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Dear Ms Collyer, 
 
RRC0064 - Improving life support processes – Draft Determination 
 
SA Power Networks welcomes the opportunity to provide this submission in response to the 
Australian Energy Market Commission’s (AEMC’s) Draft Determination on Improving Life Support 
Processes. We appreciate the AEMC’s continued focus on strengthening protections for life support 
customers and improving the accuracy, transparency and reliability of life support information across 
the National Electricity Market (NEM). 
 
As a proponent of this rule change, SA Power Networks takes seriously our responsibility to maintain 
accurate life support records and to communicate effectively with customers who rely on continuous 
electricity supply for their health and wellbeing. We also acknowledge and appreciate the AEMC’s 
constructive engagement with distribution network service providers throughout the development 
of this rule change. The AEMC’s willingness to work collaboratively with industry and to incorporate 
key elements of our rule change proposal into the Draft Determination reflects a shared commitment 
to delivering better outcomes for life support customers. 
 
In our submission, SA Power Networks sets out our position on the key elements of the Draft 
Determination, including: 
 
• Improved definitions and national consistency: We endorse the introduction of a clear and 

clinically grounded definition of life-threatening condition, as well as the alignment with the 
Victorian regulatory framework. Consistency across jurisdictions will ensure that customers 
receive equitable protections regardless of their location and will reduce confusion for those who 
relocate. 

 
• Maintaining civil penalty provisions: We support the retention of existing civil penalties and 

reporting requirements for life support obligations, recognising their essential role in 
safeguarding customers who face heightened risks during outages. 

 
• Strengthening registration and deregistration pathways: Accurate and timely registration 

processes are essential to customer safety. While we welcome the improvements proposed, 
further refinement is required to ensure deregistration occurs where appropriate. Without 
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clearer, more prescriptive deregistration obligations, life support registers will continue to 
expand without validation, creating operational risk and compromising customer outcomes. 

 
• Ensuring reliable reporting to support deregistration: Robust reporting obligations are vital to 

maintaining register accuracy and ensuring that retailers act on their responsibilities. We 
encourage the AER’s forthcoming reporting framework to include meaningful, measurable 
indicators that demonstrate whether retailers are registering and deregistering customers 
appropriately. Transparent reporting will improve oversight, support compliance, and strengthen 
protections for those who genuinely rely on life support. 

 
SA Power Networks is committed to working collaboratively with market bodies, retailers and other 
stakeholders to ensure that life support processes remain effective, efficient and customer-centric. 
We appreciate the AEMC’s engagement with industry throughout this process and its continued 
commitment to improving outcomes for some of the most vulnerable electricity customers. 
 
Should you require further information or wish to discuss our submission in more detail, please do 
not hesitate to contact Debbie Voltz at debbie.voltz@sapowernetworks.com.au. 
 
 
Yours sincerely, 
 
 
 
 Brendon Hampton 
 Acting Chief Customer & Strategy Officer 
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SA Power Networks Response to the AEMC Draft Determination – Improving Life Support 
Processes 
 
Improving definitions to better service life support customers 
 
SA Power Networks welcomes and strongly endorses the AEMC’s decision to include a definition for 
“life-threatening condition” in the Draft Determination. This outcome aligns closely with the position 
we have advocated for throughout this reform process. The proposed definition ‘that a life‑threatening 
condition exists where a medical practitioner identifies the customer would be at likelihood of death 
or permanent injury if their life‑support equipment were without power during a prolonged 
interruption’ provides essential clarity to ensure distributors can identify and prioritise customers who 
rely on the continuous supply of electricity to sustain life. 
 
We commend the AEMC for introducing a clear and clinically grounded distinction between customers 
who have a critical dependence on electricity supply for life-sustaining equipment and those whose 
equipment is assistive in nature. This distinction reflects the lived experience of customers and carers 
and supports a more fit-for-purpose and customer-centric service model. Importantly, it does not alter 
or diminish any existing protections or service levels for life support customers. Instead, it strengthens 
the accuracy of information available to distributors and enables better planning and operational 
decision-making, particularly in the management of planned outages. 
 
SA Power Networks also supports the draft determination’s alignment with the Victorian regulatory 
framework. Establishing a nationally consistent approach will ensure life support customers receive 
comparable support regardless of where they live, avoiding differences in protections that arise from 
varying jurisdictional requirements. This consistency will also reduce confusion for customers who 
relocate between states by providing clearer expectations regarding the information required and the 
assistance available. A more harmonised framework will support improved customer outcomes and 
allow distributors to apply processes consistently and transparently across the National Electricity 
Market (NEM), aligning with the broader objectives of recent stakeholder engagement. 
 
We further support the requirement for medical practitioners to identify and record life-threatening 
conditions prospectively on the updated medical confirmation forms. Improved visibility of customers 
who fall into this highest-risk category will enable DNSPs to make more informed decisions about 
resource deployment, outage mitigation and communication. This aligns with the AEMC’s intent to 
strengthen and streamline life support registration and confirmation processes, contributing to greater 
transparency, improved customer confidence and safer outcomes for those most at risk. 
 
Civil penalty provisions 
 
SA Power Networks supports the AEMC’s draft determination not to reduce civil penalties or reporting 
requirements for life support obligations. Maintaining the existing penalty framework appropriately 
reflects the seriousness of failures related to notification and deregistration for life support customers 
and helps safeguard those who depend on electricity for their health and safety. 
 
We acknowledge, retaining the current settings ensures strong accountability across the sector and 
preserves essential protections for all registered life support customers. 
 
Improving the registration and de-registration process 
 
SA Power Networks supports the progress made in strengthening and clarifying the registration 
requirements for life support customers in the Draft Determination. Accurate and reliable life support 
registers are critical to maintaining customer safety and ensuring timely and effective communications 
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during outages. However, we consider that further refinement of the registration and deregistration 
framework is needed to achieve a more consistent, efficient and customer-centric end-to-end process. 
 
We remain concerned that, without clearer and more prescriptive deregistration pathways, life 
support registers will continue to grow indefinitely and risk becoming unreliable. Under the draft rule, 
retailers may deregister a premises where the customer does not provide medical confirmation. While 
this flexibility is intended to support individual circumstances, the absence of a requirement to act in 
defined situations, together with no mandate for periodic medical reconfirmation, limits on repeated 
registrations, or customer response obligations, creates a real risk that customers may remain 
registered without validated medical need. 
 
A clear and mandatory deregistration process would improve accuracy while preserving strong 
protections for vulnerable customers. We consider that retailers should, and ideally must, deregister 
a premises where medical confirmation is not provided. The existing framework already gives retailers 
the ability to grant time extensions, meaning a firmer obligation would still allow for appropriate 
flexibility while ensuring that deregistration occurs where confirmation is not supplied. This would 
align with customers’ existing obligations to register and provide medical confirmation and would 
support a more balanced, effective and transparent regulatory framework. 
 
We support the draft rule requiring retailers to ask new customers, at the point of requesting a retail 
connection, whether a life support user resides at the premises. However, this obligation does not fully 
address how life support status should be removed when it is no longer required. In practice, exiting 
retailers may not issue deregistration notifications because they are often unaware when a customer 
relocates or changes retailers. This can leave distributors without a reliable mechanism to update their 
registers. 
 
In addition, when a life support customer switches retailers, or a new customer moves into a premises 
that is currently registered as life support, the site typically remains on the DNSP’s life support register 
until it is formally deregistered. The outgoing retailer is unlikely to deregister the premises for life 
support.   
 
By way of example, when a life support customer switches retailers, or a new customer moves into a 
premises that is currently registered as life support, we issue a Life Support Request (LSR) (or Life 
Support Notification (LSN) if we are the Registered Process Owner (RPO)) to the incoming retailer to 
confirm whether life support protections are still required. If the retailer advises that life support is not 
required, we must be able to update our systems accordingly. This is a key part of our current approach 
to maintaining accurate life support information, helping ensure that customers who rely on life 
support equipment continue to receive appropriate protections. 
 
To maintain the integrity of our life support register, it is essential that we have effective and reliable 
processes to update and remove life support status within our systems when it is no longer required. 
Without these processes, life support registers will continue to grow indefinitely and risk becoming 
unreliable. 
 
We also acknowledge that some customers may contact SA Power Networks directly to advise of life 
support needs. Under the draft rules, distributors would be required to apply life support protections 
immediately upon receiving that advice and notify the retailer within one business day. We have two 
main concerns with this approach: 
 

a) The requirement to immediately apply life support protections. 
 
Life support protections are currently triggered in our systems when the life support flag is 
formally set, either by direct customer registration where SA Power Networks is the RPO, or 
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by retailer notification via receipt of an LSN. We do not currently have the capability to apply 
a temporary life support status pending retailer confirmation. This increases the risk of register 
misalignment, particularly if the retailer does not proceed to formally register the customer. 
 
b) The need to notify the appropriate retailer. 
 
We expect this notification would occur using Business to Business (B2B) processes, with the 
required B2B notification sent to the current retailer for the NMI. Where a customer is in the 
process of moving or changing retailers, this may result in the life support notification going to 
the wrong retailer, creating unnecessary confusion and delaying accurate registration. It also 
adds further onus on the DNSP to ensure Life Support status accuracy, even though the intent 
of the AEMC’s Draft Determination is for retailers to be responsible for registration and 
de-registration. 

 
For these reasons, our strong preference is for customers to contact their preferred retailer directly to 
provide life support information. This ensures that life support details are captured at the correct point 
in the process, that the responsible retailer applies protections immediately, and that registration 
proceeds without unnecessary delay or risk of misalignment. 
 
Overall, we consider that strengthening the deregistration process is essential to achieving the AEMC’s 
objective of improving the accuracy, integrity and reliability of life support registers. Clearer and more 
consistent deregistration pathways will support better safety outcomes and ensure that customers 
who genuinely rely on life support protections receive the right level of service. 
 
Strengthening reporting requirements to support accurate deregistration 
 
SA Power Networks considers robust reporting obligations essential to maintaining the integrity of life 
support registers and ensuring customers receive the protections they genuinely require. The Draft 
Determination introduces new expectations on distributors to make publicly available information 
about how life support information is used, including information relating to life-threatening 
conditions. This focus on transparency reflects the broader importance of accurate and up-to-date 
customer records, an objective that applies equally to retailers. 
 
Given that retailers will hold primary responsibility for registering and deregistering life support 
customers, it is critical that the associated reporting requirements are designed to ensure timely and 
appropriate action. If retailers do not deregister customers when required, life support registers will 
become increasingly unreliable, impacting the effectiveness of outage planning, communications and 
welfare checks. Inaccurate registers also elevate risk for customers who genuinely rely on life support 
protections, as the scale and location of critical needs may be obscured. 
 
The AEMC notes that retailer reporting obligations will be further developed by the AER. SA Power 
Networks encourages these obligations to include clear, measurable requirements relating to 
deregistration activity, for example, the volume of customers who remain unconfirmed, the number 
of deregistration decisions made, and the circumstances in which deregistration has not occurred. 
Strong reporting will create transparency, support compliance, and allow distributors and market 
bodies to identify emerging trends or gaps in the process. It will also provide assurance that retailers 
are actively managing both registrations and de-registrations in accordance with their obligations, 
supporting the overall objective of improving life support processes. 
 
Appropriate reporting mechanisms are therefore an essential complement to the strengthened rules 
framework. They will help ensure that deregistration occurs where required, life support data remains 
accurate, and customers who rely on continuous electricity supply are protected. 
 


