continuity of energy supply for households for whom uninterrupted access to electricity is critical to 

health and safety.  Placing the onus for re-registration on the household increases the likelihood of a 

delayed or incomplete registration and/or the risk of serious consequences being experienced by the user 

of the life support equipment. 

This requirement may also act as a significant disincentive for life support equipment user households to 

switch retailers, effectively limiting their ability to access more competitive pricing or improved service 

offerings. Removing the need for re-registration would reduce risk, support customer choice and better 

align the framework with the objective of protecting vulnerable energy users. 

We also support the JEC’s assertion that retailers’ check in with life support equipment user households 

should be light-touch, supportive and, as far as possible, unobtrusive. Similarly, we see the annual check in 

as providing retailers with a planned opportunity to rekindle trusting relationships with customers, as well 

as use the contact to provide practical and safety-focused information and, if needed, refresh a household’s 

back-up plan for power interruptions.   

We welcome the AEMC’s inclusion of embedded networks in the current determination. As asserted in our 

2025 submission, we expect life support equipment user customers in embedded networks to be afforded 

receive protections equivalent to those provided to comparable grid-connected customers. 

 

• Theme 3 - communication and contact methods  

We support wholeheartedly recommendations 20 to 22. It is vitally important that each customer’s and 

their nominated secondary contact person’s communication preferences are respected and adhered to.   
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• Other issues 

The JEC’s recommendations 23 to 26 are imperative if we are to be able to understand the effectiveness of 

the final rule especially in relation to strengthened protections being reliably experienced by people who 

rely on life support equipment.  These recommendations also set a robust, evidence informed foundation 

on which to plan for safeguarding the universality of life support protections, and the delivery of more 

tailored responses to the needs of individual life support equipment user households/individuals.  

We are encouraged by the progress made through this consultation process, which provides added confidence that 

the AEMC is giving careful consideration to the lived experience of life support equipment user households and the 

critical importance of customer safety. The direction implicit in the draft documents reflects a strong alignment with 

the Energy Charter’s guiding principles, particularly in prioritising the needs of vulnerable customers and supporting 

clear accountability across the energy system. 

We consider that the changes recommended in the JEC’s submission will enable life support equipment user 

customers to experience optimal and consistent safeguards, while also providing retailers and distributors with 

greater clarity about their respective obligations. This clarity is essential to ensure that protections for life support 

households are not only well designed, but are effectively planned for, delivered, and routinely evaluated.  

We look forward to the final determination strengthening outcomes for customers whose health and wellbeing is 

dependent on uninterrupted energy supply. 

 

Yours sincerely 

 

Corey Irlam 

A/Chief Executive Officer 

 


