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the National Energy Retail Law (South Australia) Act 2011 of
South Australia;

the National Energy Retail Law (ACT) Act 2012 of the
Australian Capital Territory;

the National Energy Retail Law (Adoption) Act 2012 of New
South Wales;

the National Energy Retail Law (Tasmania) Act 2012 of
Tasmania;

the National Energy Retail Law (Queensland) Act 2014 of
Queensland; and

the Australian Energy Market Act 2004 of the Commonwealth.
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1 Title of Rule

This Rule 1s the Draft National Energy Retail Amendment (Streamlining
payment difficulty protections) Rule 2026.

2 Commencement

Schedule 1 of this Rule commences operation on 30 March 2027.

3 Amendment to the National Energy Retail Rules

The National Energy Retail Rules are amended as set out in Schedule 1.
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Schedule 1 Amendment to the National Energy Retail
Rules

(Clause 3)

[1] Rule 33 Payment difficulties (SRC and MRC)

In rule 33(1)(b), at the end of the text, insert "or the retailer otherwise believes the
customer is experiencing repeated difficulties in paying the customer's bill or requires
payment assistance".

[2] Rule 56 Provision of information to customers
In rule 56(1)(b), at the end of the text, omit "and".

[3] Rule 56 Provision of information to customers

In rule 56(1)(c), at the end of the text, omit "." and substitute "; and".

[4] Rule 56 Provision of information to customers
After rule 56(1)(c), insert:

(d) the assistance that customers experiencing payment difficulties are
entitled to, including a summary of the retailer's hardship policy; and

(e) all relevant government funded energy charge rebate, concession or
relief schemes.

[5] Rule 56 Provision of information to customers
After rule 56(4), insert:
(5) The summary referred to in subrule (1) must be:
(a) easily accessible on the retailer's website; and

(b) expressed in plain language.

[6] Rule 107 Application of this Part
After rule 107(5), insert:

(6) A retailer is taken to have arranged de-energisation or re-energisation of a
customer's premises at the time it makes a request to a distributor for the
premises to be de-energised or re-energised.

[7] Rule 109 Reminder notices—retailers

In rule 109(2)(b), after "the date on which the", omit "reminder notice period" and
substitute "reminder notice period".
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[8] Rule 109 Reminder notices—retailers

In rule 109(2)(c), after "must be made during the", omit "reminder notice period" and
substitute "reminder notice period".

[9] Rule 109 Reminder notices—retailers
In rule 109(2)(d), at the end of the text, omit "." and substitute "; and".

[10] Rule 109 Reminder notices—retailers
After rule 109(2)(d), insert:

(e) include a summary of, and information about how to access,
assistance that customers experiencing payment difficulties are
entitled to, including a summary of the retailer's hardship policy; and

(f) include information about all relevant government funded energy
charge rebate, concession or relief schemes available in the
jurisdiction of the customer.

[11] Rule 110 Disconnection warning notices—retailers
and distributors

In rule 110(2)(g), after "and the distributor (as applicable)", omit "." and substitute ";
and".

[12] Rule 110 Disconnection warning notices—retailers
and distributors

After rule 110(2)(g), insert:

(h) include a summary of, and information about how to access,
assistance that customers experiencing payment difficulties are
entitled to, including a summary of the retailer's hardship policy; and

(i) include information about all relevant government funded energy
charge rebate, concession or relief schemes available in the
jurisdiction of the customer.

[13] Rule 111 De-energisation for not paying bill

In rule 111(1)(e), at the end of the text, omit ", in one of the following ways:" and
substitute "; and".

[14] Rule 111 De-energisation for not paying bill
Omit rule 111(1)(e)(i), rule 111(1)(e)(ii), and rule 111(1)(e)(iii).
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[15] Rule 111

De-energisation for not paying bill

Omit rule 111(2), and substitute:

(2) Where a customer is:

(a)
(b)

a hardship customer; or
a residential customer who:

(1)  has informed the retailer in writing or by telephone that the
customer is experiencing payment difficulties; or

(1) the retailer otherwise believes is experiencing repeated
difficulties in paying the customer's bill or requires payment
assistance,

a retailer must not arrange for de-energisation of the customer's premises
under subrule (1), unless the retailer has offered the customer 2 payment
plans in the previous 12 months and:

(©)
(d)

(e)

[16] Rule 111

the customer has agreed to neither of them; or

the customer has agreed to one but not the other of them but the plan
to which the customer agreed has been cancelled due to non-payment
by the customer; or

the customer has agreed to both of them but the plans have been
cancelled due to non-payment by the customer.

De-energisation for not paying bill

In rule 111(3)(c), at the end of the text, omit ", in one of the following ways:" and

substitute "; and".

[17] Rule 111

De-energisation for not paying bill

Omit rule 111(3)(c)(i), rule 111(3)(c)(ii), and rule 111(3)(c)(iii).

[18] Rule 111

De-energisation for not paying bill

After rule 111(3)(d), insert:

(3A) For the purposes of subrules (1)(e) and (3)(c):

(a)

if the retailer attempts to contact the customer by telephone or
electronic means, contact is taken to have occurred only if the
customer:

(i) answers the telephone; or

(i1) acknowledges receipt of a message by telephone or electronic
means;
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(b) the retailer is taken to have used its best endeavours to contact the
customer if it has attempted to contact the customer by at least two
methods of communication; and

(c) the methods of communication the retailer uses:

(1)  must include the customer's preferred method of communication
where this has been communicated to the retailer; and

(1) may include the following methods of communication:

(1
2
3)
“4)

[19] Rule 116

in person;
by telephone;
by electronic means;

by post.

When retailer must not arrange de-
energisation

In rule 116(g), after "amount approved by the AER", omit "and the customer has agreed
with the retailer to repay that amount".



