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16 April 2026 

Rudy Zverina 
Project Lead 
Australian Energy Market Commission 
Improving Life Support Processes Rule Change 
Submitted via portal 

 

Dear Mr Zverina 

Ausgrid, Endeavour Energy and Essential Energy response re Improving Life Support 
Processes Draft Determination 

Ausgrid, Endeavour Energy and Essential Energy, together the three NSW Distribution Network 
Service Providers (DNSPs), are pleased to respond to 
(AEMC) Draft Determination regarding improving processes for life support customers under the 
National Energy Retail Rules (NERR). We thank the AEMC for its engagement throughout this rule 
change process to date. 

Overall, the NSW DNSPs consider the draft determination represents improvements for the National 
Electricity Market (NEM) life support framework and adopts a number of the key reforms sought 
through the original rule change request. In particular, we support the introduction of a mechanism for 
identifying life support users with life threatening conditions through the medical confirmation process, 
the clearer allocation of single responsibility to retailers for registration and deregistration processes, 
and the broader uplift to communication arrangements for life support customers. 

These changes should improve the quality of information available to distributors, support more 
informed operational responses during outages, and reduce unnecessary duplication across retailers 
and distributors. The draft determination therefore represents a constructive step forward and is 
materially closer to a workable and practical framework for industry and customers. 

That said, there remain several areas where further refinement would improve the effectiveness and 
operability of the final rule. In particular, the NSW DNSPs consider the final rule should more clearly 
address the ongoing accuracy of life support registers, resolve practical ambiguities in notification and 
communication obligations, and provide sufficient implementation flexibility for the systems and 
process changes required by December 2027. We further put that the AEMC should conduct a post-
implementation review in two years to assess the effectiveness of the reforms. Our submission 
focuses on these targeted issues. 

1. Introducing the new - identifier will allow triaging for the most 
vulnerable customers during unplanned outages 

The NSW DNSPs strongly support the new life threatening condition identifier as it will enable DNSPs 
to better triage communication and resources for the most vulnerable life support customers during 
large-scale unplanned outages. A similar mechanism was a core element of the original rule change 
request and we welcome its incorporation in the draft determination. 

We also support the new standardised medical confirmation form which will improve consistency of 
data capture. We agree that registered medical practitioners, by way of this standardised form, are the 
appropriate party to identify the subset of life support customers with life threatening conditions. 
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We note that the AEMC has proposed to maintain the life support equipment list in its current form 
rather than the list proposed in the rule change request. This includes maintaining the any other 
equipment , which allows a broad array of equipment to be included, rather than the 
proposed other medical . The equipment list may then serve as 
a guide for medical practitioners as the AEMC suggests, rather than a defined set of eligible 
equipment. Given the list will be a guide, there would be benefits for industry to understand what 
equipment is being used by customers for life support purposes. We propose that as part of the 
requirements for retailers that the types of life support equipment, including the inputs under 
equipment, being used by customers is transparently reported. This would need to be captured 
through the medical confirmation form. 

For reference, as of February 2026, there were around 56,000 
network, of which 41,000 has medical confirmation. Of those with medical confirmation, 14,000 or 34% 
has selected the equipment category. For this portion of customers, Ausgrid does not know 
technology being used by the c, or the rational for its use. 

2. The shift to retailer-led registration and medical confirmation processes is appropriate 

The NSW DNSPs support the full transfer of responsibility for the registration and medical confirmation 
processes to retailers given that retailers hold the primary customer relationship and we currently hold 
a very small proportion of total registrations in NSW. Under this new allocation of responsibilities, we 
propose that the B2B system is maintained as the primary channel for communicating life support 
information given superior traceability and auditability, rather than phone calls or emails. We note that 
this would not preclude a retailer phone calling DNSPs in urgent or emergency situations to take 
actions, like fast-tracking energisation or cancelling de-energisation orders for life support customers, 
where it is in the customer s interest (though these communications must be followed up with B2B 
system records). 

The draft determination sets out that where a retailer is informed (by customer or DNSP) of a 
customer needing life support protections that they would register the customer and inform the DNSP 
within one business day. Whereas when a customer informs a DNSP, the DNSP would notify the 

  

To ensure clarity and consistency across business and registration pathways, we propose that DNSPs 
should only be obligated to apply life support protections once the retailer has formally registered the 
customer via the B2B process. In this case, DNSPs would not apply protections based solely on initial 
contact prior to registration. We further note that we may only have access to the contact details 
associated with the NMI if the initial contact is made to DNSPs. 

For avoidance of doubt, we prefer that DNSPs are responsible only for informing the retailer to register 
the customer and that DNSPs do not collect any customer contact information to provide to the 
retailer. There is greater clarity if the retailer registration provides a single, verifiable trigger for 
protections, whether the customer initially contacts the retailer or the DNSP. 

3. The draft determination is likely to result in continued growth and inaccuracy in life support 
registers, which may increase operational complexity for market participants assisting life 
support customers 

Retailers will become responsible for registration and deregistration processes, while DNSPs maintain 
our primary operational role in communicating with life support customers and upholding protections 
under the framework. A growing register, with potential inaccuracies or customers who do not require 
protection under the framework, creates operational complexity for DNSPs. 

The draft determination introduces measures to improve the deregistration process, like requiring 
retailers to deregister customers when requested by the customer, which the NSW DSNPs welcome. 
However, the AEMC has also put aside a range of measures proposed to limit register growth, such 
as requiring medical confirmations to be refreshed each four years, requiring retailers to deregister 
customers without a valid medical confirmation once processes have been followed, and removing the 
ambiguous egory from the equipment list. 
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The NSW DNSPs recommend that the AEMC should tighten the deregistration process in the final 
determination. Specifically, we refer to the circumstance where retailers retain discretion to maintain 
customers on the register where no medical confirmation is provided. While extenuating 
circumstances may occur, this current process would allow a customer that has not provided medical 
confirmation (or it is outdated) and who do not change retailers nor move premises, to remain 
indefinitely on the register, at retailer discretion. 

The NSW DNSPs consider this discretionary approach is unlikely to materially improve register 
accuracy in practice. The final rule should create a stronger expectation that retailers deregister 
premises where medical confirmation has not been provided, subject to appropriate flexibility where 
genuine barriers exist.  

If the AEMC does not adopt a stronger deregistration obligation, the framework should at least require 
retailers to record and report to the Australian Energy Regulator (AER) the reasons why customers 
have been retained on the register without medical confirmation. The NSW DNSPs understand that 
there are customer sensitivities and potential vulnerability that may make timely receipt of medical 
confirmations problematic. However, if there is not transparency on the reasons why in practice life 
support customers cannot obtain medical confirmations, industry will continue to be challenged in how 
to support life support customers. Retailers should be required to report data on the number of 
registered life support customers without a medical confirmation, the number of times each of these 

-ups, 
and how many life support customers have been deregistered without specifically being requested by 
life support customers

retail market performance reports. 
help to 

identify any systemic issues with deregistration processes on a retailer-by-retailer basis. 

The draft determination also proposes that when a customer changes retailer that the outgoing retailer 
must deregister the life support customer and the incoming retailer must ask if the customer requires 
life support protections. We agree with this proposed approach, however, we are concerned that if the 
outgoing retailer does not deregister the customer then that registration may be left unnecessarily 
flagged. For instance, the customer may not request life support protections with the incoming retailer, 
but the life support flag will remain from a DNSP perspective. We propose that the incoming retailer is 
required to clarify the life support status of the customer and if the customer does not request life 
support protections, then they should be deregistered. 

To ensure the effectiveness in implementation, we propose that the AEMC should conduct a review of 
the final rule after two years. The review should consider 
procedural compliance and customer experience. On the one hand, we need to understand how the 
new processes are impacting the register size, currency and accuracy. On the other hand, we need to 
understand if the processes are delivering an improved experience for life customers and supporting 
them to navigate the framework. The new reporting requirements should provide the information that 
the AEMC needs to decide to progress further formers, especially for the deregistration process, while 
the AEMC may also need survey data from customers to understand their experiences. 

4. The new communication methods arrangements are an improvement, though details need to 
be clarified  

The NSW DNSPs broadly support the proposed uplift to the communications arrangements in the draft 
determination which are expected to offer a better experience to life support customers. We request, 
however, that the AEMC clarify a range of minor points regarding the mechanics of the changes. 

The parties to be communicated with by DNSPs 

We support adding the new the NERR to modernise the language away 
from referring to customers as equipment and to allow the user to be clearly identified for all market 
participants. Based on the proposed minimum content requirements for the medical confirm form, we 
understand that DNSPs would communicate with two parties: the account holder and secondary 
contact. The life support user may in practice also be one of these parties. 
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We understand then that DNSPs are not required to communicate with the life support user, where 
they are not the account holder nor secondary contact. This circumstance could arise, for instance, 
where the life support user is a minor and the account holder and secondary contact are family, 
guardians or support workers, which may be appropriate. However, this circumstance could also arise 
where it is not appropriate and it is relevant for the life support to receive communication, even if this is 
uncommon. For instance, the account holder is a third-party business and the secondary contact is a 
carer. We request that the AEMC clarify the parties with which DNSPs must communicate with, 
especially with respect to planned outage notifications. 

The obligations on DNSPs where we do not have the contact information 

Under the draft determination, retailers would receive contact information for the parties via the 
medical confirmation form. Given that the form may not be returned in the short term, we propose that 
it should be made explicit that DNSPs are only required to communicate with those parties for which 
we have contact information. For instance, this may only be the account holder if this is the information 
we have access to at the time we need to make a planned outage notification. 

Mail-based communication by DNSPs with the secondary contact 

We support introducing a secondary contact and customers deciding their communication 
preferences. We consider, however, that there should be practical limitations on mail-based 
communication for the secondary contact. Although we expect this to be rare, the secondary contact 
may prefer mail communication while also having a distant interstate or international address, which 
could lead a long lead time for notifications. For this reason, we propose that the secondary contact 
may only provide an address within the same state as the premises or otherwise receive notifications 
electronically. 

Communication with life support customers within embedded networks remains potentially impeded 

proposals to clarify within the NERR the registration and notification process 
for life support customers within embedded networks. We note however, as the AEMC identifies, that 
even if with these reforms embedded networks will continue to appear to DNSPs as a single parent 
NMI and we will not have access to the contact information for any life support customers on any 
respective child NMIs. For notification purposes, including during a large-scale planned outage, 
DNSPs will communicate with the embedded network manager or exempt embedded network service 
provider. We agree that this remains an area that would benefit from reform by the AER or NSW 
Department of Climate Change, Energy, the Environment and Water (DCCEEW) to improve 
communication arrangement and protections for life support customers. 

Implementation flexibility should be permitted for internal system changes by December 2027 

The NSW DNSPs strongly support the clarification of SMS/electronic options as "written notice" which 
will reduce the circumstances for using mail-based communications. We will need to upgrade internal 
systems to deliver the notifications in line with customer communication method preferences as 
outlined in the draft determination by 1 December 2027. We will incur new costs to develop and 
deliver these automated electronic communication processes and will need to make these upgrades in 
parallel to existing work programs. For this reason, we propose that at a minimum one electronic 
communication channel is available by 1 December 2027 and both, with preferencing, available by 1 
December 2028. 

The NSW DNSPs acknowledge the industry-wide efforts to date to improve the life support customer 
framework. We recognise that effective reform implementation and further refinement will continue to 
be a collective endeavour which will ultimately serves the interests of our customers.  
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Should you wish for more information or to discuss our submission please contact:

Ausgrid: Tom Clark, Senior Regulatory Advisor at tom.clark@ausgrid.com.au

Endeavour Energy: Dillon Monahan, Social Programs Lead at 
Dillon.Monahan@endeavourenergy.com.au

Essential Energy: Jon Frazer, Regulatory Strategy Senior Specialist at 
jon.frazer@essentialenergy.com.au 

Yours sincerely,

Shannan Hargreaves
Head of Customer Care
Ausgrid

Danielle Manley
Head of Customer Experience
Endeavour Energy

Mike Cole
Head of Customer
Essential Energy
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