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2016 as a resut of the conmencenment of the folowing amendments:
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Application of the National Energy Customer Framew ork related Rule
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NERL 5 npknmented asakbw i that jusdiction

These Rules can ako be found on the Auwstralian Ernergy Market Commission's website under
the 'Natioral Erergy Retal Rues', 'Rues made by the SA Misters' tabs.

Provisionsin force

Subject to the abowe, all provsiors displayed in this comsolidated \ersion of the Ruks hawe
commenced.

Schedules 1 and 2 of the Natioral Erergy Retail Amendment (Expanding competition in
meterng and rebted services) Rue 2015 No. 1 conmences operation on 1 December 2017.
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VERSION 5 PRELIMNARY
Part 1 Preliminary

Division 1 Introductionanddefinitions

1 Citation

These Rukes may be cited as the National Energy Retail Rules.

2 Commencement
These Rules come into operation on [insert date on which the NERL B to
commence n the first partcpating jursdiction].

3 Definitions
Note —

Words and expressions used in these Rules have the same meanings as they have, fromtime to
time, in the Law or relevant provisions of the Law, except so far as the contrary intention appears
in these Rules. See clause 13 of Schedule 2to the NG (as applied by section 8 of the Law).

In these Ruks—
acceptable identification, inreltion to:
(@ aresdential customer—includes any ore of the folowing:
() a driver licence (or driver’s licence) issued under the law of a State or
Terrtory, a curent passport or another form of photographic

dentification;

() a Persiorer Concession Card or other entitkment card, ssued under
the law of the Commorwealth or of a State or Territory;

()  abrth certificate; or

(b) a business customer that 5 a sole trader or partrershp—includes ore or
more of the forms of idertification for a resdental custorrer for ore or
more of the ndividuals that conduct the business or enterprise concerned; or

() a buwsiness customer that is a body corporate—means Australian Conmpany
Number or Awstralan Business Number of the body corporate;

bill issue date mears the date, included in a bill under ruke 25 (1) (e), on which
the bill 5 sent by the retaier to a small custorrer;

cooling off period—see rue 47 (2);
customer authorised representative mears a person authorsed by a:

(@ smal customer to acton its behalf uder rues 56A and 56B; or
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(b) customer to act on its behalf under rue 86A.
disconnection warning notice—see rue 110;

e-marketing activity has the meaning given by section 109A of the
Telecommunications Act 1997 of the Conmmornwealh;

interruption—see rue 88;

lifesupport equipment mears any of the following:

(@ anoxygen corcertrator;

(b) an ntermittent peritoreal dilsis machre;

(¢) akidrey dialsis machre;

(d) achronc posiie airways pressure resprator;

(e) criger majjar syndrome phototherapy equpmrert;

(d a\entibtor for e support;

(9 inrehtion to a particular customer—any other equipment that a registered
medical practitiorer certifies is required for a person residing at the

customer’s premses for lie support;

meter, in reltion to a customer, means the device that measures the quantity of
erergy passing through it or records the consumption of erergy at the customer’s
premses;

metering data has the same meanng as:

(@ n the case of ekctricity—in the NER; or

(b) n the case of gas—in the applcabk Retal Market Procedures;
metering dataprovision procedures has the same meanng as n the NER.
metering rules:

(@ for ekctrcity— means the applicable Retail Market Procedures and Chapter
7 of the NER;

(b) for gas—means the applcabk Retal Market Procedures;

NEM Representative mears a related body corporate (within the meaning of the
Corporations Act 2001 of the Commonwealth) of an ekctricity retailer that &
registered with AEMO as a market customer under the NER and that, directly or
ndrectly, sels ekctricity to the retaler for on-sak to custorrers;

pay-by date—see rue 26;
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plannedinterruption—seerue 88;
relevant authority mears:
(@ AEMO; or
(b) State or federal polce; or
(c) a person or body who has the power under law to direct a dstributor to
de-erergse premies;
reminder notice—see rue 109;
responsible person:
(@ n the case of ekctricity—has the same meanng as n the NER; or
(b) in the case of gas—means the person who, under the applicabk Retail
Market Procedures, & resporsbk for meterreading;
security deposit means an amount of morey paid or payablk, in accordance with
the Ruks, to a retaier asa security agaist non-payment of a bil;
telemarketing call has the same meaning as in the Telecommunications Act 1997
of the Commonweakh;
theLaw mears the Natioral Erergy Retal Law;
unplannedinterruption—seerue 88.
3A Savings and Transitional Rules
Scheduke 3 applies.
Division 2 Consumption threshold matters
4 Business premises—separat e application of upper and lower
consumption thresholds
(1) Ths rue has efiect for the purposes of section 6 (3) of the Law.
(2) The upper consumption thresholds and lower consumption thresholds respectively

apply separately in relation to each of the business premises of a business
customer, except as provded by rue 5.
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5

@)

@)

3)

4)

®)

Business premises—aggr egated application of upper
consumption thresholds by agreement

This rule has effect for the purposes of section 6 (3) of the Law, and applies to the

provision or proposed provsion by a retailer of customer retail services to 2 or
more business premises (the rekevant premses) of a busness customer, where:

(@ the customer B or would be a small customer in reltion to at kast ore of
the rekvant premses; and

(b) the aggregate of the actual or estimated annual corsunption kwel for the
rekvant premses s higher than:

()  inthe case of electricity—the upper consumption threshold prescribed
by the Requatiors n rehton to ekctricity;, or

@ inthe case of gas—the wpper consumption threshold prescribed by the
Regubtiors n reltion to gas.

The retailer and the business customer may enter into an agreement in writing to
the eflect that:

(@ the rekvant premises are to be treated as aggregated for the purposes of
Dmvsion 3 of ths Part, Part 2 of these Rues and Part 2 of the Law; and

(b) if the parties so agree:
() Dwmsion 3ofths Partand Part 2 of these Ruks; or

()  provisions of Division 3 of ths Part and Part 2 of these Rules as
speciied i the agreemert,

do not apply to the relatiomship between the retailer and the business
customer n rehtion to the rekvant premses.

The explicit informed comsent of the business custorrer & required for the
trarsaction of entering to an agreenment under ths ruk.

If the retailer and the business customer enter into such an agreement and the
retailer has obtained the explicit informed corsent of the customer, the agreement
has effect according to its terms, and accordingly the upper consunption

thresholds apply on an aggregated bask to the relevant premses.

The retailer must not of its own initiative treat the upper consumption thresholds
as applying to 2 or nore premises of a business customer on the basis of the
agyegation of premises.

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedulke 1.)
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(6) To awd doubt, this rule can apply in relation to all business premises of a
business custorrer or to some but not all business premises of a business
custoner.
Division 3 Classification of customers
6 Classificat ion
Custorers are chssified as folows:
(@ retaier chssification of a customer as:
() aresdential customer; or
()  abusness customer;
(b) dstrbutor chssification of a business customer as:
() asmall custorrer; or
() alkbrge custorrer;
(c) dstrbutor chssification of a busness customer who & a smell customer as:
() asmal market ofer custorrer; or
() not asmall market ofer custonmer.
7 Retailer initial classification of customers
(1)  Acwtoner making a request to a retailer for the sale of erergy to premises of the
customer under a customer retail contract must, on request by the retailer, provide
sufficient information to the retailer for the retailer to classify, on the basis of that
information, the customer as a residential customer or a business customer in
relation to the premises.
(2) Onrecemng the normation, the retaer must clssify the custormer accordingly.
(3) The retailer must, as soon as practicable, notify the distributor of the classification
of the custorer under ths ruk.
(4) Tre dstrbutor must keep a record of the chssification of the customer.
8 Retailer reclassification of customers
(1) Tre frarcially resporsbk retaier for the premses of acustorrer may.

(@ ofits own ntitive; or

(b) onapplcation by the customer or the distributor,
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10

@)

3)

4)
©)

1)

@)

3)

4)

1)

reclssify the customer as a residential customer or a business custoner in reltion
to the premses after the formation of the customer retall contract for the premsses.

The retailer may decline to accept a rechssification application if the retailer has
chssified or reclassified the customer in reltion to the premises within the
prevous 12 nonth period, wrether of ks own nita tive or on applcation

The retailer must, as soon as practicablk, notify the customer and the distrbutor of
the reclassification of the customer under this rule or of the retailer’s deckion to
refuise the rechssification applcation (if any) by the customer or distributor.

The ditrbutor must keep a record of the rechssification of the custorrer.

The reclassification takes effect on the date of notification of both the customer
and the dstrbutor or on a bter date specified n the notification

Distributor initial classification of business customers

This rule applies to a customer who is a business custorer in relation to premises,
where the customer is not currently chssified (or reclassified) by the distributor in
reltion to the premises.

On being rotified by a retailer that the customer & a business customer, the
distributor for the premises must classify the customer in relation to those
premses:

(@ asalrge cutomer orasasmal custonmer; and

(b) if asmall customer, as oras not a small market offer custorrer.

The dstrbutor must, as soon as practicable, notify the retailer for the premises of
the chssification of the customer under this ruke.

The dstrbutor must keep a record of the chssification of the custoner,
Distributor reclassificat ion of business customers

The dstrbutor for the premses of a busiess custorrer may:
(@ ofis own niative; or

(b) onapplication by the customer or the financielly responsble retailer for the
premses,

rechssify the customer as a hrge customer or small custorrer or as not a small
market offer customer in relation to the premises after the initial clssification of
the customer by the dstrbutor i reltion to the premses under rue 9.
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@)

©)

4)
©)

1)

@)

©)

4)

The dstrbutor may decline to accept a rechssification application if the
distributor has classified or reclassified the customer in relation to the premises
within the previous 12 nonth period, whether of its own initiative or on
application

The distrbutor must, as soon as practicabk, notify the customer and the
finarcially responsble retailer of the reclassification of the customer under ths

rule or of the dstrbutor’s deckion to refuse the rechssification application (if
any) by the customer or retaier.

The ditrbutor must keep a record of the rechssification of the custorrer.

The reclassification takes effect on the date of notification of both the custonmer
and the financially responsble retailer or on a hkter date specified in the
notificatio n.

Distributor classification and reclassificat ion—r equirements

Ths rule applies where a dstrbutor makes a chssification or rechssification in
relation to a customer in rebtion to a premses.

The dstrbutor must have regard to the annual comsumption of erergy at the
premses during the previouss 12 month period.

The distributor may estimate the likely annual consumption at the premises for the
next 12 morth period if

(@ comsumption data & awailable to the dstrbutor, but the distributor
reasomably considers that the data does not accuately reflect the likely
corsurption atthe premses during the next 12 month period; or

(b) no corsunption data for the premises is availabk to the dstributor for the
whok of the previouss 12 month period.

An estimate under ths rue may be based on:

(@ the awerage wage of erergy by a conmparablke customer over a corresponding
period; or

(b) other information about the customer’s likely comsumption of erergy,

whether provided by the customer or the customer’s retailer or in
accordance with accepted industry practice.
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Part 2 Customer retail contracts

Division 1 Standardretailcontracts—terms and conditions
generally

12 Model terms and conditions for standard retail contracts

13

1)
@)

Model terms and conditions for a standard retail cortract are set out n Schedue 1.

A statement in Schedule 1 that is underlined and in square brackets indicates that
a required alteration must be made by omitting the statement and substituting the
matter referred to n the statement.

Application of provisions of these Rules to standard retalil
contracts

Other provisiors of these Ruks apply to standard retail contracts to the extent
provded by those provsiors.

Note 1:

For exanple, Part 11 makes provision for electricty consunption benchmarks for residential
customers undera customer retail contract, which relevantly includes standard retail contracts.

Note 2:

Rule 70 makes provision for the termination ofa standard retail contract.

Division 2 Marketretailcontracts—terms and conditions

14

15

1)

@)

@)

@)

generally

Terms and conditions of market retail contracts

The terms and conditions of a market retail contract are as agreed between the
retailer and the small customer, except as provided by these Rukes.

Nothing in these Rules prewvents the inclusion in a market retail contract of a term
or cordition that & the same or substartially the same as a term or condition of
standard retail contracts that 5 not otherwse applicabke to market retal contracts.

Application of provisions of these Rules to market retail
contracts

Other provisiors of these Rules apply to market retail contracts, to the extent
provded by those provsiors.

Ifarule provides that a provsion of these Ruks applies in relation to market retail
contracts:

Page 8



NATIONAL ENERGY RETAIL RULES PART 2

VERSION 5

CUSTOMER RETAL CONTRACTS

(@ the provsion s a minimum requirement that is to apply in relation to small
customers who purchase erergy under a market retail contract; and

Note:

See section 34 (1) (a) of the Law.

(b) the terms and conditions of the contract must not be incorsistent with the
provsion; and

(c) the terms and conditiors of the contract may supplement or augment the
operation of the provsion, and

(d) the terns and conditions of the contract must not diminish the operation of
the prowsion; and

(e) the provision prevails to the extent of any incorsistency with any other term
or condition of the contract.

Division 3 Customerretailcontracts—pre-contractual
procedures
16 Pre-contractual duty of retailers

17

@)

@)

3)

@)

Ths rule applies where a retailer 5 contacted by a small customer who & seeking
to purchase erergy for premises.

If the retaier & the designated retaler for the premises, the retaikr:

(@ may ekct to ofer the custorrer a market retail contract; and

(b) must advise the customer of the availability of the retailer ’s standing offer,
ukss the cwstomer & a small market offer custoner.

Note:

Subrulke (2) (b) s a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

If the retailer is not the designated retailer for the premises and the retailer does

not ekct to offer the customer (whether at the request of the customer or of its
own nitative) a market retail cortract, the retaier:

(@ muwst refer the customer to the dstrbutor for the premses concerred; and

(b) must inform the small customer that the distributor will be abk to advise the
customer which retailer has an obligation to make a standing offer that is
applicabke to the customrer.

Pre-contractual duty of distributors

Ths ruke apples where a dstrbutor B contacted:

Page 9



NATIONAL ENERGY RETAIL RULES PART 2

VERSION 5

CUSTOMER RETAL CONTRACTS

18

@)

1)

@)
3)

4)

©)

(6)

(@ drectly; or
(b) onreferral by a retaier,

by a small customer for premises who B seeking customer retail services for the
premses.

The dstrbutor must advise the small customer which retailer has an obligation to
make a standing offer to the customer, and, if the customer is a mowe- in customer
or s seeking arew comection, ako iform the custorrer that:

(@ requests for custorrer retail services must be made to a retaier; and
(b) the customer may be abk to choose ther retaier; and
(c) alst of retaiers & avaibbk from the AER’s webste.

Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations, cluse 6 and Schedule 1.)

Pre-contractual request to designated retailer for sale of energy
(SRC)

A small customer who wishes to purchase erergy for premises under a standard
retail contract may make a request to the designated retailer for the premises for
the sak of erergy n accordance wih the retailer’s standing offer.

The request may be made by tekphore or in wriing.

The smal customer must:

(@ prowde the customer’s name and acceptable identification; and
(b) prowde contact detais for biling purposes; and

(c) emsure that there & safe and unhindered access to the meter at the premises.

Compliance with suwbrule (3) 5 a pre-condition to the formation of a standard
retail cortract (as referred to in section 26 of the Law).

The designated retailer may include in the charges under the standard retall
contract any outstanding amounts owed by the small customer to the retailer from
an unpaid account (excluding urmpad amounts for premises for which the
custorer has an ongong  custorrer retail cortract).

The designated retailer 5 not entitked to refuse to sell erergy to a small customer
who B aresidential customer on the ground that the customer owes the retailer the
oustanding anmouts referred to in subrue (5).
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(7)

1)

@)

®3)

Where:

(@ a retailer has arranged for the de-erergsation of a small customer’s
premises (other than where the retailer has arranged for de-erergisation due
to failre to pay a bl under rue 111); and

(b)  the customer has not within 10 business days of de-energisation rectified the
matter that gave rise to the de-erergsation,

the retailer may decline to enter into a custoner retail contract with the customer
and to arrange for erergisation of the premises urtil the matter that gave rise to
the de-erergsation has been rectified.

Responsibilit ies of designated retailer in response to request
for sale of energy (SRC)

A designated retailer must, as soon as practicable, provide a small customer
requesting the sale of energy under the retailer ’s standing offer with the following
nformatio n:

(@  a description of the retailer’s standard retail contract that is formed as a
result of the customer accepting the standing offer and how copies of the
contract may be obtaired:;

(b) a descrption of the retailer’s and customer’s respective rights and
obligatiors concerning the sak of erergy under the Law and these Ruks,
inclding the retailer’s standard conplaints and  depute resolution
procedures;

(¢) information about the availabilty of gowernment funded erergy charge
rebate, concession or relief schemes;

d) information In community languages about the availability of interpreter
services for the lknguages concerned and telephone numbers for the
Services.

The retailer must, as soon as practicabk (but not kter than the end of the next
business day) after the request for the salke of energy & properly made (as referred
to in subruk (3)), forward relevant details of the customer to the distrbutor for the
premses concerred, for the purpose of.

(@ uwdating the dstrbutor’s records, if the premises are erergsed; or

(b) arranging for the erergisation of the premises by the distrbutor, if the
premses are not erergsed.

Note:
This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

A request for the sak of erergy & properly made when:

Page 11



NATIONAL ENERGY RETAIL RULES PART 2

VERSION 5

CUSTOMER RETAL CONTRACTS

(@ the request has been recened by the retaier; and

(b) the small customer has complied with the requirements under rule 18 (3);

and

(¢) the small customer is otherwise entitkd to receive the sale of erergy in
accordance with the standard retall contract.

Division 4

20

1)

@)

©)

4)

Customerretailcontracts—billing

Basis for bills (SRC and MRC)

A retaler must base a small custorrer’s bill for the customer’s corsunption of:

(@ ekctriciy:

()

(i)

(b) s

()

(i)

(in)

V)

on metering data provided for the relevant meter at the customer’s
premises provided by the responsible person and determined in
accordance with the metering rules and rue 21; or

on any other method agreed by the retailer and the small custorrer.

on an actual reading of the rekevant meter at the customer’s premises
provided by the responsible person and determined in accordance
with the metering rules; or

on metering data provided for the rekevant meter at the customer’s
premises provided by the responsible person and determined in
accordance with the metering rules; or

on an estimation of the customer’s consumption of erergy, as
provded by rue 21;or

on any other method agreed by the retailer and the small custorrer.

The retailer must wse its best endeavours to ensure that actual readings of the
meter are carried out as frequently as & required to prepare its bills corsistently
with the metering rules and n any ewvent at kast once every 12 nonths.

Despite subrules (1) and (2), if there is no meter in respect of the customer’s
premises, the retailer must base the custonmer’s bill on erergy data that &
cakubated n accordance with applcabke erergy Bws.

Application of this rule to standard retail contracts

Ths rue apples i rebtion to standard retai cortracts.
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21

©)

1)

@)

3)

4)

Application of this rule to market retail contracts

Ths rue apples n reltion to market retail contracts.

Estimation as basis for bills (SRC and MRC)
A retailer may base a small customer’s bill on an estimation of the customer’s
corsurption of erergy where:

(@ the custorrer corsents to the wuse of estimation by the retaier; or

(b) the retailer is not abk to reasomably or reliably base the bill on an actual
meterreading, or

(c) meteringdatak not provided to the retaier by the responsible person.

Where estimations are permitted to be used as the basis for a small customer’s
bil, the estimatiors may be based on:

(@ the cwstomer’s reading of the rekvant meter; or

(b) historical metering data for the customer reasomably awailable to the retailer;
or

(c) the awrage wage of erergy by a conparable customer ower the
corresponding period, if there B no historical metering data for the
custorrer.

The retailer must inform the small customer, on the bill, that the bill & based on
an estimation.

Without affecting rule 20 (2), if the retailer has issued the small customer with a
bill based on an estimation and the retailer subsequently issues the customer with
abil that 5 based on an actual meterreading or on metering data:

(@ the retailer must include an adjustrent on the hter bill to take account of
any owercharging of the customer that has occurred; and

(b)  unless the actual meter reading or metering data could not be obtaired as a
result of an act or omission by the customer, the retailer must, if requested
to do so by the custonmer, offer the customer time to pay any undercharged

amount by agreed istalments, ower a period being no bnger than:

()  the period during which an actual meter reading or metering data was
not obtaed, where that period & kss than 12 nonths; or

() i any other case, 12 mortrs.

Note:

This subruk is a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)
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23

©)

(6)

)

@)

@)

©)

@)

Where an attenpt to read the small customer’s meter is unsuccessful due to an act
or omission of the customer, and the customer subsequertly requests a retailer to
replkce an estimated bill with a bill based on an actual meter reading, the retailer
must conply with that request but may pass through to that small customer any
costs it incus n doing so.

Application of this rule to standard retail contracts

Ths rue apples n reltion to standard retall contracts.

Application of this rule to market retail contracts

Ths rule applies in reltion to market retail contracts (other than prepayment
meter market retail contracts), but only to the extent (if any) a contract provides
for estimation as the bass for the small custorrer’s bil

Proportionate biling (SRC and MRC)

Ifa small customer’s bill covers a period other than the custormer’s usual billing
cycle or a period dwing which the customer’s tariff changes, the retailer must

charge in proportion to the rekvant periods and ckarly show relevant details on
the bil

Application of this rule to standard retail contracts

Ths rue apples i rebtion to standard retai cortracts.

Application of this rule to market retail contracts

Ths rue apples n reltion to market retail contracts.

Bill smoothing (SRC)

Despite rules 20 and 21, a retailer may, in respect ofany 12 nonth period, provide

a small customer with bills based on an estimation under a bill smoothing
arrangement if and only if.

(@ the amount payable under each bill & initially the same and is set on the

bask of the retailer’s initial estimate of the amount of energy the customer
will corsume ower the 12 nonth period; and

(b)  that initial estimate is based on the customer’s hstorical billing data or,
where the retailer does not hawe that data, average usage of erergy by a
comparabk customer cakulted ower the 12 month period; and

() n the seventh month:

() the retailer re-estimates the amount of erergy the customer will
corsume ower the 12 month period, taking into account any actual

meter readings or actual metering data and relevant seasoral factors;
and
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24

25

@)

3)

4)

1)

@)

3)

4)

@)

(i) if there is a difference between the initial estimate and the re-estimate
of greater than 10 per cent, the amount payable under each of the
remaining bills in the 12 nonth period 5 to be reset to reflect that
difierence; and

(d) at the end of the 12 nonth period, the meter is read or metering data s
obtained and any undercharging or owvercharging is adjusted under rule 30 or
31.

The explicit informed corsent of the small custorer is required for the retailer’s
billing on the bask referred to in subrue (1).

Application of this rule to standard retail contracts

Ths rue apples i rebtion to standard retai cortracts.

Application of this rule to market retail contracts

Ths ruk does not apply in relation to market retail contracts, but this subrule does
not prevent a retailer from including bill smoothing arrangements in a market
retail contract.

Frequency of bills (SRC)

A retaler must ssue bik to asmall customer at kast once ewvery 3 morths.
Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

A retailer and a small customer may agree to a billing cycle with a regulr
recurent period that differs from the retailer’s usual recurrent period where the
retaler obtains the expict mformed corsent of the small custoner.

Application of this rule to standard retail contracts

Ths rue apples i reltion to standard retall contracts.

Application of this rule to market retail contracts

Ths ruke does not apply in reltion to market retail contracts.

Contents of bills (SRC and MRC)

A retailer must prepare a bill so that a small customer can easily \erify that the
bill conforms to ther customer retail contract and must include the following
particuars n abil for asmall custorrer:

(@ the cwstorer’s name and accourt number;
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(b) the address of the customer’s premises for the sak of erergy and the
customer’s mailing address (if diflerent);

(c) the meterdertifer;

(d) the biling period,;

(e) the pay-by datefor the bill and the bill issue date;

M the total amount payabk by the customer, including amounts of any arrears
or credis;

(9 tarifis and charges applcabk to the custorrer;

(n  the bass on which tarifis and charges are cakulted;

() whether the bill was sswed as a resuk of a meter reading or an estimation
and, if ssued as aresut of a meter reading, the date of the meter reading;

()] the values of meter readings (or, if applicable, estimatiors) at the start and
end of the biling period;

(k) particubrs of the average daiy comsurption durng the biling period;

(] if a bill was issted by the same retailer for the corresponding billing period
during the previous year, partculars of the awerage daily comsumption
duing that previows billing period,;

(m) the estimated date of the rext schedued meterreading (if applcabk);

(n) detais of corsurption or estimated corsumption of erergy;

(0) for resdental customers—energy comsunmption benchmarks in accordance
with Part 11;

(p) any anount deducted, credited or received under a gowernment funded
erergy charge rebate, concession or relef scheme or under a payment phn;

(q) if the customer has provided a security deposit, the amount of that deposit;

() detak of the avaibbke payment methods;

(s) reference to the awailability of gowvernment funded erergy charge rebate,
concession or relef schemes;

® a telkphone number for account enquiries, the charge for which 5 no nore
than the cost of a bocal cal;

(u  a telephore number for conplaints (which may be the sanme as that for

account enquiries), the charge for which 5 no more than the cost of a local
cal
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26

27

@)

©)

4)

1)

@)

3)

1)

(V)  a separate 24 how telephore number for fault enquries and emergences,
the charge for which is no more than the cost of a local call being the
tekphore number for the distrbutor and gmng the name of the dtributor;

(W) contact detais of nterpreter services n community bBnguacges;

(¥ any proportiorate biling mformation n accordance wih rue 22.

Note:

This subruk &k a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

The retailer must include amounts billed for goods and services (other than the
sak and supply of erergy) i aseparate bill or as a separate tem n anerergy bil

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedulke 1.)

Application of this rule to standard retail contracts

This ruke apples n rehtion to standard retail contracts.

Application of this rule to market retail contracts
This rule applies in reltion to market retail contracts (other than prepayment
meter market retail contracts).

Pay-by date (SRC)

The pay-by date for a bill must not be earlier than 13 business days from the bill
issue date.

Application of this rule to standard retail contracts

Ths rue apples in rebtion to standard retail cortracts.

Application of this rule to market retail contracts

Ths ruke does not apply in reltion to market retail contracts.

Apportionment (SRC)

Ifa bill includes amounts payable for goods and services other than the sale and
supply of erergy, any payment made by a small customer in relation to the bill
must be applied firstly in satisfaction of the charges for the sak and supply of
erergy, unkess:

(@) the customer otherwse drects; or
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28

29

@)

3)

1)

@)

3)

(4)

1)

(b) arother apportonment arrangement & agreed to by the custorrer.

Application of this rule to standard retail contracts

Ths rue apples n reltion to standard retall contracts.

Application of this rule to market retail contracts

Ths ruke does not apply in reltion to market retail contracts.

Historical biling information (SRC and MRC)

A retailer must promptly provide a small customer with historical billing data for
that custormer for the previous 2 years on request.

Note:

This subruk & a civili penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

Hetorical billing data provided to the small custorer for the previous 2 years

must be provided without charge, but may be provided subject to a reasorabk
charge where the data requested is for an earlier period or has been requested
more than:

(@ four trmes n any 12 nonth period, n the case of the supply of ekctricity; or
(b) once n any 12 month period, n the case of the supply of gas.

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

Application of this rule to standard retail contracts

Ths ruke apples n rehtion to standard retail contracts.

Application of this rule to market retail contracts

Ths rule applies in reltion to market retail contracts (other than prepayment
meter market retail contracts).

Biling disputes (SRC and MRC)

A retaler must revew a bill if requested to do so by the small custorrer.

Note:

This subruk is a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1))
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(2)  The retailer must conduct the review in accordance wih the retailer’s standard
conphints and dspute resolution procedures, including any time limits applicabke

uder those procedures.

(3)  The retailer mwst inform the small customer of the outcome of the review as soon
as reasonably possble but, in any event, within any time limits applicable under
the retaier’s standard comphints and dspute resoltion procedures.

(4) The retailer may requre the smal customer to pay.

(@ the lesser of.
()  that portion of the bill under review that the customer and the retailer
agree & not the subject of revew; or
() anamourt equal to the average amount of the custormer’s bills in the
prevows 12 months (exchding the bil in dspute); and
(b) any other bilk that are properly due.

(5) If the small customer requests that, in reviewing the bill, the meter reading or

metering databe checked or the metertested:

(@ the retaler muwst, asthe case may requre:
() arrange for acheck of the meterreading or metering data; or
()  request the responsible person to test the meter; and

(b)  the customer must pay for the cost of the check or test (which the retailer
may request be pad n advance); and

(c) if the meter or metering data prowes to be fauky or incorrect, the customer
must be reimbursed for the cost of the check or test; and

(d) if a retailer is requred to reimburse an amount paid in advance for a meter
check under paragraph (c) and that amount has been paid by the retailer to
the dstrbutor (or responsible person) to undertake the test, the distributor
must reimburse the retailer for that amount.

(6) Where, after conducting areview of the bil, the retaier & satsfed that & &:

(@  correct, the retailer may requre the small custorer to pay the amount of the
bil that & still outstanding, or

(b) ncorrect, the retaier:

() must adjust the bill in accordance with rule 30 or 31, as the case
requres; and

()  may require the customer to pay the amount (if any) of the bill that is
stil outstanding, and
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()  must refund (or set off against the amount in subparagraph (ii)) any

amout paid n advance under subrue (5).
(7) The retailer must inform the small customer that the customer may lodge a dispute

30

(8)

©)

1)

@)

with the erergy ombudsman after conpktion of the retailer’s revew of a bill,
where the customer s not satisfied with the retailer’s decision in the revew and
the retailer’s action or proposed action under subrue (6).

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

Application of this rule to standard retail contracts

Ths ruke apples n reltion to standard retail contracts.

Application of this rule to market retail contracts
Ths rule applies in rektion to market retail contracts (other than prepayment
meter market retail contracts).

Undercharging (SRC and MRC)

Subject to subrule (2), where a retailer has undercharged a small customer, it may
recover from the customer the amout undercharged.

Where a retaier proposes to recover an amount undercharged the retailer must:

(@ unless the amount was undercharged as a result of the small custormer’s fault
or unbwful act or omission, limit the amount to be recowered to the amount
undercharged in the 9 months before the date the customer & notified of the
udercharging; and

(b) ot charge the customer nterest on that amount; and

(c) state the amount to be recowered as a separate item in a specil bill or in the
next bil, together wih an exphbration of that amount; and

(d) offer the customer time to pay that amount by agreed instalments, ower a
period nomnated by the customer being no longer than:

() the period during which the undercharging occured, if the
udercharging occured ower a period of kss than 12 nmonths; or

() 12 nonths, i any other case.

Note:

This subruk &k a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)
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(3) To awid doubt, a reference in this ruke to undercharging by a retailer includes a
reference to a faiure by the retaier to ssue a bil

(4) Application of this rule to standard retail contracts
Ths ruke apples n rehtion to standard retail contracts.

(5) Application of this rule to market retail contracts
Ths rule applies in reltion to market retail contracts (other than prepayment
meter market retail contracts).

31 Overcharging (SRC and MRC)

(1) Where asmall customer has been overcharged by anamount equal to or abowe the
owercharge threshold, the retailer must inform the customer accordingly within 10
business days after the retaier becomes aware of the owvercharging
Note:

This subruk &k a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

(2) If the amount overcharged is equal to or abowe the owercharge threshold, the

retaier must:

(@ repay that amout as reasorably drected by the small custoner; or

(b) if there B no such reasonabk drection, credit that amount to the next bill or

(c)  if there is no such reasorable direction and the small customer has ceased to
obtain customer retail services from the retailer, wse its best endeavours to
refund that amount within 10 business days.

Note:

Money not chimed i to be dealt with by the retailer in accordance with the relevant unclimed

money kg lation.

Note:

This subruk i a civil penalty provision for the purposes of the Law. (See the National

Regulations , clause 6 and Schedulke 1.)

(3) If the amout owercharged & kss than the owercharge threshold, the retaier must:

(@ credi that amount to the rext bill, or

(b)  if the small customer has ceased to obtain customer retail services fro m the
retailer, wse its best endeawours to refund that amount within 10 business

days.
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32

4)
©)

(6)

)

8)
©)

(10)

@)

@)

Note:

This subruk i a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

No nterest & payabk on an amout owercharged.

Ifthe small customer was owercharged as a result of the customer’s unbwful act
or omision, the retailer is only required to repay, credit or refund the customer
the amount the customer was owercharged in the 12 months before the error was
dscowered.

The owercharge threshold B $50 or such other amount as the AER determines
uder subrue (7).

The AER may from time to time determine a rew owercharge threshold in
accordance with the retail comsukation procedure.

The AER muwst publsh the current owercharge threshold on its website.

Application of this rule to standard retail contracts

Ths ruke apples n rehtion to standard retail contracts.

Application of this rule to market retail contracts

Ths rule applies in rebtion to market retail contracts (other than prepayment
metermarket retail contracts).

Payment methods (SRC and MRC)

A retailer must accept payment for a bill by a small customer in any of the
folowing ways:

(@ n person;

(b) by tekephore;

() by mai

(d) by drect debt;

(e) by ekctronc fuds transter.

Note:

This subruk is a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1))

A small custoner:

(@ applng for oron astandard retai contract; or
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33

3)

4)

©)
(6)

()

1)

(b) onamarket retail contract,

may request the retailer to permit payment by wsing Centrepay as a payment
option and, subject to rue 74, the retaler may ekct to permt ths option

Where a direct debit arrangement & to be entered into between a retailer and a
smal custoner:

(@  the retailer and the small custormer must agree the amount, initial date and
frequercy of the drrect debits; and

(b)  the explicit informed consent of the small custoner is requred for entering
no the arrangement.

Where a direct debit arrangement is entered into between a retailer and a small
custorrer, the retaier must:

@ notify the small customer in writing that if the customer requests the retailer
to cease to rely on the arrangemert, the retailer will no longer rely on the
direct debit authority; and

(b) termiate the arrangement on being requested by the customrer to do so.

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

A retaler must accept payments by a small custoner for a bil n advance.

Application of this rule to standard retail contracts

This ruke apples n rehtion to standard retail contracts.

Application of this rule to market retail contracts
Ths ruk (other than subrule (1)) applies in relation to market retail contracts
(other than prepayment market retail contracts).

Payment difficult ies (SRC and MRC)

Ths ruke applies in reltion to the obligation under section 50 of the Law on a
retailer to ofer and apply payment plrs for:

(@ hardshp custorers; and

(b) other residentel customers experiencing payment difficulties if the
customer informs the retailer in writing or by telephore that the customer is
experencing payment dificulties.
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34

@)

3)

4)

©)

(6)

1)

@)

Howeer, a retailer s not required to offer a payment pln to a customer referred
to n subrue (1) if the custorrer:

(@ has had 2 payment phns cancelled due to non-payment in the previous 12
mornths; or

(b) has been convicted of an offence involving illegal use of erergy in the
previous 2 years.

A retailer must provide information to a customer referred to in subrule (1) about
the availability of government funded erergy charge rebate, concession or relief
schemes.

Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedulke 1.)

Ruke 72 applies to a residential customer referred to in subruke (1) (b) in the same
way as it apples to a hardshp customer.

Application of this rule to standard retail contracts

Ths ruke apples n rehtion to standard retail contracts.

Application of this rule to market retail contracts
Ths rule applies in reltion to market retail contracts (other than prepayment
metermarket retail contracts).

Shortened collection cycles (SRC and MRC)

A retailer may place a small customer on a shortered collection cycle with the
agreement of the custoner.

Otherwise, a retailer may phlce a small customer on a shortened collection cyck
ony ff

(@ in the case of a residential customer—the customer is not experiencing
payment difficulties; and

(b) the retailer has given the customer a reminder or warning notice for 2
corsecutive bils; and

(c) before the second reminder or warning notice, the retailer has given the
customer a notice nforming the customer that:

()  recept of the second reminder or warning notice may result in the
custormer being plced on a shortered colecton cyck; and
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3)

4)

®)

(6)

@)

(i) being on a shortered collection cycle means the customer will not
receive a reminder notice until the customer has paid 3 consecutive
bik n the customer’s biling cyck by the pay-by date; and

(i)  failure to make a payment may result in arrangements being made for
disconrection of the supply of erergy without a further reminder
notice; and

(M) akermative payment arrangenments may be avaibke; and

) the customer may obtain further information from the retailer (on a
specified tekphore number).

Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

The retailer must, within 10 business days of plcing the small customer on a
shortered colection cyck, gwve the customer notice that:

(@ the cuwstormer has been plced on a shortered colection cyck; and

(b)  the customer must pay 3 comsecutive bills in the customer’s billing cyck by
the pay-by date in order to be remowved from the shortered collection cyck;
and

(© failure to meke a payment may result in arrangements being made for
dscomection of the supply of erergy without a further reminder notice.

Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

The retailer must remowve the small custormer from the shortered collection cyck
as soon as practicable after the custonmer pays 3 comsecutive bills in the
custorrer’s billing cycle by the pay-by date, unkess the customer requests that ths
not be dore.

In ths ruke;

reminder or waring notice means a reminder notice or a disconnection
warning notice.

Application of this rule to standard retail contracts

Ths rue apples in rebtion to standard retail cortracts.

Application of this rule to market retail contracts

Ths rule applies in reltion to market retail contracts (other than prepayment
meter market retail contracts).
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35

@)

@)

3)

Request for final bill (SRC)

If a customer requests the retailer to arrange for the preparation and isste of a
final bill for the customer’s premises, the retailer must use its best endeavours to
arrange for:

(@ ameterreadng, and

(b) the preparation and ssue of a final bill for the premises in accordance with
the customer’s request.

Note:

Rule 118 makes provision for the ssue of a final bill where the customer requests de-energisation
of the premis es.

Application of this rule to standard retail contracts

Ths rue apples i reltion to standard retall contracts.

Application of this rule to market retail contracts

Ths ruke does not apply in reltion to market retail contracts.

Division 5 Tariffchanges

36

@)

@)

3)

Obligations on retailers (SRC)

Where during a billing cyck a small customer changes from ore type of tariff to
another type of tariff for customer retail services, the retailer must (if it &
necessary to do so due to the change in the type of tariff applying to that small
custorer):

(@ obtain a meter reading (or metering data) at the time the type of tariff
changes; and

(b) cakuate the custorrer’s bill wsing the type of tariff appyng:

() the old type of tariff up to but not including the date of the meter
readng, and

()  the new type of tariff from and inckding the date of the meterreading

Application of this rule to standard retail contracts

Ths ruke apples n rehtion to standard retail contracts.

Application of this rule to market retail contracts

Ths rue does not apply in rebtion to market retail contracts.
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37

38

@)

@)

3)

4)

@)

@)

©)

4)

Customer request for change of tariff (SRC)

Where aretaier oflers akerrative tarifis or tariff options and a small custoner:

(@ requests a retailer to transfer from that customer’s current tariff to another
tariff, and

(b) denonrstrates to the retailer that it satsfies all of the conditions relating to
that other tariff and any conditiors inposed by the custoner’s dstrbutor,

the retailer must transfer the small customer to that other tariff within 10 business
days of satsfying those conditiors.

Where a small cwstomer trarsfers from ore tariff type to another, the effective
date of the trarsfer &:

(@ subject to paragraph (b), the date on whic h the meter reading was obtaired;
or

(b) where the transfer requires a change to the meter at the small customer’s
premses, the date the meterchange & completed.

Application of this rule to standard retail contracts

Ths ruke apples n reltion to standard retail contracts.

Application of this rule to market retail contracts

Ths rue does not apply in rebtion to market retail contracts.

Change in use (SRC)

A small customer must notify its retailer of a change in wse of the customer’s
premises.

Where a small customer notifies a retailer of a change in we of the customer’s

premises, the retailer may require the customer to tramsfer to a tariff applicabk to
the customer’s use of that premises with effect from the date on which the retailer
notifies the customer of the rew tariff

If a reclassification is recessary as a result of the change in we notified by the
custormer under subruke (2), the date on which the retailer notifies the customer of
the new tariff must not be earlier than the date notice is provided under rule 8 or
10 (as the case requres).

If a small customer fails to give notice of a change in we of the customer’s

premises, the retailer may, upon giving notice to the customer, transfer the
customer to the applicabke tariff with effect from the date on which the change of
use occurred.
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(5) Despite rules 8 (5) and 10 (5), if a rechssification is necessary as a result of a
change of we under subrule (4), the reclassification takes effect on the date on
which the rew tariff apples under subrue (4).
(6) Application of this rule to standard retail contracts
Ths rue apples in rebtion to standard retai cortracts.
(7) Application of this rule to market retail contracts
Ths rue does not apply in reltion to market retail contracts.
Division 6 Customer retail contracts—security deposits
39 Consideration of credit history
(1) For the purpose of deciding whether to require a small customer to provide a
security deposit uder rue 40 a retaier must:
(@ request the customer to provide the retaier with:
() permission to obtain a credit check of the credit hstory of the
customrer; and
()  other mormation rehting to the credit history of the customer; and
(b) take nto corsideration:
() any credit hstory obtaired as a resuk of the credit check; and
()  any credi hstory provided by the custorrer; and
(i) any other awvailable information that reltes to the credit hstory of the
custoner,
that & reasomably required for the retailer to assess the ability of the
customer to meet the custormer’s finarcial obligations under a custonmer
retail contract.
(2) Application of this rule to standard retail contracts
Ths ruke apples n rehtion to standard retail contracts.
(3) Application of this rule to market retail contracts

Ths ruk applies in relation to market retail contracts, but only to the extent (if
any) a contract provides for payment of a security deposit.
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40

@)

@)

Requirement for security deposit (SRC and MRC)

Subject to subrules (2)—(4), a retailer may require a small customer to provide a
security deposit:

@)

(b)

Note:

in the case of a residential customer—only at the time the customer requests
the sak and supply of erergy under a customer retail contract and not during
the currency of the customer retall contract; and

in the case of a business customer—at the time the customer requests the
sak and supply of erergy under a customer retail contract or during the
curency of the customer retail contract.

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedulke 1.)

A retaier camot require a small custormer to provide a security deposit unkss:

@)

(b)

©)

(d)

)

(®

Note:

the customer owes norey to that retailer in relationto the sak and supply of
erergy to any premses, wukess the bill rebtng to the amout owed E:

()  under revew by the retailer under rue 29; or

()  under corsideration by the energy ombudsman as referred to in that
rue; or

the customer has fraudulently acquired or intentiorally consumed erergy
otherwise than in accordance with the erergy laws within the past 2 years;
or

the customer has refused or failed to provide acceptable identification to the
retaier; or

the retailer reasonably corsiders that the customer has an unsatsfactory
credit hstory; or

in the case ofa business customer, the retailer reasonably corsiders that the
custormer has (in respect of the business):

() no hstory of payng erergy accounts; or

()  an unsatisfactory record in relation to the payment of erergy accourts;
or

the customer has refused or failed to provide the retailer with the permission
or other nformation requested under rue 39 (1) (a).

This subruk i a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)
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(3)  Arretailer cannot require a residentil customer to provide a security deposit if the
customer:

(@ is dentified as a hardshp customer by the retailer in rehtion to any
premses; or

(b) advises the retailer that the customer was identified as a hardship customer
by another retailer n reltion to any premses

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National

Regulations , clause 6 and Schedulke 1.)

(4) A retailer cannot require a resdertial customer to provide a security deposit
unless the retailer has offered the customer the option of a payment pkn and the
cuwstormer has either declined the offer or failed to pay an instalment having
accepted the offer.

(5)  Ifthe retailer requires a security deposit on the bass that the small customer has
an unsatsfactory credi hstory, the retaier must mform the custoner:

(@ that the retailer has decided the customer has an unsatisfactory credit
history; and

(b) the reasors for the retaier’s decsion, and

(c) ofthe custorrer’s rights to dispute the decksion of the retaier.

(6) A retailer must not refuse to sell erergy on the grounds of non-payment or partial

payment of a security deposit but may:

(@) arrange to de-erergse (or discomrect) premses under rue 112;or

(b) reflse to arrange re-erergsation of premses.

Note:

This subruk &k a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

(7)  Subject to subrule (6), payment or partial payment of a security deposit is not a
pre-condition to the formation of a standard retail contract (as referred to in
section 26 of the Law).
Note:
This subruke is a civi penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1))

(8) Application of this rule to standard retail contracts

Ths rue apples i rebtion to standard retai cortracts.

Page 30



NATIONAL ENERGY RETAIL RULES PART 2

VERSION 5

CUSTOMER RETAL CONTRACTS

41

42

©)

@)

@)

3)

4)

©)

@)

Application of this rule to market retail contracts

Ths ruke applies in relation to market retail contracts, but only to the extent (if
any) a contract provdes for payment of a security deposit.

Payment of security deposit (SRC)

Security deposit must be paid

A small customer who is required under rule 40 to pay a security deposit to a
retailer is obliged to pay the security deposit when requested by the retailer to do

SO.

Re-energisation may be refused for non-payment of security deposit

A retailer may refuse to arrange the re-erergisation of a customer’s premises if a
required security deposit remains unpaid and the customer has been de-erergised
for that reason uder rue 112.
Security deposit account

A retailer must keep security deposits in a separate account and separately dentify
in its company accounts the value of security deposits that it holds for smal
custorers.

Application of this rule to standard retail contracts

Ths rue apples i rebtion to standard retail cortracts.

Application of this rule to market retail contracts
This ruke (other than subrule (3)) does not apply in relation to market retalil
cortracts.

Amount of security deposit (SRC)

A retailer must ensure that the amount of a security deposit for a small customer &
not greater than 37.5% of the customer’s estimated bills over a 12 month period,
based on:

(@ the cwstorrer’s biling hstory; or

(b) the awerage wage of erergy by a comparable customer ower a conparab le
12 morth period.

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

Page 31



NATIONAL ENERGY RETAIL RULES PART 2

VERSION 5

CUSTOMER RETAL CONTRACTS

43

44

@)

3)

@)

@)
3)

4)

®)

@)

Application of this rule to standard retail contracts

Ths ruke apples n rehtion to standard retail contracts.

Application of this rule to market retail contracts

Ths rue does not apply in rebtion to market retail contracts.

Interest on security deposit (SRC and MRC)

If a retailer has received a security deposit from a small customer, the retailer
must pay nterest to the customer on the depost at the bark bil rate.

Note:

This subruk &k a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

Interest & to accrue daily and B to be capialised (if not paid) every 90 days.

For the purposes of ths rule, bark bill rate mears a daily published rate no kss

than the pre-tax rate of return the retailer would earn ower the period the retailer
retains the security deposit if it were invested in bark bills that have a term of 90

days.

Application of this rule to standard retail contracts

Ths rue apples i reltion to standard retall contracts.

Application of this rule to market retail contracts

Ths ruk applies in relation to market retail contracts, but only to the extent (if
any) a contract provides for payment of a security deposit.

Use of security deposit (SRC)

A retailer may apply a security deposit to offset amounts owed to it by a small
custorrer if and only if

(@ the customer fails to pay a bill and the failure results in de-erergisation of
the customer’s premises by the retailer and there s no contractual right to
re-energsation, or

(b) n rebktion to the Bswe of a fral bil:

()  the cwstormrer \acates the premses; or

@  the custorrer requests de-erergsation of the premses; or

(i)  the custormer tramsfers to another retaiker.
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45

@)

3)

4)

®)

(6)

1)

Note:
This subruk i a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1))

If a final bill includes amounts payable for goods and services provided by the
retailer other than for the sale of erergy, the retailer must apply the security
deposit frstly in satsfaction of the charges for the sak of erergy, unkess:

(@ the cuwstomer otherwse directs; or
(b) another apportonment arrangement & agreed to by the custorrer.

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

The retailer must account to the customer in reltion to the application of a
security deposit amount within 10 buwsiness days after the application of the
security deposit.

Note:
This subruk &k a civii penalty provision for the purposes of the Law. (See the National

Regulations , clause 6 and Schedulke 1.)

A reference in this ruk to a security deposit includes a reference to any accrued
nterest on the security deposit.

Application of this rule to standard retail contracts

Ths rue apples i rebtion to standard retail cortracts.

Application of this rule to market retail contracts

Ths ruke does not apply in reltion to market retail contracts.

Obligation to return security deposit (SRC)

Ifa small customer has been required by a retailer to pay a security deposit, the

retailer must repay to the small customer in accordance with the small customer’s
reasonabk instructions the amount of the security deposit, together with accrued
nterest, within 10 busness days after the small custorrer:

(@ conpktes 1 year’s payment (in the case of a residential customer) or 2
years’ payment (in the case of a business customer) by the pay-by dates for
the retaier’s bik; or

(b) vacates the relevant premises, requests de-energisation of the premises or

transfers to another retailer, where the security deposit or any part of it is not
requred in settement of the fral bill referred to n rue 44 (1) (b).
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Note:
This subruk i a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1))
(2) If no reasomable instructions are given by the small customer, a retailer must
credit the amount of the security deposit, together with accrued nterest, on
(@ n acasetowhch suorue (1) (a) apples—the custorrer’s next bilb or
(b) n acasetowhch subrue (1) (b) apples—the custoner’s fial bil
Note:
This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)
(3) Application of this rule to standard retail contracts
Ths ruke apples n rehtion to standard retail contracts.
(4) Application of this rule to market retail contracts
Ths rue does not apply in rebtion to market retail contracts.
Division 7 Marketretail contracts—particular requirements
45A Definitions
In ths Dwmsion:
fixed term retail contract mears a market retail contract that contains a term or
condition that specifies:
(@ the date on whch the contract wil end; or
(b) a method for calculkting the date on which the contract will end and which
B ascertarabk at the time the cortract 5 entered nto.
fixed berefit period mears a period of a market retail contract (where the end
date of that period & specified or ascertainable at the beginning of that period)
duing whch abereft to the customer (such as a price discout) & avaibk.
46 Tariffs and charges
(1) Thk ruk sets out some minimum requirermrents that are to apply in relation to the
terms and conditiors of market retail contracts (other than a prepayment meter
market retail contract).
(2) A retailer must set out in a market retail contract with a small customer all tariffs

and charges payabk by the custorrer.
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(3)  The retailer must give notice to the customer of any varition to the tariffs and
charges that affects the customer.

(4)  The notice must be given as soonas practicable, and in any event no later than the
cuwstomer’s rext bil

(5)  The retailer must set out in the market retail contract the obligations with regard to
notice that the retailer must conply with where the tariffs and charges are to be
vared.

46A Explicit Informed Consent — Variation of tariffs, charges or
benefits to the customer

(1) Ths rue has eflect for the purposes of section 39(1)(a) of the Law.

(2)  For the purposes of the transaction described in section 38(b) of the Law, matters
rekvant to the comsent of the customer will include, without limitation, any term
or condition in the market retail contract that provides for the variation of tariffs,
charges or berefits to the customer under that contract.

47 Cooling off period and right of withdrawal—mar ket retail
contracts

(1) Rightof withdrawal
A small cuistomer who enters into a market retail contract with a retailer has the
rgt to wihdraw from the contract n accordance with ths ruk.

(2) Whenright of withdrawalmay be exercised
The right of withdrawal may be exercsed within the period of 10 business days
(the cooling off period) commencing with the date the small customer receives
the requred iformation under rue 64 about the cortract.

(3) Customer’s agreement or acceptance is not a bar to withdraw al
The right of withdrawal may be exercsed ewen though the small customer agreed
to or accepted the contract.

(4) Howright of withdrawalmay be exercised
The small customer withdraws from the contract by informing the retailer orally
or n writhg of the customer’s ntention to withdraw from the contract.

(5) Rights and obligation to be set out in contract

A retailer must include in each market retail contract it enters into with a small
customer express provisions setting out the rights and obligations provided for by
ths ruke.
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Note:
This subruk i a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)
(6) Record of withdrawal
A retailer must create a record of each withdrawal and the provisiorns of section
40 of the Law apply in reltion to a record of withdrawal as if it were a record of
expict nformed corsert.
Note:
This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedule 1.)
(7) Effect of withdrawal
Withdrawal from a market retail contract operates as a rescssion of the cortract.
48 Retailer notice of end of fixed term retail contract
(1) Ths rue apples toafxed term retail contract.
(2) Arretailer must, in accordance with this rule, notify a small customer with a fixed
term retail contract that the corntract 5 due to end.
Note:
This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)
(3) The notice must be given no earlier than 40 busiress days and no hter than 20
busiess days before the end date of the contract.
(4) The notice muwst state:
(@) the date on which the contract wil end; and
(b) details of the prices, terms and conditions applicable to the sale of erergy to
the premses concerned under a deemed custormer retall arrangement; and
(c) the customer’s options for establishing a customer retail contract (including
the avaibbility of a standing offer); and
(d) the comsequences for the customer if the customer does not enter into a
customer retail contract (whether with that or another retailer), including the
entitlement of the retailer to arrange for the de-erergisation of the premises
and detais of the process for de-erergsation.
(5) The retailer is not requred to give the notice where the customer has already

entered into a new contract with the retailer, or has given imstructions to the
retaier as to what actiors the retaer must take at the end of the contract.
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49

49A

(6)

1)

@)

3)

4)
®)

1)

A retailer mwst, for a fixed term retail contract, include a term or condition to the
efiect that the retaier wil:

(@ notify the customer that the contract & due to end; and

(b)  give suwch notce no earlier than 40 buwsiness days and no later than 20
business days before the end of the contract.

Termination of market retail contract

A market retail contract terminates:

(@ onadate agreed between the retaier and the custorrer; or

(b) in the case of a prepayment meter market retail contract—when the
cuwstomer withdraws from the contract before the end of the trial period
uder rue 130; or

()  when the provkion of customer retail services to the premises commences
uder a custorrer retail contract with a diflerent customer; or

(d)  when the provsion of customer retail services to the premises commences
under a different customer retail contract between the customer and the
retaier or another retaier; or

(e) at the end of the period of 10 buwsiress days commencing on the day the
custormer’s premises are de-erergsed, if there & no contractual right to
re-energsation, or

M subject to subrule (2), on another date or ewvent specified in the market retail
cortract,

whchever frst occurs.

A term or condition of a market retail contract has no effect to the extent that it
requires a customer to give more than 20 business days notice to terminate the
contract.

Termination of a market retail contract does not affect any rights or obligatiorns
that have already accrued under the contract.

Ths ruke has eflect subject to section 141 of theLaw.

Thi rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a market retail contract.

Early termination charges

A term or condition of a fixed term retail contract has no effect to the extent that it
provides for payment of an early termnation charge (howewver descrbed), unkess:
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50

@)

3)

4)

©)

(6)

)

1)

(@ the contract includes details of the amount or manner of cakulation of the
early termmation charge; and

(b) the early termination charge is a reasorable estimate of the costs to the
retaier resuking from the early termiation

For the purposes of subruke (1)(b), the costs to the retailer are the reasonablk costs
incurred or to be incured by the retailer, and do not include costs based on lst
supply or lost profis.

Subject to subruke (4), a term or condition of a market retail contract that 5 not a
fixed term retail contract has no effect to the extent that it provides for the
payment of an early termimation charge (howewer described).

Subrules (1) and (3) do not prewent the inmposition of an early termination charge
due to the early termination of a fixed berefit period, even if this coincides with
the termmation of the market retail cortract.

An early termination charge (howewer described), payabke where a customer
termnates afixed bereft period early, ony has efect if

(@ the contract includes details of the amount or manner of cakulation of the
early termration charge; and

(b) the early termination charge is a reasorable estimate of the costs to the
retaier resuking from the early termiation.

For the purposes of subruk (5)(b), the costs to the retailer are the reasonabk costs

incurred or to be incured by the retailer, and do not include costs based on lbst
supply or st profis.

Ths rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a market retall contract.

Small customer complaints and dispute resolution information

A retailer must include, as a minimum requirement in relation to the terms and
conditions of a market retail contract, provsiors to the efiect of the following:

(@ the small custorrer may, if they have a query, comphint or dispute, contact
the retaiker;

(b)  the retailer is obliged to handle a conplaint made by a small customer ir
accordance with the retailer’s standard complaints and dispute resolutior
procedures, which can be found on the retailer’s website or provided to the
customer on request;

(c) the retailer must inform the small customer of the outcome of the
custormer’s conphirt;
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51

52

@)

d) if the small customer & not satisfied with the retailer’s resporse to the
cuwstorrer’s comphint, the customer has a right to refer the comphint or
dspute to the erergy ombudsman.

The provisions required to be included in the market retail contract must provide
the retailer’s contact details for the small customer to contact the retailer in
comection with a query, conphint or dispute.

Note:

This rule i a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
cluse 6 and Schedulke 1.)

Liabilit ies and immunit ies

A retailer must not include any term or condition in a market retail contract with a
small customer that limits the liability of the retailer for breach of the contract or
regiigence by the retaier.

Note:

This ruke i a civil penalty provision for the purpos es of the Law. (See the National Regulat ions,
cluse 6 and Schedule 1.)

Indemnit ies

A retailer must not include any term or condition in a market retail contract with a
small cuwstorer under which the customer indemnifies the retailer, so that the
retailer may recover from the customer an amount greater than the retailer would
otherwise hawe been abk to recower at gereral bBw for breach of contract or
regigence by the customer in respect of the contract.

Note:

This ruke i a civil penalty provision for the purposes of the Law. (See the National Regulkat ions,
cluse 6 and Schedulke 1.)

Division 8 Deemed customerretailarrangements

53

@)

Obligations of retailers

As soon as practicable after becoming aware that a small customer is consuming

erergy under a deemed customer retail arrangement, the financially resporsibke
retailer for the premises concerned must give the customer information about the
folowing:

(@ the retailer’s contact information;

(b) details of the prices, terms and conditions applicable to the sale of erergy to
the premses concerred under the deemed customer retal arrangement;

(c) the customer’s options for establishing a customer retail contract (including
the avaibbility of a standing offer);
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54

@)

(d) the comsequences for the customer if the customer does not enter into a
customer retail contract (whether with that or another retailer), including the
entitlement of the retailer to arrange for the de-erergisation of the premises
and detais of the process for de-erergsation.

Ifthe small customer & a carry-over custorrer of the retailer, the retailer does not
have to give the custorrer the information required under subrule (1) if the retailer

has already given the custormer a notice under ruk 48 rekting to a market retail
contract and contaning that mformation.

Formation of standard retail contract on incomplet e request

The finarcially responsble retailer for a mowe-in customer or carry-over customer
may treat the customer as requesting the sale of erergy under the retailer’s
standing offer and may take all appropriate steps for the formation of a standard

retal contract wih the custoner, ff;

(@ the customer has provided the retailer with the customer’s rame and (if

required by the retailer) acceptable identification and corntact details for
billing purposes; but

(b) the customer has not advied the retailer as to the type of customer retalil
contract under which the customer wshes to be suppled.

Division 9 Other retailer obligations

55

56

@)

@)

Referral to interpreter services

A retailer must refer a residential customer to a relevant interpreter service if a
referral B necessary or appropriate to nmeet the reasonabk needs of the custorrer.

Note:

This rulke is a civil penalty provision for the purposes of the Law. (See the National Regulkat ions,
cluse 6 and Schedule 1.)

Provision of information to customers

A retailer must publish on its website a summary of the rights, entitkments and
obligators  of small custorrers, ncuding:

(@ the retailer’s standard complints and dspute resoltion procedure; and

(b) the contact detaik for the relevant erergy ombudsman

Ifa small customer requests information of the kind referred to in subrule (1), the
retailer must either:

(@ refer the custorrer to the retaier’s website; or

(b) prowde the nformation to the customer.
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56A

56B

3)

4)

1)

@)

)

4)

®)

1)

@)

The retailer must provide a copy of any information of that kind to the customer if
the customer requests a copy.

The information or a copy of the information requested under this ruke must be
provided without charge, but information requested more than once in any 12
month period may be provided subject to a reasorabke charge.

Note:

This rule & a civil penalty provision for the purposes of the Law. (See the National Regulations,
cluse 6 and Schedulke 1.)

Energy consumption information - supply of electricity only

A retailer must, on a request by a small customer or a customer authorised
representative, provide information about that customer’s erergy consunption for
the previous 2 years in the manrer and form required by the metering data
provision procedures.

Subject to paragraph (3), information referred to in paragraph (1) must be
provided without chargge.

Information under paragraph (1) may be provided subject to a reasonabk charge
where t has been requested:

(@ nore than four times n any 12 month period,;

(b) in a different manrer or form than that specified in the metering data
provision procedures; or

(c) by a customer authorised representative as part of a request for information
about more than ore small custorrer.

Application of this rule to standard retail contracts
Ths ruke apples n reltion to standard retail contracts.
Application of this rule to market retail contracts

Ths rule applies in reltion to market retail contracts (other than prepayment
meter market retail contracts).

Historical biling and energy consumption information - supply
of electricity only

A reference to a retailer in rules 28 and 56A is a reference to a small customer’s
curent retaier.

Ifa small customer or customer authorised representative requests fromthe small
custoner's previows retailer historical billing or erergy consunption information

Page 41



NATIONAL ENERGY RETAIL RULES PART 2

VERSION 5

CUSTOMER RETAL CONTRACTS

57

58

59

©)

4)

1)

@)

for a period within two years prior to the date of the request then, even though the
small customer’s contract with the previous retailer may otherwse hawe
terminated, the previous retailer must provide the person that made the request
with any of the information requested that is then retained by, or otherwie
available to, the previous retailer, to the extent that information rehtes to the
period in which the small customer was a customer of the previous retailer. The
previous retaier may provide ths nformation subject to a reasorabke charge.

Application of this rule to standard retail contracts
Ths rue apples n reltion to standard retail contracts.
Application of this rule to market retail contracts

Ths rule applies in rebtion to market retail contracts (other than prepayment
meter market retail contracts).

Retailer obligations in relation to customer transfer

A retailer must not subomit a request for the transfer of a small customer under the
rekvant Retall Market Procedures unkss:

(@ the retailer has obtaired explicit informed corsent from the customer to
enter into the relevant custorrer retall contract; and

(b) the retailer has a customer retail contract in plce to erabke the sale of
erergy tothe customer at ther premses.

A cuwstorer trarmsfer under the relevant Retail Market Procedures is permitted
prior to the conpletion of the cooling off period, provided that the transfer can be
reversed if the customer ekcts to wihdraw from the contract under rue 47.

Notice to small customers on transfer

A retailer must, within 5 business days of receiving notification that it has become
the financilly responsible retailer for a small customer as a result of a custoner
transfer, gve notice to the custoner:

(@ that the retailer has commenced seling erergy to the customer; and

(b) of the date on which the retaler commenced seling erergy to the custorrer.

Notice to small customers where transfer delayed

Where a retailer has notified a small customer of the expected date of a transfer
and that tramsfer does not occur, the retailer must, within 5 days of becoming
aware that a transfer has not occured on the expected date, notify the custoner:

(@ that the trarsfer did not occur; and
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(b) of the reason for the dehy, and
(c) of the rew expected date of the compktion of the transfer, if it is still
proceeding.

Division 10 Energy marketing

Note:

The Telecommunications Act 1997, the Do Not Call Register Act 2006 and the Australian
Consumer Law set out in Scheduk 2 to the Competition and Consumer Act 2010 of the
Commonwealth nmay also apply to retail marketers carrying out energy marketing activities.

Subdivision 1 Preliminary

60 Application of Division

Ths Dwmsion applies to retail marketers carryng out erergy marketing actimiies.

Subdivision 2 Providing information to small customers

61 Overview of this Subdivision

(1) Ths Subdivision requires a retail marketer to provide specific information to
small custonmers n comrection with market retail contracts.

(2) The nformation & referred to n ths Subdvsion as requred nformation

62 Requirement for and timing of disclosure to small customers

A retail marketer must provide the required information to a small custonmer in
relation to the market retail contract concerred:

(@ before the formation of the contract; or

(b) assoon as practicabke atfter the formation of the cortract.

63 Form of disclosure to small customers

(1) Required information provided to a small custonmer before the formation of the
market retail contract may be provided ekctronically, erbally or in writing.

(2) Required information provided to a small customer after the formation of the
market retail contract must be provided in a sige written diclosure  staterrernt.

(3) If required informaton was provided to a small customer ekctronically or
werbally before the formation of the market retail contract, required information in
a single written dsclosure statement must also be provided to the customer after
the formation of the cortract.
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64

2)
Subdivision 3
65

@)

(2)

€))

@)

Required information

The requrred information that a retail marketer is to provide to a small custorer &
nformation n rebtion to the folowing:

@)

(b)

©)

(d)

©)

all applicable prices, charges and berefits to the customer (to the extent both
are not otherwise part of prices), early termination payments and peralties,
security deposits, service lewels, concessiors or rebates, billing and payment
arrangements and how any of these matters may be changed (including,
where relevant, when changes to prices will be notified by the retailer to the
customer);

the commencement date and duration of the contract, the awailability of
extersions, and the termination of the contract if the customer mowes out
duing the term of the contract;

if any requirement is to be or may be complied with by an ekctronic
tramsaction—how the tramsaction is to operate and, as appropriate, an
indication that the customer will be bound by the electronic transaction or
will be recognised as having received the information contaired in the
ekctronic trarsaction;

the rights that a customer has to withdraw from the contract during the
cooling off period, nclding how to exercee those rights;

the customer’s right to conplain to the retailer in respect of any erergy
marketing activity of the retail marketer conducted on behalf of the retailer
and, if the complaint is not satisfactorily resohed by the retailer, of the
customer’s right to comphin to the erergy ombudsman

The required information, when given in a written disclosure statement, must
inclide or be accompaned by a copy of the market retail contract.

Energy marketing activities

No contact lists

Ths rule applies to energy marketing in person at a person’s premises or
marketing by mail, but does not apply to telemarketing calls or e-marketing
activities.

A retailer must emrsure that a “no contact list” is created and maintained for its
retail marketers, whether by the retailer itself or by a person or organsation on
behalf of the retaikr.

A “no contact list” is a list of small customers who indicate they wish to be plced
on the Ist.
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66

67

68

4)

®)

(6)

()

@)

@)

3)

A small cwtomer may give such an indication by applying (in person,
ekctronically, by tekphore or in writing) to the retailer or by communicating
drectly wih aretail marketer.

A retail marketer must not make contact with a small customer whose name & on
the rekvant no contact Ist.

An entry for a particular small customer in a no contact list continues for a period
of 2 years, but the period is refreshed each time the customer requests inclusion or
manterance of ncksion

A retailer must publish a statement on its website about the existence of its no
contact Ist and the procedures for being phced on the Ist.

No canvassing or advertising signs

Incarrying out energy marketing activities a retail marketer must comply with any
sigs at a person’s premses indicating:

(@ camassng B not permited atthe premses; or

(b) no adwertising or similar materal is to be kft at the premises or in a
ktterbox or other receptack at or associated with the premses.

Duty of retailer to ensure compliance

A retailer must ensure that a retail marketer who B an associte of the retailer

comples with ths Subdivsion

Record keeping

A retailer must ersure that records are kept of all erergy marketing activities

carried out by it or on s behalf by retail marketers, including details of erergy
marketing visits that have been conducted, and tekphone erergy marketing calls
that have been plced.

The retaier must emsure that each such record b retaned:
(@ for the period of 12 morths; or

(b) where a small customer has within that period made a conplaint or referred
a dspute to the erergy ombudsman in rehktion to erergy marketing
actmties— for the period the comphint or dspute remains uresohed,

whchever & the longer period.

A retailer must ensure that it and appropriate officers or employees of the retailer,
have mmediate access, or arignt of immediate access, to each such record.
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Division 11 Miscellaneous
69 Compliance by small customer who is not owner of premises

70

@)

@)

If asmal custorer & unabk to fulfill an obligation i respect of.

@ premises (including, but not limited to, access to premises) under a custonmer
retail contract; or

(b) access to premses under these Ruks,

because the customer is not the owrer of the premises, the customer 5 not in
breach of the contract or the Rules if the customer takes all reasomable steps to
emsure that the owrer or other person resporsibke for the premises fulfils the
obligation

Termination of standard retail contract (SRC)
A standard retail contract termates:

(@ subject to subrue (3), n acase where the small custorrer:

() gives the retailer a notice (a termination notice) stating that the
custorrer wishes to terminate the contract (even if the customer has
vacated the premises earler); or

() & rechssified under the Ruks asa brge custorrer,

on a date advised by the retailer (which must be at kast5 but not more than

20 Dbusiness days from the giving of a termination notce or a
rechssification); or

(b) onadate agreed between the retaier and the small custoner; or

(© when the small customer starts receiving customer retail services for the
premises under a different customer retail contract with the retailer or a
difierent retaier; or

(d)  when a different customer starts receiving customer retail services for the
premises under a customer retail contract with the retailer or a different
retaier; or

(e) at the end of the period of 10 busiress days commencing on the day the
small customer’s premises are de-erergised, if there is no contractual right
to re-energsation,

whichever frst occurs.

Where a small customer gives a termination notice and notifies the retailer of a
date on whch the small customer intends to vacate the premses, the retaier must:
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©)

4)

©)

(6)

)
(8)

©)

(@ uwse its best endeavours to ensure that the rekevant meters are read at, or the
rekvant metering data s obtaired for, the premises on the date and at the
time agreed with the small customer (or as soon as possibk after that date if
the small customer has not provided access to the rekevant meters on that
date or at that time); and

(b)  prepare and send to the small custorer at the forwarding address provided
by the small customer a final bill based on the relevant meter reading or
metering data.

If the small customer gives a termination notice, or & reclassified under the Rules
as a krge cuwtomer, but does not give safe access to the premises to conduct a
final meter reading (where rekvant), the standard retail cortract does not
terminate under subruke (1) (a) urtil the date the retailer ssues a final bill and the
cwstomer has pad any outstanding baknce.

A retailer must not impose a termination charge (howewer described) under a
standard retail contract n respect of the termmation of the contract.

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

Termination of a standard retail contract does not affect any rights or obligatiors
that have already accrued under the contract.

Where there is an exssting standard retail contract between a retailer and a small
custormer who is reclassified under the Rules as a brge customrer, the retailer is no
bnger oblged to make astanding offer to the custorrer.

Ths ruke has eflect subject to section 141 of theLaw.
Application of this rule to standard retail contracts

Ths rue apples i rebtion to standard retai cortracts.

Application of this rule to market retail contracts

This ruke does not apply in reltion to market retail contracts.
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Part 3 Customer hardship
71 Obligation of retailer to communicate customer hardship policy

72

@)

@)

1)

@)

A retailer must inform a hardship customer of the retailer of the existence of the
retailer’s customer hardshp policy as soon as practicablke after the customer &
dentifed as a hardshp customer.

The retailer must provide the hardship customer with a copy of the customer
hardshp policy on request and at no experse.

Note:

This rule k a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
cluse 6 and Schedulke 1.)

Payment plans
A payment phn for a hardshp custormer must:
(@ beestablshed havng regard to:
() the custorrer’s capacity to pay; and
()  any arrears owrng by the customer; and

(m  the customer’s expected erergy consunption needs over the following
12 month period; and

(b) include an offer for the customer to pay for their erergy comsumption in
advance or in arrears by istalment  payments.

A retailer who offers a payment pln under this rule for a customer must inform
the customer of.

(@ the duration of the pln;, and

(b) the amount of each instalment payabk under the plan, the frequency of
rstalments and the date by which each istalment must be pad; and

(c) if the customer B In arrears—the number of instalments to pay the arrears;
and

(d) if the customer is to pay in advance—the bass on which instalments are
cakubted.

Note:

This rule k a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
cluse 6 and Schedulke 1.)
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73

74

75

@)

@)

3)

4)

®)

(6)

()

@)

1)

Waiver of late payment fee for hardship customer

A retailer must waive any fee payable under a customer retail contract wih a
small custormer who is a hardship custonmer for late payment of a bill for customer
retail services.

Note:

This ruke i a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
cluse 6 and Schedule 1.)

Payment by Centrepay (SRC and MRC)

The rule applies where a hardship customer requests a retailer to permit payment
by uisihg Centrepay as a payment option (see rue 32).

If the hardship custorrer is applying for or on a standard retail contract, the
retaler must alow the customer to use Centrepay as a payment option

Ifthe hardship customer is on a market retail contract and Centrepay is awvailablke
as a payment option under that contract, the retailer must allow the customer to
wse Centrepay as a payment option.

If the hardshp custorrer B on a market retail contract and Centrepay is not
available as a payment option under that contract, the retailer must undertake a
revew of the market retail contract.

If, as a result of a review, an alternative customer retail contract 5 corsidered to
be nore appropriate, the retailer must trarsfer the customer to that altermative
contract, where the retaier has obtained the customer’s explcit nformed corsert.

Any altermative customer retail contract offered to a hardshp customer must make
Centrepay avaibble as a payment option.

If as a result of the review, there is no altermative customer retail contract
corsidered to be more approprite, the retailer must make Centrepay available as a
payment option uder the hardshp custonmer’s exsting market retail contract.

The retailer must not charge the customer for the review, for any transfer to an
akernative retail contract or any early termination charge or other pemalty for the
early termnation of the customer’s previos customer retail contract.

Note:

This rule i a civil penalty provision for the purposes of the Law. (See the National Regulkat ions,
clwuse 6 and Schedulke 1.)

Hardship program indicators

The AER must, in accordance with the retail consultation procedure, determine
hardshp program indicators.
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(2) The hardshp program idicators must cower the folowing:
(@ entry nto hardshp progans;

(b) partcpation n hardshp prograns;

(c) assktance awailabk to and assistance provided to customers under customer
hardshp polcies.

(3) The AER may from time to time amend the hardshp program indicators in
accordance with the retail comsukation procedure.

(4) Inths ruk:

hardship program mears a program outlined in a custo mer hardship policy (as
referred to n section 44 (e) of the Law).

76 Waiver of debt for hardship customer

Nothing in this Part prevents a retailer from waiving any fee, charge or amount of
arrears for the provision of customer retail services to a hardshp customer in
accordance with the retaier’s customer hardshp polcy.
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Part 4 Relationship between distributors and
customers

Division 1 Preliminary

77 Application of this Part

78

This Part applies only in rebtion to:
(@ customers with an exsting comrecton; and
(b) deemed standard comrection contracts; and

() deemed AER approwed standard comrection contracts.

Variation or exclusion of provisions of this Part by deemed AER
approved standard connection contracts

A deemed AER approwed standard conrection contract may vary or exclude any
or all of the other provisiors of this Part, whether by express statement or by
nplication

Division 2 Customerconnectionservices

79

1)

@)

3)

(4)

Application for customer connection services

Application of this rule

Ths rule applies where a custorrer is seeking the provision of customer
conrection services in respect of an exsting conrection at the customer’s
premses.

Who may apply

An application for the provision of customer conrection services b to be made to

a dstrbutor by a retailer on behalf of the customer (but only if the retailer has a
rekvant contract wih the customer n reltion to the premies).

Responsibilities of retailer

The retaler must make the application promptly on behalf of the custoner.

Responsibilities of distributor

The distrbutor must, as soon as practicable after the retailer notifies the
distributor of the formation of the relevant contract under subruk (2), provide
custormer comrection services n respect of the custorrer’s premses.
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80

©)

(6)

@)

@)

Services to be provided in accordancewith energy laws

The customer connection services are to be provided subject to and in accordance
with any rekvart requrements of the erergy bws.

Definition

Inths ruke:

relevant contract mears:

(@ nthe case of asmall customer—a custoner retall contract; or

(b) in the case of a krge customer—a contract for the sale of erergy to the
customer.

Provision of information to customers

A dstrbutor must publsh the olowing nformation on s website:

(@  a description of the distributor’s customer conrection contracts and how
copies of the contracts may be obtaired:;

(b) detak of dstrbutor service standards and any associted GSL schenes;
(c) detais of applicabk erergsation and re-erergsation timeframes;

(d) notce of a customer’s rights N respect of the negotiation of difierent terns;
(e) detais of charges for customer comection services;
() nformation relting to new comrectiors or comection akeratiors;

(9 a description of the dstributor’s and customer’s respective rights and
obligatiors concerning the provsion of customer conrection services under
the erergy Bws;

(h) a summary of the rights, entitkments and obligations of small customers,
incding:

()  the ditributor’s standard conplaints and dispute resolution procedure;
and

()  the contact detais for the erergy ombudsman

If a custorrer requests information of the kind referred to in subrule (1), the
dstrbutor muwst either:

(@ refer the customer to the dstrbutor’s websie; or

(b) prowvde the mormation to the customrer.
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3)

4)

Howeer, the dstrbutor must provide a copy of any information of that kind to
the customer if the customer requests a copy.

The information or a copy of the information requested under this ruke must be
provided without charge, but information requested more than once in any 12
month period may be provided subject to a reasorabke charge.

Note:

This ruke & a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
cluse 6 and Schedulke 1.)

Division 3 Deemed standard connection contracts

81

@)

@)

Model terms and conditions for deemed standard connection
contracts

Model terms and conditions for a deemed standard connection contract are set out
ih Schedue 2.

A staterrent in Scheduke 2 that is underlined and in square brackets indicates that
a required alteration must be made by omitting the statement and substituting the
matter referred to n the statemert.

(3) Termination of a deemed standard conrection contract does not affect any rights
or obligatiors that have akeady accrued under the contract.
Division 4 Negotiated connection contracts
82 Small customer complaints and dispute resolution information

@)

A dbtributor must include, in a negotiated conrection contract with a small
customer, provsiors to the efiect of the folowing:

(@  the small customer may, if they have a query, comphint or dispute, contact
the dstrbutor;

(b)  the distributor is obliged to handle a conplaint made by a small customer in
accordance with the distrbutor’s standard conmplaints and dispute resolution
procedures, which can be found on the dstrbutor’s website or provided to
the customer on request;

(¢) the dstrbutor must inform the small customer of the outcone of the
customer’s conphirnt;

(d) if the small customer is not satsfied with the distributor ’s response to the
custorrer’s comphint, the customer has a right to refer the comphint or
dspute to the erergy ombudsman.
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(2) The provsiors required to be included in the regotiated connection contract must

provide the distributor’s contact details for the small customer to contact the
dstrbutor n comection with a query, conmphint or dspute.
Note:
This ruke i a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
clwuse 6 and Schedulke 1.)

83 Liabilit ies and immunit ies
A dstrbutor must not include any term or condition in a regotiated conrection
contract wikh a small customer that limits the liability of the distrbutor for breach
of the contract or regligence by the ditrbutor.
Note 1:
This ruke i a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
cluse 6 and Schedule 1.)

Division 5 Distributor obligationsto customers

84 Distributor service standards and GSL schemes

(1) A dstrbutor must conply with any applicable dstributor service standards,
incding under a GSL schene.

(2)  The dstrbutor and the retailer must each wse their best endeavours to provide
each other at no cost and in a timely manrer, information or documentation that
the other reasonably requires to carry out ther obligatiors to allow a GSL
payment to be made to the customer.

(3) Inths ruk:

GSL payment mearns a payment that a distributor is required to make under a
GSL schene.
85 Fault reporting and correction
A dstrbutor must maintain a 24 hour fault information and reporting telephore
nurber (the charge for which B no more than the cost of a bocal call).
Note:
This ruke i a civil penalty provision for the purposes of the Law. (See the National Regulkat ions,
cluse 6 and Schedulke 1.)
86A Provision of information - supply of electricity
) In the case of supply of ekctricity, a dstrbutor must, on request by a custorer,

customer authorised representative or a customer’s retailer, provide information
about the;
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@)

3)

(@ customer’s erergy consumption for the previous 2 years in the manrer and
form requred by the metering dataprovision procedures; or

(b) dstrbutor's charges.

Swbject to paragraph (3), information referred to in paragraph (1) must be
provided without chargg.

Information under paragraph (1) may be provided subject to a reasonabk charge
whrere it has been requested:

(@ drectly by acutomer more than 4 times in any 12 nonth period;

(b) in a different manrer or form than that specified in the metering data
provision procedures; or

(c) by a customer authorised representative as part of a request for information
about more than ore customer.

86B Provision of information - supply of gas
(1) Inthe case of supply of gas, a dstributor must, on request by a customer or a
customer's retailer, provide information about the customer's energy comsunmption
or the dstributor's charges, but information requested nmore than once in any 12
month period may be provided subject to a reasorabke charge.
87 Referral to interpreter services
A distributor must refer a residential customer to a relevant interpreter service if a
referral B necessary or appropriate to nmeet the reasonabk needs of the customrer.
Division 6 Distributor interruption tosupply
88 Definitions
In ths Dwmsion:

inte rruption mearns a temporary uravailability or temporary curtailment of the
supply of erergy to a customer’s premises, but does not include uravailability or
cutailment in accordance with the terms and conditions of a customer retail
contract or customer conrection contract, and any applicable tariff, agreed with
the customer;

Note:

Rule 107 (4) provides that Part 6 (relating to de-energis ation or disconnection of premises) does
notapply to interruptions underthis Divis ion.

planned inte muption mears an interruption of the supply of erergy for:
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89

90

@)

(@ the phnred mainterance, repair or augmentation of the tramsmission
systent  or

(b) the plnred maintenance, repair or augmentation of the distribution system,
incding pbmed or routne  manterance  of metering equipment;  or

(c) the stalbtion of a new comnection or a comrection alkeration;
transmission system

(@ for ekctricity— means a tramsmission system within the meaning of the
NEL; or

(b) for gas—means atramsmision pipelne withn the meanng of the NGL;

unplanred inte rruption mears an interruption of the supply of erergy to carry
out unanticpated or unplanned maintenance or repairs in any case where there
an actual or apprehended threat to the safety, reliability or security of the supply
of erergy, and inchdes:

(@ an interruption in circunstances where, in the opinion of the dstrbutor, a
custormer’s installation or the distribution system poses an immediate threat
of injury or material damage to any person, any property or the dstribution

system; or

(b) aninterruption in crcurstances where:
()  there are heakh or safety reasons warranting an interruption;or
() there B an emergency warrantihg an interruption; or

()  the distributor is required to interrupt the supply at the direction of a
relevant authority; or

(¢) an interruption to shed demand for energy because the total demand for
erergy atthe rekvant time exceeds the total supply avaibbk; or

(d) aninterruption to restore supply to a custorrer.

Distributor’s right to interrupt supply

A dstributor may, subject to and in accordance with any requirements of the

erergy laws, interrupt the supply of erergy at any time, including for a planned
interruption or an unplanned interruption.

Planned interruptions

Notice to be given

In the case of a planned interruption, a distributor must notify each affected
customer by any appropriate means of the interruption at kast 4 busiress days
before the date of the interruption.
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(2) Contents of notification

The notification must:

(@ specify the expected date, tivre and duration of the interruption;and

(b) include a 24 hour tekphore number for enquiries (the charge for which is
no more than the cost of a bbcal call); and

(c) inclwe a statement that any enquries regarding planned interruptions are to
be drected to the ditributor.

(3) Restoration of supply

The distributor must use its best endeavours to restore the customer ’s supply as

soon as possbk.

Note:

This rule k a civil penalty provision for the purposes of the Law. (See the National Regulat ions,

cluse 6 and Schedulke 1.)

91 Unplanned interruptions

In the case of an unplanned interruption, a dstrbutor must:

(@  wihin 30 minutes of being advised of the interruption, or otherwise as soon
as practicabk, make available, by way of a 24 hour tekphone service (the
charge for which is no more than the cost of a lbcal call), information on the
nature of the interruption and an estimate of the time when supply will be
restored or when reliable information on restoration of suwply will be
avaibblk; and

(b)  if the telephone service is automated—provide options for custormers who
call the service to be directly conrected to a telephore operator if required;
and

() we its best endeavours to restore swp ly to affected customers as soon as
possbk.

Note:
Subruke (c) & a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1))

Division 7 Miscellaneous

92 Compliance by small customer who is not owner of premises

If asmall customer & unabk to fulfill an obligaton i respect of.

(@  premises (including, but not limited to, access to premises) under a customer
comection contract; or

Page 57



NATIONAL ENERGY RETAIL RULES PART 4
VERSION 5 RELATIONSHIP BETWEEN DISTRIBUTORS AND CUSTOMERS

(b) access to premses under these Ruks,

because the customer is not the owrer of the premises, the custoner s not in
breach of the contract or Ruks if the customer takes all reasonable steps to ersure
that the owrer or other person resporsblke for the premses fulfils the obligation.
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Part 5

Relationship between distributors and
retailers—retail support obligations

Division 1 Preliminary

93

@)
@)

Application of this Part

This Part applies to a dstrbutor and a retaier where they have a shared custoner.

Where a dstributor and a retailer have a shared customer, they are respectively
referred to n ths Partas ‘the dstrbutor” and ‘the retailer”.

Division 2 Assistance and cooperation

94

@)

@)

3)

4)

Assistance and cooperation

The distrbutor and the retailer must give all reasorabk assistance to each other,
and cooperate with each other, in reltion to the performance of their respective
obligations and the enforcement of their respective rights in respect of the sak and
supply of erergy to shared customers under the Law, the Regulatiors, these Rukes
and the Retail Market Procedures.

In particular, the dstributor and the retailer must each wse their best endeavours to
provide or make awailabk to the other at no cost and in a timely manner
information or documentation that the other reasonably requires to carry out its
obligations under the Law, the Regulktiors, these Ruks and the Retail Market
Procedures.

The dstrbutor and the retailer must each, on becoming aware of any material
change in any of the information provided or made awailabk in accordance witk
ths Part, notify the other as soon as reasormably practicabke of the change.

The distrbutor and the retailer must each take all reasorablke steps to ensure that
all informa tion that it provides or makes awailable to the other (irrespective of
whether the information B gererated by a third person) under this Part is accurate
and conpkete.

Division 3 Information requirements

95

@)

Information about applicable tariffs, connection related
information and other information

Ths rule applies where, under a customer retail contract or customer conrectior
contract, the retailer or the distrbutor is required to provide information to the
other in relation to the shared customer that is held by that party (including

nformation about applicabke tarifis and comrection related nformatio n).
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96

97

98

99

@)

@)
@)

1)

@)

@)

Each party must use its best endeavours to provide the information from time to
time as occasion requires, to the other party inan up to date form at no cost and
in a timely manrer to alow the other party to carry out its obligations to the
cwstomer uder the relevant customer contract.

Requirement s for informat ion
The dstributor and the retaier must:

(@ notify each other of the information referred to in and as requred by this

Division, except so far as they hawe already provided the information under
the Retal Market Procedures; and

(b) ersure that the detais are atall times currert.

Distributor and retailer contact details

The distrbutor mwst provide the distrbutor’s contact detais to the retaiker.
The retaler mwst provide to the dstrbutor:

(@ the retaier’s contact detais; and

(b) the mame and contact details of the retailer’s NEM Representative (if
applcabk).

Contact details for customers

The dstrbutor must provide to the retaier a contact tekephone number for:

(@ custorer inguiries, including inquiries to obtain information about
unplanned interruptions; and

(b) fauk reporting by custorrers; and

(c) emergercy reporting by custorrers.

The retailer must provide to the distributor the retailer’s contact tekephone number
for customer inquiries.

Information on planned interruptions

The distrbutor:

(@ must notify the retailer of planned interruptions and give the retailer all
information that the distributor & required to give to a customer under rule
90; and

(b) must do so within the same time period as the distrbutor is required to
notify the custoner.
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@)

©)

4)

The information must include information regarding the area in which the planned
interruption s to occur.

At the request of the retailer, and if the information & readily availabk, the
normation must nclde nformation regarding specific  premses afiected.

If a custoer contacts the retailer about a planned interruption requested or
proposed by the ditrbutor, the retaier must:

(@ refer the customer to the dstrbutor ; or

(b) if the customer does not wish to contact the distributor, give the customer
the inormation provided by the dstrbutor under ths ruke.

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

100 Information on unplanned interruptions

(1) The dstrbutor:

(@ must make awailabke to the retailer all information regarding unplanned
interruptions due to faults or emergencies that the distributor & required to
make availabke to a customer under rue 91; and

(b) must do so within the same time period as the information & required to be
made avaibbke by the distrbutor to the customer.

(2) The information made awailabke by the distrbutor under subruke (1) is not
required to distinguish between faults or emergerncies affecting customers of the
retailer and fauks or emergencies aflecting customers of other retaikers.

(3) If a customer contacts a retailer by tekephone about a fault or emergercy, the
retailer must refer the customer to the dstributor’s fault enquires or emergency
tekphore number.

Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National

Regulations , clause 6 and Schedule 1.)

Division 4 Shared customer enquiries and complaints
101 Enquiries or complaint s relating to the retailer

@)

If a shared customer makes an enquiry or conplaint to the ditributor about an
ssue reltng tothe sak of erergy, the dstrbutor must:

(@ if the enquiry or comphint is made by telkphone—refer the customer to the
retaier’s enqury or comphint tekephore nurber where practicablk; or
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102

@)
3)

4)

@)

@)

©)
4)

©)

(b)  otherwise, as soon as practicabk, but no kter than the next business day
after receiving the enquiry or comphint, provide the retailer with the details
of the emquiry or the conplaint, including contact details of both the
custormer making the enqurry or conphint and the person who received the

enqury or conphirt.
The retaler must respond to an enquiry expeditiosly.

The retailer must resolve a conmphint expeditiowsly and in accordance with its
standard conphints and dspute resoltion procedures.

The distrbutor must provide to the retailer on request copies of any documents or
written records (including in electronc format) relting to anenquiry or comphint
and provide any other assistance reasonably requested by the retailer for the
purpose of responding to an enqury or resoMng a conphnt.

Enquiries or complaint s relating to the distributor

Ifa person makes an enqurry or conplaint to a retailer about an sswe rehting to a

distribution system or customer conrection services (other than a fault, an

emergercy, a planned interruption or an unplanned interruption), the retailer
must:

(@ if the emquiry or complaint 5 made by telephone—refer the person to the
rekvant distributor’s enqury or comphints telephore number where
practicable; or

(b) otherwise, as soon as practicabk, but no hter than the next business day
after receiving the enqury or conplaint, provide the relevant distributor
with the details of the enquiry or the conmplaint, including contact details of
both the person meking the emquiry or conplaint and the person who
recemed the enqury or conphirt.

Ifaretailer requests a distributor to provide information about a shared customer’s
erergy corsunption, the dstributor must use its best endeavours to provide the
information to the retailer at no costand in a timely manrer to allow the retailer to
carry out its obligations to prowde iformation to its custoner.

The ditrbutor must respond to an enquiry expeditiously.

The detributor must resole a conplaint expeditiowsly and in accordance with s
standard conphints and dispute resoltion procedures.

The retailer must provide to the distrbutor on request copies of any documents or
written records (including in electronic format) relting to anenquiry or comphint
and provide any other assistance reasomably requested by the distrbutor for the
purpose of responding to an engury or resoMng a conphnt.
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Division 5 De-energisation andre-energisation of shared

103

104

105

106

@)

@)

@)

@)

customer’s premises

De-energisation of premises by the distributor

If the distrbutor is entitled under the erergy bBws to refuse a retailer’s request to
de-erergise a customer’s premises, the distributor must promptly notify the
retaier of is reasors for doing so.

If the dstributor is entitled under the erergy bws to de-erergse a customer’s
premises at the customer’s request, the dstributor must notify the retailer of the
request as soon as practicabk.

Notification of de-energisation

If the ditrbutor de-erergses a customer’s premises in accordance with the
erergy laws, the distributor must notify the retailer of the de-erergisation, and the
reason for the de-erergsation, as soon as practicablk, except where the
de-erergsation & as a resuk of the retaier’s request.

Liabilit y for ongoing charges

If a distributor & required to de-erergise a customer’s premises within the
timeframes for de-erergsation in accordance with a dstrbutor service standard,

and the dstributor fails to do so, the distributor must (unkss the failure is due to
an act or omssion of the custorer or retaier):

(@ waive any retwork charges applicable to the premises after the timeframes
expire; and

(b) pay charges for erergy corsumed at the premises after the timeframes
expire, if the retailer has wed all reasomable endeavours to recower the
charges from the custommer and has been umabke to do so.

If the retailer subsequertly recowers from the customer all or any part of any
amount that the distributor has waived or paid, the retailer must pay that recovered
amount to the dstrbutor.

Re-energisation

If in accordance with the erergy laws, the retailer is requred to arrange for the
re-erergisation of a customer’s premises, the retailer and the distributor must deal
with the request in accordance with those erergy bws.

Note:

This ruke i a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
cluse 6 and Schedule 1.)
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Part 6 De-energisation (or disconnection) of
premises—small customers

Division 1 Preliminary

107 Application of this Part

108

@)

@)

©)

4)

Ths Part (except for rules 119 and 120 (1) (a), (2) and (3)) applies to small
custorrers only, and references to a customer are to be corstrued accordingly.

A retailer must not arrange de-erergisation of a customer’s premises except in
accordance wih Dwvsion 2.

Note:
This subruk & a civil penalty provision for the purposes of the Law. (See the National

Regulations , cluse 6 and Schedule 1.)

A dstrbutor must not de-erergise a customer’s premises except in accordance
with Dmsion 3.
Note:

This subruk is a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

Ths Part does not apply to interruptions uxer Dvsion 6 of Part 4.

Definitions

In ths Part;

disconnection warning pe riod mears the period that starts on the date of issue of
a disconnection warning notice under rule 110, which must be no earlier than the

next business day atter the end of the reminder notice period, and ends no earlier
than 6 business days from the date of ksue of the disconnection warning notice;

extreme weather event mears an ewent dechred by a lbbcal instrument as an
extreme weather ewvent in the jurisdiction in which the customer’s premises are
bcated;

protected period mears:

(@ abuwsiess day before 8am or atter 3pm; or
(b) aFrday orthe day before a public hoiday, or
(c) aweekend orapublic hoiday; or

(d) the days between 20 Decenmber and 31 December (both inclusive) in any
year,
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109

110

@)

@)

1)

@)

public holiday, in relation to a customer, mears a day that is observed as a local
pwlic holiday in the area in which the customer’s premises are located (including
the whok of the State or Terrtory i which the area b lbcated);

reminder notice period means the period that starts on the date of sswe of a
reminder notice under rule 109, which must be no earlier than the next business
day after the pay-by date, and ends no earlier than 6 business days from the date
of sste of the reminder notice.

Reminder notices—retailers

Nature of reminder notices

A reminder notice 5 a notice ssued by a retailer after the pay-by date for a bill to
remnd the customer that payment & required.

Particulars to be included in reminder notices

A reminder notice must:
(@) state the date of its Bsue; and
(b) state the date on which the reminder notice period ends; and

(c) state that payment of the bill must be made during the reminder notice
period; and

(d) include details of the retailer’s telephore number for comphints and
dsputes.

Disconnection warning notices—retailers and distributors

Nature of disconnection warning notices

A disconnection warning notice is a notice issued by a retailer or a distrbutor as

applcable to warn a customer that the customer’s premises will or may be
de-erergsed.

Particulars to be included in disconnection warning notices
A disconnection warning notice must:

(@) state the date of its ssue; and

(b) state the matter giving rise to the potential de-erergsation of the customer’s
premses; and

() where the notice has been ssued for not paying a bil:

() state the date on which the dscomrection warnhg period ends; and
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() state that payment of the bill must be made during the disconrection
warnng period; and
(d)  for matters other than not paying a bill—allow a period of not fewer than 5
business days after the date of issue for the customer to rectify the matter
before de-erergsation wil or may occur; and
(e) inform the customer of applicable re-erergisation procedures and (if
applicabk) that a charge wil be imposed for re-erergsation; and
M include details of the existence and operation of the energy ombudsman,
incding contact detais;
() include details of the tekephone nunber of the retailer and the distributor (as
applcabk).
Division 2 Retailer-initiated de-energisation of premises
111 De-energisation for not paying bill

@)

A retailer may arrange de-erergsation of a customer’s premies if

@)

(b)

©)
(d)

)

the custorrer:
() has not pad abil by the pay-by date;or

() s ona payment plan with the retailer and has not adhered to the terms
of the pln; and

if the custoner B aresidentel custoner, the custoner:
() has not paid abil by the pay-by date;and

() has not agreed to an offer to pay the bill by instalments or, having
agreed to the offer, has failed to adhere to an instalment arrangement;
and

the retailer has gven the customer a reminder notice; and

the retailer has given the customer a disconnection warning notice after the
expry of the period referred to in the reminder notice; and

the retailer hes, after giving the disconnection warning notice, used is best
endeawvours to contact the customer, in connection with the failure to pay, or
to agree to the offer or to adhere to the payment phn or instalment
arrangement as referred to in paragraphs (a) (i) and (b) (ii), in ore of the
folowing ways:

() i person;
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(i) by tekphone (in which case contact &, if the telephore is unanswered,
taken to have occurred only if the customer acknowledges receipt of a
message);

(i) by facsimile or other electronic mears (in which case contact & taken
to hawe occurred only if the customer acknowledges receipt of the
message), and

M the customer has refused or failed to take any reasorabk action towards
setting the debt.

(2) Where a cwtomer is a hardship customer or a residential customer who has
informed the retailer in writing or by telephore that the customer is experiencing
payment difficulties, a retailer must not arrange for de-erergisation of the
customer’s premises under subruke (1), unless the retailer has offered the customer
2 payment pbrs n the prevows 12 nonths and:

(@ the customer has agreed to reither of them; or

(b)  the customrer has agreed to ore but not the other of them but the plan to
which the customer agreed has been cancelled due to non-payment by the
custorrer; or

(c)  the customer has agreed to both of them but the plars have been cancelled
due to non-payment by the customrer.

(3) Arretaler may arrange de-erergsation of a custorer’s premses if.

(@  the customer has, while on a shortened colection cycle, not paid a bill by
the pay-by date; and

(b) the retailer has given the customer a disconnection warning notice after the
pay-by date; and

(c) the retailer has, atter giving the disconnection warning notice, used is best
endeavours to contact the customer, in conrection with the failure to pay, or
to agee to the offer or to adhere to the payment pkn or instalment
arrangement as referred to in subrule (1) (a) (ii) and (b) (ii), in one of the
folowing ways:

() n person;

(i) by tekephone (in which case contact &, if the telephore is uranswered,
taken to have occurred only if the customer acknowledges receipt of a
message);

(i) by facsimile or other electronic mears (in which case contact & taken
to hawe occurred only if the customer acknowledges recept of the
message), and

(d)  the customer has refused or failed to take any reasonablke action towards
setting the debt.
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112

113

4)

©)

@)

@)

3)

@)

Application of this rule to standard retail contracts

Ths ruke apples n rehtion to standard retail contracts.

Application of this rule to market retail contracts

Ths rue apples i reltion to market retall contracts.

De-energisation for not paying security deposit
A retailer may arrange for the de-erergisation of a custorer’s premises if the
cwstomer has failed to pay a security deposit and if;

(@ the retaier has gnven the custorrer a notice of its ntention to do so; and

(b) the retailer has given the customer a disconnection warning notice after the
expiry of the period referred to in the notice of its intertion (being not kss

than 5 business days after the notice of ks intertion was gven).
Application of this rule to standard retail contracts

Ths rue apples in rebtion to standard retai cortracts.

Application of this rule to market retail contracts

Ths rule applies in reltion to market retail contracts (other than prepayment
meter market retail contracts), but only to the extent (if any) a contract provides
for payment of a security deposit.

De-energisation for denying access to meter

A retailer may arrange for de-erergsation of a customer’s premises if the
custorrer has failed to allow, for 3 corsecutive scheduled meter readings, access
to the customer’s premses to read a meter and if.

(@ the retailer has given the customer an opportunity to offer reasomable
akernative arrangements for access that are acceptablk to the responsible
person; and

(b) the retailer has, oneach of the occasiors access was denied, arranged for the
custoner to be given a notice requesting access to the meter at the premises
and advsing of the retaier’s abilty to arrange for de-erergsation; and

(c) the retailer has used its best endeavours to contact the custorrer:
() n person; or

() by tekphone (in which case contact s, if the telephore is unanswered,
taken to have occurred only if the customer acknowledges receipt of a
message); or
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114

115

@)

3)

1)

@)

©)

4)

@)

(m by facsimile or other electronic mears (in which case contact s taken
to hawe occurred only if the customer acknowledges receipt of the
message); and

(d) the retailer has given the customer a notice of its intention to arrange for
de-erergsation; and

(e) the retailer has given the customer a disconnection warning notice after the
expry of the period referred to n the notice of ks ntertion; and

(H  the customer has not rectified the matter that gawe rise to the right to arrange
for de-erergsation

Application of this rule to standard retail contracts

Ths rue apples i reltion to standard retall contracts.

Application of this rule to market retail contracts

Ths rue apples i rebton to market retail contracts.

De-energisation for illegally using energy

A retailer may make immediate arrangements for de-erergisation of a customer’s
premses if there has been:

(@ fauduent acqusition of erergy atthose premses; or

(b) intentioral consumption of erergy at those premises otherwise than in
accordance with the erergy bws.

No disconnection warning notice or other notice & required for de-erergsation
uder ths ruke.

Application of this rule to standard retail contracts

Ths ruke apples n rehtion to standard retail contracts.

Application of this rule to market retail contracts

Ths ruke apples n reltion to market retail contracts.

De-energisation for non-notificat ion by move-in or carry-over
customers

The financilly resporsble retailer for a nowe-in customer’s or carry-ower

custormrer’s premises may arrange for the de-erergisation of the premises if the
customer refuses or fails to comply with the requirements of section 54 (6) of the
Law.
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116

@)

3)

@)

A finarcially resporsible retailer must not arrange for de-erergisation under this
rue unkess:

(@ the retaier has gnen the custorer anotice of its ntention to do so; and

(b)  the retailer has given the customer a disconnection warning notice after the
expiry of the period referred to in the notice of its intention, not being kss
than 5 business days after the notice of ks intention was ghven.

The finarcially resporsibke retailer may commence de-erergisation procedures
even if the retailer 5 unabk to ascertain the name or other particulars of the
person consuming erergy at the premses.

When retailler must not arrange de-energisation

Restrictions on de-energisation

Despite any other provisiors of this Division but subject to subrules (2), (3) arc
(4), a retailer must not arrange for the de-erergisation of a customer’s premises tc
occur:

@ where the premises are regstered under Part 7 as having life support
equipment; or

(b)  where the customer has made a conplaint, drectly relted to the reason for
the proposed de-erergisation, to the retailer under the retailer’s standard
conphints and dispute resolution procedures, and the conplaint remains
uresohed; or

()  where the customer has made a conplaint, directly relted to the reason for
the proposed de-erergisation, to the erergy ombudsman, and the conplaint
remars uvesohed; or

(d)  where the customer is a hardship customer or residential customer and is
adhering to a payment plkn uxder rue 33 or 72; or

()  wrhere the customer informs the retailer, or the retailer is otherwise aware,
that the customer has formelly applied for assstance to an organisation
resporsble for a rebate, concession or relief availabke under any
government funded erergy charge rebate, concession or relief scheme and a
decsion on the applcation has not been mede; or

M on the ground that the customer has failed to pay an anmount on a bill that
reltes to goods and services other than for the sak of erergy; or

(9  for nonpayment of a bill where the amount outstanding is less than an
amount approved by the AER and the customer has agreed with the retailer
to repay that amoutt; or

(N where the customer’s premises are to be de-erergsed under rule
111—durng an exireme weather ewvent; or
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117

@)

©)

4)

©)

(6)

@)

() dung aprotected period.

Restrictions not applying for non-access to meter

The restrictions in subruke (1) (d), () and (f) do not apply if the reason for
de-erergsation was failre to provide access to a meter.

Non-application of restrictions wherede-energisation requested by
customer

The restrictiors in subrule (1) do not apply if the customer has requested
de-erergsation.

Non-application of restrictions whereillegal use of energy

Apart from the restriction in subrule (1) (a) relting to life support equipment, the
restrictionrs in subrule (1) do not apply in relaton to de-erergisation of a
customer’s premises for:

(@ the fraudukent acqusition of erergy at those premses; or

(b) the intentional comsumption of erergy at those premises otherwise than in
accordance with the erergy bBws.

Application of this rule to standard retail contracts

Ths rue apples i reltion to standard retall contracts.

Application of this rule to market retail contracts

Ths rue apples i rebtion to market retail contracts.

Timing of de-energisation where dual fuel contract
Definition
Inths ruk:

dual fuel contract mears:

(@ ore market retail contract between a small customer and a retailer for the
sak of both ekctricity and gas by the retaier to the small custoner; or

(b) two market retail contracts between the same small customer and the same
retailer, one for the sale of ekectricity and the other for the sale of gas, by the
retaier to the custormer, under which asinge bil s Bsued.
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(2) Application of this rule

Ths rule applies where a retailer and a custonmer have entered into a dual fuel

contract for the custormer’s premises and the retailer has the right to arrange for
de-erergsation of the premses uder ths Dwmsion

(3) De-energisation of gas supply

Despite any other provision of ths Division, the retailer may exercise the right to
arrange for de-erergisation of the customer’s gas supply in accordance with
timng determred under the dual fuel contract.

(4) De-energisation of electricity supply

The retailer may exercie the right to arrange for de-erergisation of the customer’s
ekctricity swply in accordance with timing determined under the dual fuel
contract but no earlier than 15 business days after the date of the de-erergsation
of the customer’s gas supply under subrue (3).

(5) Restrictions on de-energisation not affected

Nothng n ths rue aflects the operation of rue 116.

118 Request for de-energisation

(1) Ifacustomer requests the retailer to arrange for de-energisation of the customer’s
premses, the retaler must use its best endeavours to arrange for:

(@) de-erergsation n accordance with the customer’s request; and
(b) ameterreading and
(c) if applcabk, the preparation and ssue of a fial bill for the premises.

(2) Application of this rule to standard retail contracts

Ths rue apples i reltion to standard retall contracts.

(3) Application of this rule to market retail contracts

Ths rue apples i rebtion to market retail cortracts.

Division 3 Distributor de-energisation of premises
119 Grounds for de-energisation

(1) Grounds

A dstrbutor may de-erergse a customer’s premses if
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(@  the customer’s retailer informs the distributor that it has a right to arrange
for de-erergsation under its contract with the customer and requests the
dstrbutor to de-erergse the premises; or

(b) the cwstormer & n breach of subrue (2); or

(c) the customer fails to pay charges payabk by the customer to the distributor
uder a custormer comrection cortract; or

(d) the customer has provided false information to the dstrbutor or the
customer’s retailer, in circumstances where the c ustomer would not have
been ertitled to have the premises erergised if the false information had not
been provded; or

(e)  the customer does not provide and maintain space, equipment, facilities or
anything eke the customer must provide for the customer connection
services in accordance with the customer conrection contract or any
requrement under the erergy Bws; or

M the customer does not provide the dstrbutor or its representatives safe
access in accordance with the customer conrection contract or any
requrement under the erergy Bws; or

(g there are heakh and safety reasons warrantng de-erergsation; or

() there B an emergency warranting de-erergsation; or

() the detributor B requred to do so at the drection of a relevant authority; or

()] the dstributor & otherwise entitkd under the erergy bws to de-erergse the
premses.

(2) Grounds involving illegal use orinterference

A cuwstomer is in breach of this subruke if the customer does any of the following
or does not take reasorable steps to ersure others do not do any of the following:

@)

(b)

©)

fraudukently acquires or allows the fraudulent acquisition of energy at or in
conrection with the premises in contravention of jurisdctioral erergy
kgshtion;

wes or albws the use of erergy supplied to the premises or any erergy
equpment atthe premses n a mamer that:

()  urreasonably interferes with the conrection or supply of erergy to
another customer; or

()  cawses damage or nterference to any thrd party;

wes or allows the wse of customer conrection services provided by the
distributor at the premises otherwse than as permitted by law or the
customer conmrection cortract;
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120

3)

@)

@)

3)

(d) interferes or allows interference with any of the distributor’s equpment that
5 atthe premses otherwse than as may be permited by bBw;

(e) tampers or allows tampering with any meters or associated equipment at the
premses.

Disconnection warning noticerequired in certain circumstances

A dstributor may de-erergise the premises of a custormer pursuant to subrule (1)

(c), (d), (e) or (f) only i

(@ the dstrbutor has gven the customer a disconnection warning notice; and

(b) the cwstomer has not rectified the matter that gave rise to the right to
de-erergse the premies.

When distributor must not de-energise premises

Restrictions on de-energisation

Despite any other provisiors of this Division but subject to subrules (2), (3) and
(4), adstrbutor must not de-erergse a Customer’s premeses:

@ where the premises are regstered under Part 7 as having life support
equipment; or

(b)  where the customer has made a conplaint, drectly related to the reason for
the proposed de-erergsation, to the dstrbutor under the dstrbutor’s
standard conplaints and dspute resolution procedures, and the conplaint
remars uvresohed; or

(¢)  wrhere the customer has made a conplaint, directly relted to the reason for
the proposed de-erergisation, to the erergy ombudsman and the conplaint
remains uresohed; or

(d) where the customer’s premises are to be de-erergsed under rule
111—durng an extireme weather ewent; or

() during aprotected period.

Non-application of restrictions wherede-energisation requested by
customer

The restrictiors in subrule (1) do not apply if the customer has requested
de-erergsation.

Non-application of restrictions whereemergency, health or safety
issues, emergency or de-energisation direction

The restrictiors n subrue (1) do not apply if
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(4)

(@ there are health or safety reasons warranting de-erergsation (as referred to
n rue 119 (1) (g)); or

(b) there 5 an emergency warranting de-erergisation (as referred to in rule 119

(1) (h); or

(c) the dstrbutor is required to de-erergise the premises at the drection of a
relevant authority (as referred to nrue 119 (1) ().

Non-application of restrictions whereillegal use or interference

Apart from the restriction in subrule (1) (a) rekting to life support equipment, the
restrictions in subrule (1) do not apply in relaton to de-erergisation of a
custormer’s premses where the customer & i breach of rue 119 (2).

Division 4 Re-energisation of premises

121

122

1)

@)

3)

@)

Obligation on retailer to arrange re-energisation of premises

Where a retailer has arranged for the de-energisation of a small customer’s
premses and the custormer has within - 10 busiess days of the de-energsation:

(@ if relevant, rectified the matter that led to the de-erergisaton or made
arrangerments  to the satsfaction of the retaier; and

(b) made arequest for re-erergsation; and
(c) pad any charge for re-erergsation;

the retailer must, in accordance with any requirements under the erergy laws,
ntiate a request to the dstrbutor for re-erergsation of the premises.

Note:

This subruk &k a civil penaty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

Application of this rule to standard retail contracts

Ths rue apples n reltion to standard retall contracts.

Application of this rule to market retail contracts

Ths rue apples i rebtion to market retail contracts.

Obligation on distributor to re-energise premises

Re-energisation where de-energisation was retailer-initiated

Where:
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(@ adstrbutor has de-erergised a small customer’s premises at the request of
a retaier; and

(b) the retailer has initeted a request to the dstrbutor for re-erergisation of the
premses,

the dstrbutor must, in accordance with the distributor service standards,

re-erergse the premises.

(2) Re-energisation where de-energisation was not retailer-initiated

Where a distributor has de-erergised a small customer’s premises otherwise than
at the request of a retailer and the customer has within 10 business days of the
de-erergsation:

(@ if rekvart, rectified the matter that kd to the de-erergsation; and
(b) made arequest for re-erergsation; and
() pad any charge for re-erergsation,

the dstrbutor must, in accordance with the distributor service standards,
re-erergse the premises.

Note:

This ruke i a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
clwuse 6 and Schedulke 1.)
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123 Application of this Part

124

1)

@)

3)

Ths Part applies in reltion to a customer who is a party to a contract with a
retailer for the sak of energy, and prevails to the extent of any incorsistency with
Part 6 except in the case of an emergency warranting de-erergisation of the
premises of a custormer referred to n rue 119.

Retailer obligations

Life support equipment

Where a custorer provides a retailer with confirmation from a registered medical
practitioner that a person residing at the customer’s premises requres life support
equipment, the retailer must:

(@) regster the premses as havig life support equipment; and

(b) advise the distributor that a person resding at the premises requires life
support equipment; and

(c) give the ditributor relevant information about the premises for the purposes
of updating the dstributor’s dstrbution records and regsters; and

(d) not arrange for the de-erergisation of the premises while the person
contiues to reside at the premises and requres life support equipment; and

(e) give the cwtomer an emergency tekphore contact number for the
dstrbutor (the charge for which 5 no more than the cost of a local call.

Note:

This subruk s a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

Cessation of requirement for life support equipment

Where a customer whose premises have been registered unde r this rule advises the
retailer that the person for whom the life support equipment & required has
vacated the premises or no longer requires the life support equipment, the retailer
must inform the distributor as soon as possibke of the advice receied from the
custorrer.

Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

Application of this rule to standard retail contracts

Ths rue apples i rebtion to standard retail cortracts.
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125

4)

1)

@)

Application of this rule to market retail contracts

Ths rue apples n reltion to market retail contracts.

Distributor obligations

Application of this rule
Ths rue apples wrere:

(@) aretaier advses a dstrbutor; or

(b) a cwtomer provides a dstrbutor with confirmation from a registered
medical practiiorer,

that a person residing at the custorrer’s premises requires life support equipment.

Life support equipment

The dstrbutor must:
(@) regster the premses as having life support equipment; and

(b) except in the case of an interruption under Divisbn 6 of Part 4, not
de-erergise the premises while the person continues to reside at the
premses and requres the use of the life support equipment;and

(c) at the time of registering the premises as having life support, give the
customer:

()  gereral advice that there may be a plnred or unplanned interruption
to the supply at the address; and

@)  information to assist the customer to prepare a plan of action in case
of an unplanned interruption; and

() anemergency telephore contact number for the distributor (the charge
for whch 5 no more than the cost of a bcal call); and

(d) in the case of an interruption under Division 6 of Part 4, give the customer

at kast 4 buwsiress days written notice of any planned interruptions to
spply at the premises (the 4 business days to be counted from, but not
ncuding, the date of recept of the notice).

Note:

This subruk i a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)
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@)

@)

Registration details kept by distributor

A dstributor must ersure that registration details under rule 125 are kept up to
date, including relevant details of any advice or information received from a
retailer or customer that the person for whom the life support equipment &
required has vacated the premises or no lbnger requires the life support
equipment.

Note:

This subruk is a civil penalty provision for the purposes ofthe Law.

A dstrbutor may request a customer whose premises have been registered under
rule 124 or 125 to inform the dstributor if the person for whom the life support
equipment s required has vacated the premises or no longer requires the life
support equipment.
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Part 8 Prepayment meter systems
127 Definitions

128

@)

@)

In ths Part:

additional required information mears the information referred to in ruke 128
(2), being information that & additioral to that required to be disclosed under
Dmvsion 10 of Part 2;

installation of a standard meter to rephlce a prepayment meter system includes
the conversion of the prepayment meter system to a standard operating mode so
that the prepayment meter system operates as a standard meter;

renmoval of a prepayment meter system includes rendering the system
non-operatioral;

self-disconnection means an interruption to the supply of erergy becawse a
prepayment meter system has no credit (including emergency credit) avaibbk;

standard nmeter, in relation to a particular small customer, means a metering
installation of the type that would ordinarily be installed at the premises of the
custorrer n accordance with erergy Bws;

tral peniod mears the trial period referred to n rue 130.

Disclosur e requirements at energy marketing stage

Before the formation of a prepayment meter market retail contract between a
retailer and a small customer, the retailer mwst provide the additional requied
normation to the customer in reltion to the contract.

Note:
This subruk & a civil penalty provision for the purposes of the Law. (See the National

Regulations , clhuse 6 and Scheduke 1.)

The additioral required information that the retailer is to provide to a small
cwstomer s ormation N reltion to the folowing:

(@  the methods by which the custorer can make payments to the prepayment

meter system account and the lbcatiors of payment centres or recharge
facilities  (if rekevart);

(b) the amount of emergency credit to be provided in the prepayment meter
systent

()  details of the trial period at or before the expiry of which the customer may
withdraw from the contract;
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3)

4)

1)

@)

©)

4)

(d) the nethod by which the customer may receive any rebate, concession or
relef awailable under any gowvernment funded erergy charge rebate,
concession or relef scheme;

(e) dspute resoltion optors avaiabk to small custoners.

The additional required information may be provided in writing, electronically or
verbally.

Ths rule does not affect and is additional to any information requred to be
provded under Dmsion 10 of Part 2.

System requirements

System requirements

A retailer who sells or proposes to sell energy under a prepayment meter market
retail contract must ensure that the prepayment meter system meets the
requrements of ths ruk.

Note:

This subruk & a civili penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

System display
The prepayment meter system must disphy:

(@ the finarcial balance of the prepayment meter system, accurate to within
$1.00 of the actual bakrce; and

(b) whether the prepayment meter system is operating in normal credit or
emergency credit node; and

(c) current corsurption nformation (n both KWh or MJ and $AUD).

Self-disconnection times

The prepayment meter system must not dsconnect supply to the small customer

as a result of a sel-disconrection, otherwse than between the hours of 10am and
3pm on a week day.

Recommencement of supply

Where swply to the small customer has been interrupted through
selfdsconrection, the prepayment meter system muwst be capable of
recommencing supply as soon as information s communicated to the system that
a payment to the prepayment meter system account has been made which exceeds
the amount of emergency credi.
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©)

(6)

)

(8)

1)

)

3)

Reporting of self-disconnection

The system must be capabk of idertifying to the retailer ewery instance of
sel-dsconrection and the duration of that self disconrection

Emergency credit

The prepayment meter system must provide an amount of emergency credit not
kss than:

(@ a kwl equivalent to the average cost of 3 days of ekctricky or gas supply
(as applcabk) to within  $1.00; or

(b) such other amount as & approvwed by the AER from time to time in
accordance with the requrements (if any) of these Rukes.
Methodology of average costing

A retaier must;

@ provide the AER with a statement of is methodobgy for determining the
awerage cost of erergy suply within 10 days of being required to do so by
notce from the AER; and

(b) if the AER does not approwe that methodolbgy— change it within a specified
period of being requred to do so by notice from the AER in accordance
with changes reasonably requred by the AER and specified in the rotice.

Rebate, concession or relief schemes

The prepayment meter system must have the technical capacity to deliver to the

small customer the berefit of any government funded erergy charge rebate,
concession or relef scheme to which the customer & erntitled.

Trial period

A small customer who enters a prepayment meter market retail contract with a
retailer has the right to withdraw from the contract at or before the end of the trial
period with no penaky, exit or termination charges or meter removal or

conversion charges.

The trial period E:

(@ aperiod of 3 months, unkss paragraph (b) apples; or

(b) albnger period specified N the prepayment meter market retail contract,

commencing on the date the contract & formed.

Where the small custormer exercises the right of withdrawal under this rule, the
retaler must, at no cost to the customrer:
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4)

®)

(6)

@)

(@ make mmedite arrangenments for:
()  the removal of the prepayment meter system; and

()  the istalbtion of a standard meter; and

(b) provide information about and a gereral description of the customer retail
contract optiors availabke to the customer.

Note:
This subruk &k a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

The retailer must send a notice to the small customer not more than 20 business
days and not less than 10 business days before the expiry of the trial period
advising the customer of the date of the exprry of the trial period and the options

avaibbk to the custoner.
Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedulke 1.)

Withdrawal from a prepayment meter market retail contract operates as a
rescssion of the contract.

Application of this rule to prepayment meter market retail contracts
This rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a prepayment meter market retail cortract.

Operating instructions to be provided

A retailer must, at no charge, provide the following information on the use of the

prepayment meter system to a small custormer who enters into a prepayment meter
market retail contract:

(@ structions on how to operate the prepayment metersystem that are:
() expressed in ckar, sipk and concse bnguage; and

() in a format that mekes it easy for a person not familiar with the
operation of a prepayment meter system to understand;

(b) instructions on how to access the enmergency credit facility of the
prepayment meter systen

(c) instructions on how to obtain a refund of remaining credit when the
prepayment meter market retail contract 5 termnated,;

(d) instructions on how and where payments to the prepayment meter system
accourt can be made;
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(e the retailer’s telephore number or numbers for comphints, enquiries and
emergencies (the cost for which is no more than the cost of making a local
call.
Note:

132

133

@)

@)

@)

©)

@)

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

If requested by the small customer, the retailer must wse its best endeavours to
provide the operating instructiors in a Bnguage other than English requested by
the customer.

Consumption information to be provided

On request, a retailer must pronptly provide a small customer with the following
nformatio n:

(@) total erergy consurption;
(b) awerage daily comsurption;
(c) awerage daiy cost of corsunption,

for the previous 2 years or since the commencement of the prepayment meter
market retail contract (whch ewer b the shorter) dmded nto quarterly segments.

Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

Information provided to the small customer under subruke (1) for the previows 2
years must be provided without charge, but information requested for an earlier
period or more than once in any 12 month period may be provided subject to a
reasomabke charce.

Application of this rule to prepayment meter market retail contracts

Ths rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a prepayment meter market retail cortract.

Limitation on recovery of debt

Where a small customer owes a debt to a retailer, other than of a kind referred to
in rule 137 or 138, the retailer must not recover any repayments of the debt under
a prepayment meter market retail contract or under any other contract or
agreement that adjusts the charges in the prepayment meter system to recover the
amout of the debt.
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135

@)

@)

@)

1)

@)

3)

Note:

This subruk i a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

Application of this rule to prepayment meter market retail contracts

Ths rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a prepayment meter market retail contract.

Credit retrieval

A prepayment meter market retail contract must explain how a small customer can
obtain a refund of any credit remaining in the prepayment meter system account
when the prepayment metermarket retail contract & terminated or otherwise ends.

Application of this rule to prepayment meter market retail contracts

Ths rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a prepayment meter market retail contract.

System testing

Where a small customer with a prepayment meter market retail contract requests

the retailer that the whole or part of the prepayment meter system be checked or
tested, the retailer must make immediate arrangements for ore or nore of the
folowing:

(@ acheck of the metering data;

(b) acheck or test of the prepayment meter systen

(c) a check or test by the responsible person for the meter installation at the
small custonmer’s premises.

Note:

This subruk is a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

The small customer must pay the retailer in advance the retailer’s (and, where
appropriate, the responsible person’s) reasorablke charge for any checks or tests
udertaken pursuant to subrue (1).

If a prepayment meter system is found to be inaccurate or not operating correctly
folowing a check or test udertaken pursuant to subrue (1), the retaier must:

(@) correct any owercharging or undercharging in accordance with rules 136 and
137; and

(b) refund any fee pad n advance under subruke (2); and
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(c) make immediate arrangements to replace or repair the prepayment meter
system; and

(d) advise the small custorer of the existence of its dispute resolution
processes.

Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National

Regulations , clause 6 and Schedulke 1.)

(4) Application of this rule to prepayment meter market retail contracts
Ths rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a prepayment meter market retail contract.

136 Overcharging

(1) The rule applies where a small customer with a prepayment meter market retail

contract has been owercharged as aresuk of.

(@ anact oromssion of the retaier or dstrbutor; or

(b) wihout limitation, a fault in or incorrect operation of a prepayment meter
system foud following a check or test under rue 135.

(2) The retaier must:

(@ inform the customer of that owercharging within 10 business days of the
retaler becomng aware of that owercharging; and

(b) ask the customer for istructions as to whether the amout should be:
() repad tothe small custorrer; or
(n  added to the baknce of the prepayment metersystem accourt.

Note:

This subruk &k a civii penalty provision for the purposes of the Law. (See the National

Regulations , clause 6 and Schedulke 1.)

(3)  Where the retailer asks for instructiors from a small customer under subruk (2)

and no imstructions are provided by the custorrer within 20 business days, the
retailer must add to the baknce of the prepayment meter system account the
amount owvercharged to the custoner.

Note:

This subruk & a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)
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4)

@)

@)

3)

Application of this rule to prepayment meter market retail contracts

Ths rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a prepayment meter market retail contract.

Undercharging
Ths rule applies where a small customer with a prepayment meter market retail
contract has been undercharged as a resut of.

(@ anactoromssion of the retaier or dstrbutor; or

(b) wihout limitation, a fault in or incorrect operation of a prepayment meter
system foud following a check or test under rue 135.

The retailer must inform the small customer within 10 business days of becoming
aware of that undercharging and at that time indicate the amount undercharged
and whether or not it proposes to recover from the small customer the amount
undercharged.

Note:

This subruk is a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)

Where a retailer proposes to recower from a small customer an amourt
udercharged as a resut of a retaier’s or ditributor’s error, the retailer must:

(@ limit the anmount to be recowered to the amount undercharged in the 9
months before morming the custorer of the undercharging, and

(b) prowde detais and an explnation of the amount to be recowered; and

(c) not charge the customer any interest on the amout; and

(d) offer the cutomer time to pay the amount undercharged, by agreed
instalments or by an agreed adjwstment to the charges in the prepayment
meter system, ower:

()  if the undercharging occurred ower a period of kss than 12 months—a
period nominated by the customer, being no longer than the period
duing whch the udercharging occurred; or

()  n any other case—a period of 12 nonihs.

Note:

This subruk &k a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)
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(4) Application of this rule to prepayment meter market retail contracts
Ths rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a prepayment meter market retail contract.
138 llegal energy use
(1) Despite rule 137, if a retailer has undercharged or not charged a small customer as
a result of the customer’s fraud or intertioral consunption of erergy otherwise
than in accordance with the erergy Bws, the retailer may estimate the
corsurption for which the custorrer has not paid and either:
(@ bil the customer for all of the unpad amount; or
(b) make an agreed adjustment to the charges in the prepayment meter system
to recowver the upaid amourt.
(2) Application of this rule to prepayment meter market retail contracts
Ths rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a prepayment meter market retail contract.
139 Life support equipment
(1) Asmall customer with a prepayment meter market retail contract must inform the
retailer if a person residing at the customer’s premises has or requires life support
equipment.
(2) The retailer must, as soon as practicable after being so informed, advise the small
custorrer of the retaler’s obligations under section 59 of the Law.
Note:
This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , cluse 6 and Schedule 1.)
(3) Application of this rule to prepayment meter market retail contracts
Ths rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a prepayment meter market retail cortract.
140 Customer enquiries and complaint s

A retailer must, before commercing to sell erergy to small customers under
prepayment meter market retail contracts, establish and maintain an engury,
conphints and emergency 24 hour tekphone service (the cost for which is no
more than the cost of making a local call) to provde information, advice and
assstance about the operation of the retaier’s prepayment metersystem
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@)

@)

)

Note:

This rule i a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
cluse 6 and Schedulke 1.)

Payment difficult ies and hardship

Identification by retailer’s management system of self-disconnection

A retailer offering or selling erergy under prepayment meter market retail
contracts must ersure that the retailer’s mamagement system & capabk of
dertifying to the retailer every instance of a small customer ’s selfdisconnection
and the duration of that self disconnection.

Dealing with payment difficulties

If

(@ asmall customer with a prepayment meter market retail contract informs the

retailer in writing or by telephone that the customer is experiencing payment
difficulties; or

(b) the retailer’s management system identifies to the retailer that a small
custormer has selFdsconnected 3 or more times in any 3 month period for
bnger than 240 minutes on each occasion,

the retaler must contact the custormer as soon as s reasorably practicable:

(c) toofer tomake mmediate arrangenments for:

()  the removal of the customer’s prepayment metersystemy and

()  the istalbtion of a standard meter,

at no cost to the small customer; and

(d) to provde information about, and a general description of, the customer
retail contract options awvaibbk to the customer, and

(e) to provde information about and referral to any government funded erergy
charge rebate, concession or relef scheme; and

( toprovde nformation about its custormer hardshp polcy;, and

(9 toprowde nformation about avaibbk francial courselling services.

Records relating to customers with payment difficulties

The retailer must maintain \erifiable records, in relation to small customers facing
payment difficulties with prepayment meter systems, sufficient to allow the
retailer to answer any enquiries by the AER (for exampk, as part of the AER’s
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143

@)

@)

@)

@)

3)

performance reporting function against hardship progam indicators) or the
rekevant erergy ombudsman

Note:

This rule & a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
clwuse 6 and Schedulke 1.)

Payment towards prepayment meter system account

Recharge facilities, times and locations

A retailer selling erergy under a prepayment meter market retail contract must
ersure that facilities are in plce for the small customer to make payments in
relbtion to the prepayment meter system account by at least one of the following
methods:

(@ by cash, at a minimum of 2 locatiors that are readily accessibk to the
custorrer, one of which is open between 9am and 5pm on any day of the
week, including Saturdays, Sundays and public holdays (excluding
Chrstmas  Day);

(b) bya 24 hour, 7 days a week telephore service, using credit card, debit card,
ekctronic funds trarsfer or any other telephore payment method acceptable
to the retailer and agreed to by the custorrer;

() bya?24hour, 7days aweek electronic or other payment method acceptable
to the retailer and agreed to by the custorrer.

Minimum payment

The retailer must ensure the minimum amount that the small customer can pay in
reltion to the prepayment meter system account 5 an amount between $1.00 and
$10.00 (both incksiwe).

Note:

This rule k a civil penalty provision for the purposes of the Law. (See the National Regulat ions,
cluse 6 and Schedulke 1.)

Tariffs and charges

Ths rule sets out minimu m requirements that are to apply in relation to the terns
and conditiors of prepayment metermarket retall contracts.

A retailer must set out in a prepayment meter market retail contract with a small
custorrer all tarifis and charges payabk by the customrer.

The retailer must give notice of any varition to the tariffs and charges that affect
the customer by:

(@ either:
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4)

©)

1)

)

() gMmng notice to the custorrer; or

(i puwblishing the notice of a variation on the retailer’s website and
providing separate notice to be disphyed clkarly at each location
where payments to the prepayment meter account can be made, and
doing so in sufficient numbers such that all customers are able to
secure a copy; and

(b)  where a local instrument so requires, publishing a notice about the variation
in a newspaper crculating in the particpating jurisdicton in which the
retaler has afiected custorrers, notifying custorrers that:

()  there has been avariation, and
()  the varation & publshed on the retaier’s website,

in accordance with the local nstrumert.

The notice must be given as soon as practicable, and in any event no later than the
date on whch the variation takes effect.

The retailer must set out in the prepayment meter market retail contract the

obligations with regard to notice that the retailer must conply with where the
tarifs and charges are to be varied.

Biling for other goods and services

If a retailer provides goods and services otherwse than for the sak and supply of

erergy for a small customer with a prepayment meter market retail contract, the
retaier:

(@ must bill the customer for those goods and services separately;, and

(b) must not recover any payment for those goods and services under the
prepayment meter market retail contract or under any other contract or
agreement that adjusts the charges in the prepayment meter system to
recowver the amourt.

Note:

This subruk &k a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

Application of this rule to prepayment meter market retail contracts

Ths rule is a minimum requirement that is to apply in relation to small customers
who purchase erergy under a prepayment meter market retail corntract.
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146

@)

@)

3)

@)

Customer termination of contract or request for removal

Retailer’s obligations

If a small customer who is a party to a prepayment meter market retail contract
terminates the prepayment meter market retail contract or requests the removal of
the prepayment meter system otherwise than in accordance with ruke 130, the
retaier must meke immedite arrangements for:

(@ the removal of the prepayment meter systent and

(b) the istallation of a standard meter to replce the prepayment meter system;
and

(c) the provsion of information about, and a gereral descrption of the
customer retal contract optiors avaiabk to the custorrer.

Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , clhuse 6 and Schedulke 1.)

Recovery of charges

The retailer may recowver fair and reasonablk termination charges and meter
removal charges (including, where applicablk, conwersion charges) from a small
customer who was a party to a prepayment meter market retail cortract if

(@ the cortract states a date on which the contract wil end; and

(b) the retailer is permitted to do so by the prepayment meter market retail
cortract; and

(c) the termination occurs or the request for removal is made after the trial
period has ebpsed.

Exceptions for chargesin certain circumstances

Subrule (2) does not apply where the termination of the prepayment meter market
retail contract or removal of the prepayment meter system

(@ occurs where a small customer has informed the retailer that a person
residng atthe premses concerned has or requires life support equipment;or

(b) occurs purswant to an offer made by the retailer under ruke 141 (2) (c) to a
small customer who & experiercing payment difficulties.

Different retailer

A retailer who has or had a prepayment meter market retail contract with a small
customer in respect of premises where a prepayment meter system & installed
must, if requested to do so by another retailer who has entered into a customer
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@)

@)

@)

3)

4)

®)

retail contract with the customer in respect of the premises at which the
prepayment metersystem b istaled, make mmediate arrangements for:

(@ the reoval of the prepayment meter system at no cost to the other retailer;
and

(b) the installtion of a standard meterat no cost to the other retaiker.

Note:

This subruk & a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

A retailer may recover from a small customer who was a party to a prepayment
meter market retail contract, the fair and reasonable costs incurred pursuant to
subruke (1) (a) and (b), if permitted to do so by the prepayment meter market retail
contract and if the termination occurs after the trial period has elbpsed.

Deemed customer retail arrangements

Application of this rule to move-in and carry-over customers

Ths rule applies to a nmowe-in customer or carry-over customer where the
premses concerred are suppled with erergy wsing a prepayment meter system

Other provisions not affected

The provisiors of this rule are additiora | to the provisions of Division 8 of Part 2
relating to deemed customer retail arrangements.

Terms and conditions to be read as applying to prepayment meter
systems

The terms and conditiors of the deemed customer retail arrangement between the
cwstomer and the financially resporsible retailer are, to the extent that they are the
terms and conditiors of the retailer’s standard retail contract, taken to be
appropriately modified to take account of differences that arse with the use of
prepayment meter systens.

Supplementary terms and conditions

The terms and conditiors of the deemed customer retail arrangement between the
cwstomer and the financially resporsble retailer are suppkmented by the
following subruks, which are, to the necessary extent, taken to nodify the terns
and conditiors of the arrangement.

Fees, charges and costs

The retailer must not charge the customer any fees, charges or other costs (other
than the standing offer price and a fair and reasonabk deposit for the wse of a
smart card or other similar technology if required to access the prepayment meter
system) for wsing the prepayment meter system
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Note:
This subruk i a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1))

(6) Removal and replacement of prepayment meter system on request
The retailer must, if requested by the customer to do so, make immediate
arrangenments for:
(@ the removal of the prepayment meter system at no cost to the customer; and
(b) the instalbtion of a standard meterat no cost to the customer.
Note:
This subruk &k a civii penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1.)

(7) Notice requirements

The retaler must gve the customer the folowing mormation:

@ information on the terms and conditions of the deemed customer retail
arrangemens;

(b) information as to how to operate the prepayment meter system and the
bcation of recharge facilities (if rekevarnt);

(© information about the ability of the customer to request that the retailer
make immedite arrangements for:

() the removal of the prepayment meter system at no cost to the
custorer; and

@  the stalltion of a standard meterat no cost to the custoner;

(d) information about the existence and a general description of the retailer’s
prepayment meter market retail contracts, market retail corntracts (if any),
and if the retailer & the designated retailer in relation to those premises, the
retaier’s standard retail contract and standing offer prices;

(e) information as to whether or not the retailer proposes to offer the customer a
contract of the kind referred to in paragraph (d);

M information about the ability of the customer to choose a retailer for the
purchase of erergy;

(9 nformation about the retailer’s custorrer hardship polcy;

(N normation about avaiebke francial counseling senvces.
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Note:

This subruk i a civil penalty provision for the purposes of the Law. (See the National
Regulations , clause 6 and Schedulke 1))
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Part 9 Exempt selling regime
Division 1 Preliminary
148 Definitions
Inths Part:

exempt customer mears a person to whom anexenpt seller sells erergy and who
would be aretal custorrer of the seler if the seler were a retaier;

exemption means an exenption from the requrement to hold a retailer
authorsation;

retail customer mears a person who & a custormer of a retaiker.

Division 2 AER power to exempt
149 Individual exemptions

(1) Tre AER may decde to grant an ndivdual exenption to a particular person.

(2) An individual exemption comes into force from the date on which the instrument
of exenpton b Bsed by the AER under rue 162 (2).

150 Deemed exemptions

(1) The AER may, in accordance with the retail comsultation procedure, determine a
chss of persors in respect of whom a deemed exenption & taken to be in force.

(2) A deemed exenption comes into force from the date the determination 5 made, or
on the date specified in the determination, by the AER specifying the chss of
exenpted persors.

(3) The AER may from time to time amend determinatiors under this rule in
accordance with the retail comsukation procedure.

151 Registrable exemptions and registered exemptions

(1) The AER may, in accordance with the retail consultation procedure, determine a
chss of persors in respect of whom an exemption (a registrable exemption) E
regstrable.

(2) Aregistrable exemption becomes a registered exemption in respect of a particular

person when the person k registered as such on the Public Register of Authorised
Retaiers and BExenpt  Selers.

Page 96



NATIONAL ENERGY RETAIL RULES PART 9

VERSION 5 EXEMPT SELLING REGIMVE
(3) A registered exenmption comes into force from the date the person who is subject
to the exenption is regstered as such on the Public Register of Authorised

Retaiers and BExenpt Selers.

(4) The AER may from time to time amend determinations under this rule in
accordance with the retail comsukation procedure.

152 Conditions generally

(1) The AER mmay inpose conditions in relation to the sak of erergy by an exempt
seler or chss of exermpt selers to exenpt customers.

(2) Conditions may be nposed:

(@ n respect of dividual exermptions— under rue 158; and
(b) in respect of deemed exenptiors and registered exemptions— under rule
153.

(3) Wihout limitation, a condition may require an exempt seller or chss of exempt
selers to abide by specified obligations derived from erergy laws and applicabke
to retaiers, with any nodifications specified in the condition, as if
(@ anexenmpt seler were aretaier; and
(b) the exermpt custorrers of an exempt seler were retall custoners of a retaier.

(4) Where the AER determines that it & appropriate to inpose a condition in reltion
to prices to be charged to exempt customers at residertial premises by an exempt
seler, the AER must ensure that those customers are charged no more than the
standing ofler price of the local area retaiker.

(5) The AER may impose conditions on exempt sellers for or with respect to
installing, maintaining and reading of meters of exempt customers in accordance
with jursdictioral erergy kgsh ton

153 Conditions for deemed exemptions and registered exemptions

(1) Conditions
If the AER makes a determination under rule 150 for a chss of deemed
exemptions or under rule 151 for a chss of registrabke exemptiors, the AER may
impose conditions in reltion to the sale of erergy by exempt sellers of that class
to exenpt custonmers by specifying the conditions as part of the determimation.

(2) When conditions may be imposed

Conditiors may be imposed when the determination is first made or during the
curercy of the determination.
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(3) \Variation or revocation of condition

The AER may, by way of amendment of the determination, vary or rewoke a

condition.

(4) Application of new or varied conditions

Subject to the terns of the determmation Imposing or varyng a condition:

@ a condition imposed during the currency of the determination applies to
persors who already are exenpt sellers under the determination (as well as
to persomns who afterwards become exempt sellers under the determination);
and

(b)  a condition varied during the currency of the determination applies as varied
to persons who akeady are exenpt sellers under the determination (as well
as to persors who afterwards become exempt sellers under the
determration).

(5) Application of revoked conditions
Subject to the terms of the amending determination that rewokes a condiion a
rewoked condition ceases to apply to persors who already are exempt sellers under
the determination (as well as to persomns who afterwards become exempt sellers
uder the determiation).
Division 3 AER ExemptSelling Guidelines
154 AER Exempt Selling Guidelines
(1) Application of this rule

Thi rule applies to the AER Exenpt Selling Gudelines referred to in section 118

of the Law.

(2) Subject matter of AER Exempt Selling Guidelines

The AER Exempt Selling Guidelines must, in addition to providing information
about exenptiors, Iclde provsions concernng:

(@ procedues for applying for the grant, varation or rewcation of an
ndivdual exenption; and

(b) the information that must be provided by an applicant for an individual
exermption; and

(c) requrenments relting to regstered exenptiors under rue 151; and

(d) gudance on the application of the exenpt seller related factors (under
section 115 of the Law) and the customer relted factors (under section 116
of the Law) n meking any decsion rehtng to exenptiors; and

Page 98



NATIONAL ENERGY RETAIL RULES PART 9
VERSION 5 EXEMPT SELLING REGIME

(e) the categories of deemed and registrable exenptiors, and any associated
conditions  of exenption that are to apply; and

( any other matters that the AER corsiders rekvart.

Division 4 Provisionsrelatingtoindividualexemptions
155 Application for individual exemption or variation of individual
exemption

(1) Application may be made
A person may apply to the AER for:
(@ anndwvdual exenption; or

(b) the varation of an ndividual exenption granted to the person

(2) Required information to be provided

The information required by the AER BExenpt Selling Guidelines must be
provided in the application or, at the request of or with the concurence of the
AER, by way of supplkementary adwvce.

(3) Application to be published
The AER muwst publsh an applcaton onthe AER’s website.

156 Public notice and submissions

Before deciding an application for an individual exemption or variation of an
ndivdual exenption, the AER must:

(@ pulsh onthe AER’s website a notice:

() settng out a copy of or the detais n the applcation; and

() stating that written suomissions about the application may be made to
the AER within a period of at least 20 business days that is specified
n the notice; and

(i)  containing such other information as the AER considers appropriate;
and

(b) corsider all written submissiors received by it within that period before
decding whether to grant or refuse the applcation
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157 Deciding application
(1) Duty to decide application
The AER must decide whether to grant or refuse an application for an individ ual
exenption or varaton of an individual exenption.
(2) Application may be granted if guidelines and principles satisfied
The AER may grant the application if the AER & satisfied that the application
meets any applicabk requirements of the Law and the AER Exenpt Selling
Gudelires.
158 Conditions for individual exemptions
(1) Conditions
If the AER grants an application for an individual exenption or variation of an
individual exermption, the AER may inpose conditiors in reltion to the sak of
erergy by the exenpt seler to exenpt customrers.
(2) When conditions may be imposed
Conditiors may be imposed when the exenption or variation s granted or during
the currency of the exenmption as granted or as varied.
(3) Variation or revocation of condition
The AER may \vary or revoke a condiion.
(4) Variation or revocation of conditions to be treated as variation of
exemption
For the purposes of this Part, a variation or revocation of a condition imposed on
an individual exenption is a variation of the exemption, and is to be dealt with
accordingly.
159 Form of energy to be specified
(1) Form of energy to be specified
If the AER grants an application for an individual exemption, the instrument of
exemption must specify the form of erergy to which the exenption rehtes.
(2) Form of energy cannot be varied

An individual exermption cannot be varied to change or add to the form of erergy
to whch the exermption  rehtes.
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160

161

162

1)

@)

1)

Note:

Subrule (2) does not preventan application for or the grant of anotherexenption.

Notice of decision to grant application

If the AER decides to grant an application for an individual exenption or
variation of an individual exemption, the AER must, as soon as practicable, give
the applcart a notice:

(@) stating the decksion, and

(b) specifying the conditions (if any) that the AER has decided to impose onthe
exermption or varation, and

(c) stating any other matter rekvant to the grant of the exenption or variation.

Deemed refusal

Application of this rule

Ths rue apples if the AER specifies conditiors n anotce uder rue 160.

Deemed refusal if applicant does not accept conditions

The AER is taken to hawe decded to refuse an application for an individwal
exemmption orvariation of an ndividual exenption if within:

(@ the period of 20 business days after the day the notice is given by the AER;
or

(b) that period as extended by the AER,

the applicant has not given the AER a notice of acceptance of the conditiors
specified by the AER or those conditions with changes to which the AER has
agreed.

Issue and public notice of individual exemption
Application of this rule
Ths rue apples ff

(@ the AER decides to grant an application for an individual exemption or
varaton of an ndividual exermption without conditiors; or

(b) the AER decides to grant the application with conditions and the applicant
gves the AER anotice of acceptance of the conditions  within:

()  the period of 20 buwsiness days after the notice of the AER’s deckion
5 gven by the AER; or
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(i) that period as extended by the AER.
(2) Issue and publication of individual exemption or variation

The AER must, as soon as practicabk:

(@ Bsuwe tothe applicant:
() an rstrument of exenption; or
()  inthe case of a variation—an instrument of varation or an instrument

contaning the exenption as\aried; and
(b) publsh the terns of the exemption or variation onthe AER’s webste.
163 Notice of refusal
If the AER decides or b taken to hawe decided to refuse an application for an
individual exermption or variation of an individual exenption, the AER must, as
soon as practicable, give the applicant a notice stating the decision and the reasons
for the deckion.
Division 5 Public Register of Authorised Retailers and
ExemptSellers
164 Public Register of Authorised Retailers and Exempt Sellers
(1) For the purposes of section 119 of the Law, the Public Register of Authorised

Retaiers and BExenpt Selers must nchde the following particulars:

(@ the rmames and business addresses of persors who hold retailer
authorsatiors;

(b)  the names and business addresses of exempt sellers who are subject to an
ndivdual exenption;

() a Ist of the classes of persons in respect of whomdeemed exermptiors are in
force;

(d) a lIist of the chsses of persoms in respect of whom an exemption is
regstrable;

() the mames and business addresses of exenpt sellers who hawe registered
with the AER as belonging to a chss of persors subject to a registrable
exermption.

(2)  The Pulic Regster of Authorised Retailers and Exempt Sellers may include other

partculars and information relating to authorsed retailers, exempt sellers and
associted matters that the AER corsiders rekevart.
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Part 10 Retail market performance reports
165 Purpose of this Part

166

167

1)

@)

1)

Ths Part sets out details of matters to be included in retail market performance
reports uder Dimsion 2 of Part 12 of the Law.

Contents of retail market performance report—retail market
overview

A retal market overvew i aretail market performance report must nchude:

(@  a statement of the number of retailers and the number of retailers actively
seling erergy to customers; and

(b) an indication of the number of customers of each retaier; and

()  an indication of the total number of customers with standard retail contracts
and market retail contracts, respectively, and the numbers by reference to
each retaier; and

(d) an indication of the nunbers of customers who hawe trarsferred from one
retailer to another retaier; and

(e) areportonerergy afordability for small custonmers.

A retail market overview must provide information under subruke (1) by reference
to the following:

(@ partcipating jursdictiors;

(b) different categories of customers as determined by the AER, including (but

not limited to) small customers and lrge custorrers, and residentil
custormers and busness customers.

Contents of retail market performance report—retail market
activities report

A retail market activities report in a retail market performance report must include
normation and statstics on the ollowing actMiies of reguated ertites:

(@ custorer service and customer conphints;

(b) the handling of custormers experiencing payment difficulties (distinguishing
hardshp customers and other residential customers experencing payment
difficulties);

(c) the provsion of prepayment meter systems to custonrers, including (but not
limited to) the total number of customers uwsing prepayment meters,
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selFdsconrections and numbers of prepayment meters removed due to
custormer payment dificulties;

(d) de-erergisation of premises for reasors of non-payment (distinguishing
hardshpp custormers and other resdential custormers on payment phrs);

(e) re-erergsation of premses referred to n paragraph (d);

U] concessiors for customers where retailers administer the delivery of
concessions  to Custorrers;

(9  the number and aggregate value of security deposits held by each retailer as
at 30 Jue each year.

(2) A retail market activities report must provide sufficient detail to exphin the key

3)

factors rekvant to the kwvel of and trends n the performance of requbted ertities.

A retail market activities report must provide information under subrules (1) and
(2) by reference to the following:

(@ partcipating jurkdictiors;

(b) different categories of customers as determined by the AER, including (but
mot limited to) small customers and lrge custoners, and residental
customers and busness Customers;

(c)  specific activities where appropriate, such as custormer conphints about
biling, erergy marketng and customer trarsfers.
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Part 11 Customer retail contracts—electricity
consumption benchmarks

168 Purpose of this Part

Ths Part provides for electricity comsunption benchmarks for residential
customers under a customrer retail contract.

169 AER administrat ion of electricity consumption benchmarks

Q) The AER must provide the initial benchmarks to retailers and publish those
benchmarks on its webste.

2 Following publication of the initial benchmarks under subrule (1), the AER must
prepare subsequent benchmarks for the corsunption of electricity (ekctricity
corsurption benchmarks) by residential custorrers in accordance with this ruke.

(3) The ekctricity cormsunption benchmarks must be based on the folowing:

(@ ekctrcity consunption information received by the AER from distributors
puslant to rue 171,

(b) bcalised zones as determined and notified to the AER by the relevant
jusdictionral Minster;

() howsehold ske.

(4) The AER musst:
(@ prowde the ekctricity cormsunption benchmarks to retaiers; and

(b) publsh the ekctricity comsumption benchmarks on the AER website; and

(c) provide the information supporting the dewelopment of the ekctricity
corsurption benchmarks to the MCE.

(5) The AER must administer the electricity consumption benchmarks and update
them at least ewery 3 years fom the date when the initial benchmarks are
publshed.

(6) The AER may corsult on the ekctricity corsunption benchmarks in any manrer
that it consders approprite.

(7) Inths ruke:

initial benchmarks means the benchmarks for the consunmption of electricity by
resdential customers as provided for by the National Reguitions.
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170

171

@)

@)

©)

4)

Retailer obligations—electricity consumption benchmarks

Without limiting any requirement under rule 25, a retailer must provide the
folowing particuars n abil for aresdential custoner:

(@ a conparison of the customer’s electrcity consumption against the
ekctrcity cormsunption benchmarks under rue 169;

(b) astatement indicating the purpose of the information provided with respect
to those benchmarks;

(c) areference toanerergy eficency website.

A retailer is required to present the information in subruke (1) in a graphical or

tabubr form as appropriate, but may do so in a lbcation on the bill that b
conenent for the retaier.

A retailer must present the information in subrule (1) in a manner which is easy
for the customer to understand.

In ths ruke:

erergy efficiency website mears a website, containing information aboul
ekctricity cormsumption benchmarks, that & prescribed by the National
Regubtiors and notified by the AER on its website.

Distributor obligations—electricity consumption information

Dstrbutors must, for the purpose of the ekctricity consumption benchmarks,
provide information to the AER in such manrer and form as may be requested by
the AER.
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Part 12

172

173

@)
@)

3)

4)

@)

@)

3)

4)

National energy retail consultation

Customer Consultative Group

The AER muwst establsh and maintain a Custormer Corsukative  Group.

The function of the Grow is to provide advice to the AER in rehtion to the
AER’s furctiors under the erergy bws affecting erergy cornsumers across
partcipating jursdictions.

The AER may appoint persors as members of the Group atter consukation with
organsations and groups that the AER corsiders approprite.

The procedure of the Group b to be as determined by the AER.
Retail consultation procedure

If the Law or these Ruks require the AER to make an instrument (howewer

descrbed) in accordance with the retail comsultation procedure, the AER must
proceed n accordance wih ths ruke.

The AER must proceed as follows

(@ the AER muwst, after such consultation (if any) as the AER corsiders
appropriate, prepare a draft instrument; and

(b) the AER must publish, on its website and in any other way the AER
corsiders appropriate, the draft instrument together with a notice:

() statng why the instrument & required; and

() giving reasomable details of the context in which the draft instrument
has been prepared, the issues involved and the possibke effects of the
mstrument; and

@) inviting written submissions and comments on the draft instrument
within  a period (at kast 20 busiress days) stated n the notice; and

(c) the AER must, as soon as reasonably practicable after the end of the period
alowed for making submissions and comments on the drat instrument,
corsider all submissions and comments made within the time allowed and
make the rstrument n is fmal form

The AER must prepare a written notice stating the reasons for making the
strument n its fmal form

After making an instrument, the AER must, without deky, publish the instrument
and the written notice under subrue (3) rebting to it on the AER’S website.
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(5)  Subject to the Law and these Rules, an instrument made in accordance with ths
rule takes effect on the date provded for its commencement under the terms of the

instrument or, if no date & so provded, 10 business days atter the date the
mstrument  was made.
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Schedule 1 Model terms and conditions for standard retall

contracts
(Rie 12)

PREAMBLE

Ths contract 5 about the sale of erergy to you as a small customer at your
premises. It 5 a standard retail contract that starts without you having to sign a
docurent agreeing to these terns and conditiors.

In addition to this contract, the erergy bws and other consumer laws also contain
rules about the sale of erergy and we will comply with these rules in our dealings
with you. For examplk, the National Erergy Retail Law and the Natioral Energy
Retail Rules (‘the Rules’) set out specific rights and obligations about erergy
marketing, payment methods and arrangements for customers experiencing
payment difficulties.

You also hawe a separate contract with your dstributor, called a customer
conrection contract. The customer conrection contract deals with the supply of
erergy to your premses and can be fourd onyour dstrbutor’s website.

More information about this contract and other matters 5 on our website
[permitted akeration: isert retaier’s website address].

THE PARTIES
Ths contract 5 between:

[Permitted alteratio n: name of designated retailer ] who sells erergy to you at your
premses (n ths contract referred to as ‘we”, “our” or ‘ws’); and

You, the customer to whom ths contract applies (in ths contract referred to as
‘you” or ‘your”).

DEFINITIONS AND INTERPRETATION

(@  Terms wed in this contract have the same meanings as they hawe in the
Natioral Erergy Retail Law and the Rules. However for ease of refererce, a
siplified explhration of some terns & gven at the end of ths contract.

(b)  Where the simplified explaratiors given at the end of this contract differ
from the definitions in the Natioral Erergy Retail Law and the Rules, the
defmitiors n the Natoral Erergy Retal Law and the Rukes prevail
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3

3.1

3.2

3.3

4.1

4.2

DO THESE TERMSAND CONDITIONS APPLY TOYOU?

These are our terms and conditions

Ths contract sets out the terms and conditions for a standard retail contract for a
small customer under the Natioral Energy Retal Law and the Rukes.

Application of these terms and conditions

These terms and conditions apply to you if

(@ you are aresdental custoner; or

(b) you are abusness customer who s asmal custoner; and
(c) you request ws to sell erergy to you at your premees; and

(d) you are not being sold energy for the premises under a market retail
contract.
Electricity or gas

Standard retail contracts apply to ekctricity and gas, but some terms may be

expressed to apply only to ore or the other. If we are your retailer for both
ekctrcity and gas, you hawe a separate contract wih us for each of them

WHAT ISTHE TERM OF THIS CONTRACT?

When does this contract start?

Ths contract starts on the date you satsfy any pre-conditions set out in the

Natioral Erergy Retail Law and the Rules, including giving us acceptable
identification and your contact detais for billing purposes.

When does this contract end?

(@ Ths cortract ends:

() if you give ws a notice stating you wish to end the contract—subject to

paragraph (b), on a date advsed by wus of which we will give you at
kast 5 but no nore than 20 business days notice; or

()  if you are no bnger asmall custorer:

(A) subject to paragraph (b), on a date specified by ws, of which we
will give you at kast 5 but no nore than 20 business days
notice; or

(B) if you hawe not told ws of a change in the we of youw
erergy—from the time of the change n wse; or
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4.3
5
5.1

(b)

©)

(m i we both agree to a date to end the contract—on the date that is
agreed; or

(M)  if you start to buy erergy for the premises from ws or a different
retailer under a custonmer retail contract—on the date the market retail
contract starts; or

) if a diferent customer starts to buy erergy for the premises—on the
date that customer’s cortract starts; or

(w if the premises are disconrected and you hawe not net the
requirements in the Rules for reconnection—10 business days from
the date of discomection

If you do not give us safe and unhindered access to the premises to cond uct
a final meter reading (where rekvant), this contract will not end under
paragraph (a) (i) or (i) until we have issued you a final bill and you have
paid any outstanding amount for the sak of erergy.

Rights and obligations accrued before the end of this contract continue
despite the end of the contract, including any obligations to pay amounts to
LS.

Vacating your premises

@)

(b)

(©

If you are vacating your premises, you muwst provide your forwarding
address to ws for your final bill in addition to a notice under clause 4.2(a)(i)
of ths contract.

When we receive the notice, we must use owr best endeavours to arrange for
the reading of the meter on the date specified in your notice (or as soon as
possbk after that date if you do not provide access to your meter on that
date) and send a final bill to you at the forwarding address stated in your
notice.

You will cortinue to be resporsble for charges for the premises urtil your
contract ends in accordance with chuse 4.2 of ths contract.

SCOPE OF THIS CONTRACT

What is covered by this contract?

@)

(b)

Under this contract we agree to sell you erergy at your premises. We also
agree to meet other obligatiors set out in ths contract and to conply with
the erergy Bws.

In retun, you agree:

() to be resporsble for charges for erergy supplied to the premises until
this contract ends under chuse 4.2 ewen if you vacate the premises
earler; and
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5.2

6.1

6.2

6.3

6.4

(i)  to pay the amouts biled by us uder ths corntract; and

(m)  to meet your oblgations under ths cortract and the erergy bws.

What is not covered by this contract?

Ths contract does not cower the physical connection of your premises to the
distribution system, including metering equpment and the mainterance of that
conrection and the supply of energy to your premises. This is the rok of you
dstrbutor under a separate contract called a customer comrection contract.

YOUR GENERAL OBLIGATIONS

Full information

You must give us any information we reasomably require for the purposes of ths

contract. The information must be correct, and you must not miskead or deceive us
n relkton to any normation provided to s.

Updating information

You muwst tell ws pronptly if information you have provided to us changes,
including if your billing address changes or if your use of erergy changes (for
exanpk, if you start runing abusness atthe premises).

Life support equipment

(@ Ifaperson living at your premises requires life support equipment, you must
register the premises with us or your distrbutor. To register, you will need
to give written confirmation from a regstered medical practitiorer of the
requrement for life support equipment at the premises.

(b) You must tell us or your dstributor if the life support equipment & no
bnger requrred at the premises.

Obligations if you are not an owner

If you cannot meet an obligation relating to your premises under this contract
because you are not the owrer you will not be in breach of the obligation if you
take all reasomable steps to ensure that the owrer or other person resporsible for
the premses fulfils the obligation.

OUR LIABILITY

(@ The qualty and reliabilty of your ekctrcity supply and the quality,
pressure and continuity of your gas supply is subject to a variety of factors
that are beyond ow control as your retailer, including accidents,
emergencies, weather conditions, vandalism system demand, the technical
limitations  of the distribution system and the acts of other persors (such as
your dstrbutor), nchding atthe drection of a relevant authority.
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8.1

8.2

8.3

8.4

(b) To the extent permitted by law, we give no condition, warranty or
undertaking, and we make no representation to you, about the condition or
suitability of erergy, its quality, fitness for purpose or safety, other than
those set out in ths contract.

(©) Unkss we hawe acted in bad faith or regligently, the National Erergy Retail
Law excludes our liability for any loss or damage you suffer as a result of
the total or partial failure to supply energy to your premises, which includes
any loss or damage you sufier as aresuk of the defectve supply of erergy.

PRICE FOR ENERGY AND OTHERSERVICES

What are our tariffs and charges?

(@  Ou tariffs and charges for the sale of erergy to you under this contract are
ou standing offer prices. These are published on our website and include
your dstrbutor’s charges.

(b) Different tariffs and charges may apply to you depending on your
crcumstances. The conditions for each tariff and charge are set out in our
standing ofler prices.

Note:

We do not inpose any charges for the termnation of this contract.

Changes to tariffs and charges

@ If we vary our standing offer prices, we will publish the variation in a
newspaper and on our website at kast 10 business days before it starts. We
will ako inclde detais wih your next bill if the variation afiects you

(b)  Ou standing offer prices will not be varied more often than once ewery 6
morntrs.
Variation of tariff dueto change of use

If a change in your use of erergy means you are no longer eligibke for the
particular tariff you are on, we may transfer you to a new tariff under our standing
ofer prices:

(@ if you notify ws there has been a change of we—from the date of
notification; or

(b) if you have not rotified ws of the change of use—retrospectively from the
date the change of use occurred.
Variation of tariff or type of tariff on request

@ If you think you satsfy the conditions applying to another tariff or type of
tariff under our standing offer prices, you can ask us to review your current
crcurstances to see whether that tariff or type of tariff can apply to you
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8.5

8.6

9.1

9.2

(b)  If you meet the requirements for another tariff or type of tariff and request
s to do so, we must:

()  trarsfer you to that other tariff wihin 10 busness days; or

@  tramsfer you to that other type of tariff from the date the meter s read
or the type of meters changed (if needed).

Changes to tariffs or type of tariff during a billing cycle

If a tariff applying to you changes during a billing cycle, we will cakulate your
rext bil on a proportiorate basks.

GST

(@  Amounts specified in the standing offer prices from time to time and other
amounts payable under this contract may be stated to be exclusive or
inclisive of GST. Paragraph (b) applies unless an amount & stated to
nchde GST.

(b)  Where an amount paid by you under ths contract 5 payment for a “taxable
suply” as defined for GST purposes, to the extent permitted by hw, that
payment will be increased so that the cost of the GS T payabk onthe taxable
supply B passed on to the recpient of that taxable supply.

BILLING

General

We will send a bill to you as soon as possibk after the end of each billing cyck.
We will send the bil:

(@ toyou at the address nommated by you, or

(b) to a person authorised in writing by you to act on your behalf at the address
specified by you.

Calculating the bill

Bik we send to you (‘your bik’) will be cakubkted on:

@ the amount of energy consumed at your premises during the billing cycle
(using information obtained from reading your meter or otherwie in
accordance with the Ruks); and

(b)  the amount of fees and charges for any other services provided under this
contract dung the biling cyck; and

(© the charges payable for services provided by youw dstributor, including

conrection charges if you have asked for a new conrection or connection
akeraton and hawe not mede akermative arrangements wih your dstrbutor.
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9.3

9.4

Estimating the energy usage

(@  We may estimate the amount of erergy corsumed at your premises if your
meter cannot be read, if your metering data s not obtained (for exanple, if
access to the meter s not given or the meter breaks down or is faulty), or if
you otherwise corsert.

(b)  If we estimate the amount of erergy comnsumed at your premises to cakulate
abil, we must:

() clkarly state onthe bill that t 5 based on an estimation; and

()  when your meter is later read, adjust your bill for the difference
between the estimate and the energy actually used.

(© If the kter meter read shows that you have been undercharged, we will
alow you to pay the undercharged amount in instalments, ower the same
period of time during whic h the meter was not read (if kss than 12 months),
or otherwise ower 12 moniths.

(d) If the meter has not been read due to your actions, and you request us to
replkce the estimated bill with a bill based on an actual reading of the meter,
we will comply with your request but may charge you any cost we incur in
doing so.

Your historical billing information

Upon request, we must give you information about your billing history for the
previols 2 years free of charge. Howewer, we may charge you if you requie
information going back nore than 2 years or we hawe already given you ths
nformatio n:

(@ 4 times inthe previous 12 nmonths, where this contract rektes to electricity;
or

(b) nthe prevous 12 morths, where ths contract reltes to gas.

9.4A Your electricity (only) consumption information

Upon request, we must give you information about your ekctricity consumption
for wp to 2 years free of charge. Howewer, we may charge you if

(@ we have akeady given you this information 4 times in the previows 12
months; or

(b) the information requested s different in manrer or form to any minimum
requrements we are requred to meet; or

(c) the information is requested by a representative you have authorised to act
on your behalf, and that request & part of a request the representative makes
to us n rebtion to more than ore custoner.
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10

11

9.5

10.1

10.2

10.3

10.4

Bill smoothing

We nmay, where you agee, arrange for you to pay you bills under a bill
smoothing arrangement, which s based on a 12 nonthly estimate of your erergy
corsurption.

PAYING YOUR BILL

What you have to pay

You must pay to us the amount shown on each bill by the date for payment (the
pay-by date) on the bill. The pay-by date will be no earlier than 13 business days
from the date on which we ssue your bil

Issue of reminder notices

If you have not pad your bill by the pay-by date, we will send you a reminder
notice that payment is required. The reminder notice will give you a further due
date for payment which will be not kss than 6 business days after we issue the
notice.

Difficulties in paying

@ If you hawe difficulties paying your bill, you should contact us as soon as
possbke. We wil provide you with nformation about payment optiors.

(b)  If you are a resdential customer and hawe told ws that you hawe difficulty
paying your bill, we must offer you the option of paying your bill under a
payment plan Howewer, we are not obliged to do so if you have had 2
payment plans cancelled due to non-payment in the previous 12 nonths or
have been convicted of an ofience inwlving the illegal use of erergy in the
prevols 2 years.

(c) Addtioral protectiors may be awailabke to you under our Customer
Hardship Policy and under the Natioral Erergy Retail Law and the Rules if
you are a customer experiencing payment difficulties due to hardshp. A
copy of our Customer Hardshp Policy & availbk on our website.

Late payment fees

If you have not paid a bill by the pay-by date, we may require you to pay a late
payment fee, whch & part of our standing ofer prices publshed on our webste.

[Required alteration: deletion of this chuse is a required alkeration where late
payment fees for small customers under a standard retail contract are not
permited by a State or Territory bw].

METERS

(@ You must allow safe and unhindered access to your premises for the
purposes of reading and mantaining the meters (where rekevart).
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(b)  We will use our best endeavours to ensure that a meter reading & carried out
as frequently as is reeded to prepare you bills, comsstertly with the
metering rules and n any ewent at kast once every 12 nornths.

12 UNDERCHARGING AND OVERCHARGING

12.1 Undercharging

@ If we havwe undercharged you, we may recower the undercharged amount
from you. If we recowver an undercharged amout from you:

() we will not charge nterest on the undercharged anmount; and

() we will offer you time to pay the undercharged amourt in instalments
ower the same period of time during which you were undercharged (if
kss than 12 months), or otherwse ower 12 mornths.

(b)  The maximum amourt we can recover ffom you is limited to the amount
that has been undercharged in the 9 months immediately before we notify
you, unless the undercharge s your fault, or results from your unlawful act
or omesion.

12.2  Overcharging

(@  Where you hawe been owercharged by kss than [required alteration: insert
curent owercharge threshold], and you have already paid the overcharged
amount, we must credit that amount to your next bil

(b)  Where you hawe been owercharged by [required alteration: insert current
owerc harcge thre sho ] or more, we must inform you within 10 business days
of our becoming aware of the overcharge and, if you hawe akeady paid that
amount, we muwst credit that amount to your rext bill. Howewr, if you
request otherwse, we will comply wih that request.

(© If you have stopped buying erergy from us, we will use our best endeavours
to pay the owvercharged amount to you within 10 business days.

(d) If you hawe been owercharged as a result of your own fault or unbwiful act
or omission, we may limit the amount we credit or pay you to the amount
you were owvercharged n the kst 12 nmontls.

12.3 Reviewing your bill

@ If you disagree with the amount you have been charged, you can ask us to
review your bill in accordance with our standard comphints and dispute
resoltion procedures.

(b) If you ask ws to, we must arrange for a check of the meter reading or
metering data or for a test of the meter in reviewing the bill. You will be
liable for the cost of the check or test and we may request payment in
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advance. Howewer, if the meter or metering data prowves to be faulty or
incorrect, we must reivburse you for the amout paid.

(c) Ifyour bill s being reviewed, you are still requred to pay any other bills
from ws that are due for payment and the ksser of:

()  the portion of the bil that you do not dspute; or

() anamout equal to the average of your bik n the bst 12 nonths.

13 SECURITY DEPOSITS

13.1  Security deposit

We may requrre that you provide a security deposit. The circunstances in which
We can requrre a security deposit and the maximum amount of the security deposit
are goverred by the Rukes.

13.2 Interest on security deposits
Where you hawe paid a security deposit, we must pay you interest on the security
deposit at a rate and on terns requred by the Rukes.

13.3 Use of a security deposit

(@ We may we your security deposit, and any interest earned on the security
deposit, to ofiset any amout you owe uder ths contract:

() if you fail to pay a bill and as a resuk we arrange for the disconrection
of your premses; or

() in relation to a final bill (ie. a bill we issue when you \vacate the
premises or when you stop purchasing erergy from uws at your
premses or when you request that your premses be discomected).

(b) If we use your security deposit or any accrued interest to offset amounts
owed to us, we wil advee you within 10 business days.

13.4  Return of security deposit

(@ We muwst return your security deposit and any accrued interest in the
folowing crcurstances:

() you compkte 1 years’ payment (in the case of residential customers)
or 2 years’ payment (in the case of business customers) by the pay-by
dates onour nial bik; or

(i subject to chuse 14.3 of ths contract, you stop purchasing erergy at
the rekevant premses under ths contract.
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(b) Ifyoudo not give ws any reasomabk instructions, we will credit the amount
of the security deposit, together with any accrued interest, to your rext bil
14 DISCONNECTIONOF SUPPLY
14.1 When can we arrange for disconnection?

14.2

14.3

Subject to us satisfying the requirements in the Ruks, we may arrange for the
dscomection of your premses if

(@ you do not pay your bill by the pay-by date and, if you are a resdentil
customer, you:

() fail to conply with the terms of an agreed payment phn; or

() do not agree to an offer to pay the bill by instalments, or having
agreed, you fail to comply with the istalment arrangement;

(b) you do not provide a security deposit we are entkked to requre from you; or

(c) youdo not give access to your premises to read a meter (where relevant) for
3 cormsecutive meterreads; or

(d) there has been illegal or frauduent use of erergy at your premises in breach
of chuse 16 of ths cortract; or

(e) we are otherwise entited or requred to do so uder the Rules or by bw.

Notice and warning of disconnection

Before disconrecting your premises, we must conply wih relevant warning
notice requirements and other provisbrs in the Rules. Howewer, we are not
required to provde a warning notice prior to disconrection in certain
crcumstances (for examplk, where there has been illegal or fraudulent use of
erergy at your premises or where there is an emergency or health and safety
BSLe).

When we must not arrange disconnection

(@ Subject to paragraph (b), your premises may not be dsconnected during the
folowing times (‘the protected period’):

() onabuiess day before 8.00am or atter 3.00pnt or
() onakFrday orthe day before a public holiday, or
()  onaweekend orapubic holday;, or

(M) on the days between 20 December and 31 December (both inclusive )
N any \ear; or
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) if you are being disconrected under clause 14.1(a), during an extreme
weather ewert.
(b) Your premses may be dscomected within the protected period:
()  for reasors of heakh and safety, or
()  n an emergercy, or
(i) as drected by a relevant authority; or
(M)  if youare inbreach of clause 6.5 of your customer conrection contract
which deak with nterference with erergy equpnent; or
(v if you request us to arrange disconrection within the protected period;
or
(W)  if your premises contain a commercial business that only operates
within the protected periobd and where access to the premises is
necessary to eflect dscomection; or
(vi) where the premses are not occuwpied.
15 RECONNECT IONAFTERDISCONNECT ION
(@ We muwst request your distrbutor to reconnect your premises if, within 10
business days of your premses being dscomected :
() you ask us to arrange for recomection of your premses; and
()  you rectify the matter that ked to the discomrection; and
(i)  you pay any recormrection charge (if requested).
(b) We may terminate this contract 10 business days following disconrection if
you do not meet the requrements n paragraph (a).
16 WRONGFUL AND ILLEGAL USE OF ENERGY
16.1 Use of energy

You must not, and must take reasonablk steps to ensure others do not:

@)
(b)

©)

llegally uwse erergy suppled to your premses; or

interfere or allow interference with any energy equpment that & at your
premees except as may be permited by bBw; or

wse the erergy swplied to your premises or any erergy equpment in a
maner that:
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0] urreasonably interferes with the conrection or supply of erergy to
another custoner; or

()  cawes damage or nterference to any thrd party; or

(d) alow erergy puchased from ws to be used otherwise than in accordance
with ths contract and the Ruks; or

(e) tamper with, or permt tarmmperng with, any metersor associated equipment.

17 NOTICESAND BILLS

(@ Notices and bills under this contract must be sert in writing, unkss this
contract or the Natioral Erergy Retail Law and the Rukes say otherwse.

(b) A notice or bill sent under ths contract s taken to have been received by
you or by us (as rekvan):

() on the date it is handed to the party, kft at the party’s premises (in
your case) or ore of our offices (in our case) or successfully faxed to
the party (which occurs when the sender receives a transmission report
to that efect); or

()  onthe date 2 busiess days after & s posted; or

(i) on the date of transmission (unless the sender receives notice that
delivery did not occur or has been delayed) if sent electronically and
the use of ekctronc communication has been agreed between s.

() Our contact details for you to contact us or send us a notice are as setout in
ou bil toyou, oras notified to you from time to tire.
18 PRIVACY ACT NOTICE
We will comply with all rekevant privacy kgislation in relation to your persoral
information. You can find a summary of our privacy policy on our website. If you
have any questiors, you can contact our privacy officer.
19 COMPLAINT S AND DISPUTERESOLUTION
19.1 Complaints

If you have a conplaint relting to the sale of energy by us to you, or this contract
gererally, you may lodge a conplaint wih us in accordance with our standard
conmphints and dspute resoltion procedures.

Note:

Our standard conplints and dis pute resolution procedures are published on our webs ite.
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20

21

19.2

20.1

20.2

20.3

204

Our obligations in handling complaints

If you make a conplaint, we must respond to your conplaint within the required
timeframes set out in our standard conplaints and dspute resolution procedures
and nform you:

(@ ofthe outcome of your conmphint and the reasors for owr decsion; and

(b)  that if you are not satisfied with our resporse, you hawve a right to refer the
conphint to [required akeration: insert rmame of rekvant erergy

ombudsman].

FORCE MAJEURE

Effect of force majeure event

If either party to this contract cannot meet an obligation under this contract
becawse of an evert outside the control of that party (‘a force majeure ewent’):

(@  the obligation, other than an obligation to pay morey, s suspended to the
extent it is affected by the force majeure ewvent for as bng as the force
majeure ewvent continues; and

(b) the affected party must we its best endeavous to give the other party
pronpt notice of that fact including full particulars of the evert, an estimate
of its likely duration, the extent to which the affected party’s obligations are
affected and the steps being taken to remowe, overcome or minimise those
eflects.

Deemed prompt notice

If the effects of a force majeure ewvent are widespread, we will be deemed to hawe
given you pronmpt notice if we make the necessary information availabke by way
of a 24 hour telephone service within 30 minutes of being advised of the event or
otherwise as soon as practicabk.

Obligation to overcome or minimise effect of force majeure event

A party that ckhims a force majeure event must wse its best endeavours to remo\e,
owercome or mnimise the eflects of that event as soon as practicabk.

Settlement of industrial disputes

Nothing in this clhuse requires a party to sette an indwtrial dispute that
corstitutes a force majeure ewvert in any manner other than the manrer preferred
by that party.

APPLICABLE LAW

The laws of [required alteration: insert name of the relevant participating
jusdictio n where the custonmer’s premises are bcated] govern ths contract.
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22

23

23.1

23.2

RETAILER OF LAST RESORT EVENT

If we are no longer entitkd by bw to sell erergy to you due to a Retailer of Last
Resort (RoLR) ewent occuring in relation to us, we are required under the
Natioral Erergy Retail Law and the Ruks to provide relevant information
(inclding your rane, billing address and metering dentifier) to the entity
appointed as the relevant designated retailer for the ROLR event and this contract
will come to an end.

GENERAL

Our obligations

Some obligatiors plced on wus under this contract may be carried out by another
person. If an obligation & plced on ws to do somethng under this contract, then:

(@ we are taken to have complied wih the obligation if another person does it
on our behalf, and

(b) if the obligation is not complied with, we are still liable to you for the
falure to conply with ths contract.

Amending this contract

(@ Ths contract may only be amended in accordance with the procedures set
out in the Natonal Erergy Retail Law.

(b) We must publsh any amendments to ths contract on our website.

Simplified explanation ofterms

billing cycle means the regulr recurent period for which you receive a bill from
L5,

busiress day mears a day other than a Saturday, a Sunday or a public holday;
customer means a person who buys or wants to buy erergy from a retaier;

customer conrection contract mears a contract between you and your
dstrbutor for the provsion of customer comection services;

designated retailer means the financelly resporsibke retailer for the premises
(where you have an existing conrection) or the local area retailer (where you do
not have an exstihg comrection) for your premses;

disconnection mears an action to prevent the flow of energy to the premises, but
does not incide an interruption;

distributor means the person who operates the system that conrects youw
premses to the dstrbution retwork;
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emergency means an emergency due to the actual or imminent occurrence of an
ewvent that in any way endangers or threaters to endanger the safety or heakh of
any person, or normal operation of the distrbution system or trarsmission system,
or that destroys or damages, or threaters to destroy or damage, any property;

energy mears ekctrcity or gas;

erergy laws means national and State and Territory laws and rukes rehting to
erergy and the kgal istruments made under those Bws and rukes;

force majgure eventmeans an event outside the control of a party;

GST has the meaning given in the GST Act (A New Tax System (Goods and
Services Tax) Act 1999 (Cth));

National Erergy Retail Law mears the Law of that name that is applied by each
partcipating State and Territory;,

relevant authonty means any person or body who has the power under hw to
direct ws, including the Australian Energy Market Operator and State or Federal
Polce;

residential customer mears a person who puchases erergy principally for
persoral, household or domestic wse at ther premises;

retailer mearns a person that 5 authorsed to sell erergy to customrers;

RoLR event mears an event that triggers the operation of the Retailer of Last
Resort scheme under the Natioral Erergy Retal Law;

Rules mears the National Erergy Retail Rules made under the Natioral Erergy
Retail Law;

security deposit means an amount of morey pad to us as security against
non-payment of a bill in accordance wih the Rukes;

small customer mears:
(@ aresdertal custorrer; or

(b) a buwsiness custormer who consumes erergy at or below a kwel determined
uder the National Erergy Retail Law;

standing offer prices mears tariffs and charges that we charge you for or in

conrection with the sale and supply of erergy. These are published on ow
website.
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Schedule 2 Model terms and conditions for deemed

standard connection contracts
(Rue 81)

PREAMBLE

3.1

Ths contract is abo ut the services which cowver conrection of your premises to our
distribution system, and the energy supplied to the premises. These services are
caled ‘custorrer comrection services”.

In addition to this contract, we are required to conply wih erergy laws and other
corsurer bws n our dealings with you

You abo hawe a separate contract wih your retailer dealing with the sake of
erergy to the premses.

More inforration about this contract and other matters 5 on our website
[permitted akeration: isert dstrbutor’s website address].

THE PART IES
Ths contract 5 between:

[Permitted alteration: name of distrb utor] who provides you with customer
conrection services at the premises (in this contract referred to as “‘we”, ‘our” or
‘8); and

You, the customer to whom ths contract applies (in ths contract referred to as
‘you” or ‘your).
DEFINITIONS AND INTERPRETATION

(@ Terms wsed in this contract have the same meanings as they hawe in the
Natioral Erergy Retail Law and the Natiornal Erergy Retail Rules (‘the
Ruks’). However, for ease of reference, a simplified expkration of some
terms & gven atthe end of ths contract.

(b) Where the simplified explaratiors in Schedule 1 differ from the definitions

in the Natioral Erergy Retail Law and the Rules, the definitiors in the
Natioral Erergy Retal Law and the Rues prevail

DO THESE TERMSAND CONDITIONS APPLY TOYOU?

These are our terms and conditions

Ths contract sets out the terms and conditiors for the standard conrection
contract for custorrers under the Natiornal Erergy Retail Law and the Rukes.
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3.2

3.3

3.4

4.1

4.2

Does this contract apply to you?

Ths contract applies to you if your premises are conrected to our dstrbution

system and you do not have another customer conrection contract with us for
those premies.

What if | need a new connection?

If you requre a rew conrection or an alteration to your existing conrection we
will provide you with a conrection offer in accordance with either the Natioral
Ekctricity Rulkes (for an ekctricity conrection) or the National Gas Rules (for a
gas conrection). That offer will contain terms and conditiors relevant to the
conrection, which will form additional terms and conditions to this contract if you
agree to the comrection offer.

Electricity or gas

Standard conrection contracts apply to electricity and gas, but some terms are

expressed to apply only to ore or the other. Our ditribution system is [insert ‘a
gas” or ‘an ekctriciky” asrekvant] dstrbution system

WHAT ISTHE TERM OF THIS CONTRACT?

When does this contract start?

If your premises are conrected to owr dstrbution system, this contract starts on
the date when you start to take supply of erergy at those premises.

When does this contract end?

(@ Ths contract ends:

() if your retailer notifies us that the supply of erergy to the premises is
to be disconrected (a ‘termination notice )—subject to paragraph (b),
on the date we disconrect the premises, (even if you have vacated the
premses earler); or

(i if you start receiving supply of erergy for the premises under a
different customer conrection contract—on the date that contract
starts; or

@ if a different customer starts receiving supply of erergy for the
premses—on the date the comection contract of that customer starts;

(M) if we both agree to a date to end the contract — on the date that &
agreed; or

(W 10 buwsiness days after we dsconrect the premises under the Rules, if
you have not within that period asked your retailer to reconrect the
premses and met the requrements i the Rukes for recomection.
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5.1

5.2

5.3

5.4

(b)  If your retailer gives us a termination notice but you do not give safe and
unhindered access to your premises to conduct a firal meter reading (where
rekvant), ths contract will not end under paragraph (a)(i) until a final meter
reading & carried ou.

(© Rights and obligatiors accrued before the end of this contract continue
despite the end of ths contract.

SCOPE OF THIS CONT RACT

What is covered by this contract?

(@  Under this contract we agree to provide customer conrection services at the
premises. We ako agree to meet other obligations set out in this contract
and to comply with the erergy bws.

(b)  Charges for customer conrection services will be billed under your contract
with your retaiker.

Sale of energy not covered by this contract

Ths contract does not cowver the sak of erergy to your premises. This is the rolke
of your retaier.

Services and your connection point

(@ We must provide, imstall and maintain equipment for the provision of
custormer conrection services at yowr premises safely and in accordance
with the erergy Bws.

(b) Ouw obligations extend up to the conrection point where erergy is to be
suppled to the premses (as defred by us) and not beyond.

Guaranteed service levels

(@  If you are a small customer, we are required under the laws of [required
a keration: insert name o f the State or Territory] to meet certain guaranteed
service lewels. These requirements are [required akeration: set out the
app licable GSL schenme requre ments of that State or Territory]. If we do not
meet a rekvant guaranteed service kwel and you are ertitkd to a payment
under those laws, we will make a payment to you in accordance with the
rekevant bws.

(b)  Nothing in ths contract limits ow obligations to make payments in
accordance with the applicabk GSL schene.

[Note:

W here there is no GSL Scheme in a State or Territory for small custorers, the dektion of this
cluse is arequired alteration.]
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6

6.1

6.2

6.3

6.4

YOUR GENERAL OBLIGATIONS

Full information

You must give us any information we reasomably require for the purposes of ths
contract. The information must be correct, and you must not miskad or deceive us
N rebtion to any nformation provided to Ls.

Updating information
You muwst pronptly:
(@ nform your retaier of any change to your contact detais; and

(b)  inform your retailer of any change that you are aware of that materially
affects access to your meter or to other equpment inwlved in provding
customer comrection services at the premises; and

(¢) inform uws of any proposed change that you are aware of in plant or
equipment, including metering equipment, or any change to the capacity or
operation of conrected phlnt or equipment that may affect the quality,
relability, safety or metering of the supply of erergy to the premises or the
premses of any other person; and

(d) inform either your retailer or us of any permarent material change to the
erergy lbad or pattern of usage at the premses.

Your obligation to comply with energy laws and our requirements

You mwst conply with:

(@  the erergy laws relating to the provision of customer conrection services we
provide to your premses under ths cortract; and

(b)  our reasorabk requirements under the erergy bBws, including our service
and irstallation ruks. This includes a requirement that you provide and
maintain at your premises any reasonable or agreed facility required by us to
provide customer comrection services to the premises.

Life support equipment

@ If a person living at your premises requires life support equipment, you must
register the premises with your retailer or with ws. To register, you will reed
to gmve written confirmation from a regstered medical practitiorer of the
requrement for life support equipment at the premies.

(b)  You must tell us or your retailer if the life support equipment s no lbnger
requred at the premises.

(c) If the premises are registered as having life support equipment, we must
gve you
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()  oereral advice that there may be a plnred or unplanned interruption
to the supply of erergy to the premses; and

() at kast 4 business days notice in writing of any planned interruptions
to the supply of erergy to the premses; and

@  information to assst you to prepare a plan of action in case of an
unplanned interruption; and

(M anemergency tekphore contact nurber.

6.5 Obligations if you are not an owner

If you cannot neet an obligation relating to your premises under this contract
because you are not the owrer, you will not be in breach of the obligation if you
take all reasonable steps to ensure that the ownrer or other person resporsibke for
the premses fulfils the obligation.

6.6 Small generators including solar panels

@ If you have a small gererator connected to our distrbution system at the
premises, you must comply with the applicable standards in operating and
maintaining the gererator when you start to take supply of energy under this
corntract.

(b)  If you no longer want to keep a small gererator at the premises conrected to
ow distrbution system, you must apply to us for a conrection alteration so
that any necessary akerations to the comrection can be made.

(© If you want to conrect a small gererator at the premises to our dstribution
system for the purpose of exporting erergy (for exampk, a solar parel), you
must apply for a conrection alteration under the National Electricity Rules.

We will provide you with a copy of the relevant additioral terns and
conditions at the time when we make owr comrection offer.

7 WRONGFUL AND ILLEGAL USE OF ENERGY

7.1 lllegal use of energy or interference

You mwst not and must take reasorabk steps to ensure others do not:
(@ iegally uwse erergy supplied to the premses; or

(b) interfere or allow interference with any of owr equpment at the premises,
except as may be permited by bBw; or

(© wse the erergy supplied to your premises or any erergy equpment in a
maner that:

()  urreasonably interferes with the conrection or supply of erergy to
another customer; or
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7.2

9.1

() cawes damage or nterference to any thrd party; or

(d) we customer conrection services provided by us in a way that is not
permitted by bw or ths contract; or

(e) tarmper with, or permt tarmmpering with, any metersor associated equipment.

Consequences for wrongful or illegal use

If you do not conply with clawse 7.1 abowe, we may, in accordance with the
erergy bws take any or all of the folowing actiors:

@ estimate the amount of energy obtained wrongfully or illegally and take debt
recovery action against you for that amout; and

(b)  undertake (or agree that you undertake) any recessary rectification work at
your cost; and

(c) arrange for the mmediate discomrection of the premses.

OUR LIABILITY

(@  The qualty and reliability of your elkctrcity swply and the quality,
pressure and continuity of your gas supply is subject to a variety of factors
that may be beyond our control including accidents, emergencies, weather
conditions, vandalism, system demand, the technical limitatiors of the
distribution system and the acts of other persors, including at the direction
of a relevant authority.

(b) To the extent permitted by law, we give no condition, warranty or
undertaking, and we make no representation to you, about the condition or
suitability of erergy, its quality, fitness for purpose or safety, other than
those set out n ths cortract.

(© Unkss we hawve acted in bad faith or regligently, the National Erergy Retail
Law excludes our liability for any loss or damage you suffer as a result of
the total or partial failure to supply erergy to your premises, which includes
any bss or damage you sufler as aresuk of the defectie supply of erergy.

ACCESSTOTHE PREMISES

Your obligations

Under the erergy Bws, you must provide us and owr authorised representatives
(together with all recessary equpment) saf and unhindered access to the
premises, including taking appropriate action to prevent menacing or attack by
animak at the premies, atany reasorabke time to alow s to:

(@ read, test, maintain, inspect or alter any metering installation at the
premses; and
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(b) cakubate ornmeasure erergy swpled or taken at the premses; and
(c) check the accuracy of metered consurption at the premses; and
(d) replce meters, cortrol apparatus and other erergy equipment of ours; and
(e) comect or dscomect the premses; and
(d examre or spect anerergy istalbtion atthe premses; and
(9 inspect, make safe, operate, change, maintain, remowe, repar or replace any
of our works at the premses; and
(N udertake repars, testing or manterance of the dstrbution systen and
() clkar wegetaton from the distrbution system including any equipnment
owred by us; and
()) take action to determine the appropriate tariff or charging category for the
premses; and
(k) perform services requested by you or your retaier.
9.2 Our obligations
If we or our representatives seek access to the premises under clause 9.1 abowe,
we wil:
(@ comply with all rekevant requrements under the erergy bws; and
(b) carry or wear oficial dentification; and
(c) show the dentification if requested.
10 INTERRUPT IONTOSUPPLY
10.1  Distributor may interrupt supply
We may interrupt the supply of erergy to your premises where permitted under
the erergy laws, including for a planned interruption or where there B an
unplanned interruption or in accordance with the conditiors of any applicable
tariff or under a contract with your retaiker.
10.2 Planned interruptions (maintenance, repair, etc)

(@ We may make planned interruptionsto the supply oferergy to the premises
uder the Ruks for the following purposes:

0] for the maintenance, repair or augmentation of the tramsmission
system or the distrbution system, including mainterance of metering
equprrent; or
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() for the irstallation of a new conrection or a conrection alteration to
another custorer.

(b)  If your energy swply will be affected by a planned interruption, we will
give you at least 4 business days rnotice by mmil, letterbox drop, press
advertsement or other appropriate mears.

10.3 Unplanned interruptions

(@  We may interrupt the supply of erergy to your premises in circumstances
where we corsider that a customer’s erergy installation or the ditribution
system poses an immediate threat of injury or material damage to any
person, property or the dstrbution system, ncuding:

() for upbmed manterance or repars;

()  for heakh orsafety reasors;

(i) N an emergercy,

(M) asrequred by arelevant authority;

(W to shed demand for erergy because the total demand at the rekevant
time exceeds the total supply avaieble; or

(W) to restore supply to a custorrer.

(b)  If an unplanned interruption is made, we will uise owr best endeavours to
restore erergy supply to the premises as soon as possbk.

(c) We will make information about unplanned interruptions (including the
natue of any emergency and, where reasorably possibk, an estimate of
when erergy suwply will be restored) available on a 24 hour tekphone
normation  service.

10.4  Your right to information about interruptions
(@ If you request us to do so, we wil use our best endeavours to exphn:
() aninterruption to the supply of erergy to the premises; or
(i) a swply of erergy to the premises of a quality in breach of any
rekvant standards under the erergy bws.
(b)  If yourequest an explanation be in writing we must, within 10 business days

of recemng the request, gve you either:
() the written explnation; or

() an estimate of the time it will take to provide a nore detailed
exphration if a longer period 5 reasomably needed.

Page 132



NATIONAL ENERGY RETAIL RULES SCHEDULE 2
VERSION 5

MODEL TERMS AND CONDITIONS FOR DEEMED STANDARD CONNECTION CONTRACTS

11

12

111

11.2

113

12.1

OUR CHARGES

Payment

The anmounts you are billed under your contract with your retailer include ou
charges for custormer comection services.

Determination of our charges

We will determine our charges for a billing cyck in accordance with the erergy
Bws.

Compliance with tariff requirements

@ If there are any conditiors that are relevant to any tariff or charging category
that applies to you for the supply of erergy to your premises we must advise
your retaier of those conditiors.

(b) You mwst conply with any conditiors referred to in paragraph (a).

(© If you do not comply with the conditions referred to in paragraph (a), we
may change the tariff that apples to you

DISCONNECTION OF SUPPLY

When can we disconnect?

Swbject to ws satsfying the requirements in the Rules, we may dsconrect your
premses if

(@  you retailer informs ws that it has a right to arrange for disconnection under
your contract with your retailer and requests that we disconnect the
premses; or

(b) you wse energy supplied to the premises wrongfully or illegally in breach of
chuse 7;or

() if you fail to pay any direct charges (where rekevant) to us under this
cortract; or

(d) if you provide fabe information to us or your retailer such that you would
not have been ertitled to be conrected if you had not provded the fake
normation; or

(e if you do not provide and maintain space, equpment, facilities or anything
ebe you must provde under the erergy Bws or this contract in order for us
to provide custorrer comection services; or

M if you fail to give us safe and unhindered access to the premises as required
by chuse 9 or any requrement under the erergy bBws; or
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12.2

12.3

12.4

(9 nanemergency orfor heath and safety reasors; or
(n if requred to do so atthe drection of a relevant authority; or
() if we are otherwse permited Dby the erergy lws to dscomect the premses.

Note:

The energy laws allo w distributors and other authorised peoplk to disconnect or arrange the
disconnection of premises in circuns tances additional to thoseset outabove.

Notice and warning of disconnection

If you are a small customer, we may disconnect your premises under clauses
12.1(c), 12.1(d), 12.1(e) or 12.1(H) only if

(@ we hawe sent you a disconnection warning notice that:

()  requires you to rectify, wihin 6 business days after the date of BSue
on the notice, the Bsue that could kad to discomrection; and

() carries a warning of the corsequences of failing to conply with the
notice; and

(b) in relation to safe and unhindered access only, we have uwsed our best
endeavours to contact you to arrange an appointment with you for access to
your premses N addiion to providing a disconnection warning notice; and

(¢)  you fail to comply with the disconnection warning notice within 6 business
days after the date of sste.

Life support equipment

If you are a small custorrer, we must not disconrect your premises if they are
regstered as having life support equipment, except n an emergency.

When we must not disconnect

(@  Subject to paragraph (b), and otherwse in accordance with the Rules, if you
are a small customer we must not disconnect the premises during the
folowing times (‘the protected period’):

() onabuwiess day before 8.00am or after 3.00pm; or
() onakFrday orthe day before a public holiday, or
() onaweekend orapublc holiday, or

(M) on the days between 20 December and 31 December (both inclusive)
N any \ear; or

(v if you are being dsconrected for a failure to pay, during an extreme
weather eert.
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(b) Youw premses may be dscomected within the protected period:
() for reasors of heakh and safety;, or
()  n an emergercy, or
(m asdrected by a relevant authority; or
(v if you are in breach of clause 7 which deals with wrongful and illegal
wse of erergy; or
(v if your retaier makes such arequest on your behalf or
(v) if your premises contain a commercial business that only operates
within the protected period and where access to the premises is
necessary to eflect dscomection; or
(vi) where the premses are not occuwpied.
12,5 Our rights after disconnection
The disconrection of the premises does not limit or waive any of the parties’
rights and obligations under ths contract arising before disconrection, including
any of your oblgations to pay amouts to us or your retaiker.
12.6  Disconnection fee
If you have not conmplied with a disconnection warning notice and we arrive at the
premises to dsconnect the premises but do not do so because you rectify the
matter referred to in the disconnection warning notice, you will be liable to pay a
reasorabke fee for our attendance at the premises.
13 RECONNECT IONAFTERDISCONNECT ION
13.1  Where we must reconnect

(@ If you are a small cuwstomer, we must arrange for reconrection of the
premses i within 10 business days of your premses being discomected :

()

(i)

where your retailer asked for the disconnection—if we are asked by
your retaier to recomect the premies; or

n other crcurstances—if:
(A) you ask us to arrange for recomrection of your premses; and
(B) you rectify the matter that kd to the dscomection; and

(C) you pay any reconmrection charge.

(b) We nmay terminate ths contract 10 business days following disconrection if
the requrenments n paragraph (a) are not met.
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13.2 Timeframe for reconnection

If you are asmall customer and at the time of the request for recomection:

(@ you or your retailer have made arrangements for payment of the relevant
reconection charge; and

(b) you have complied with our requirements under the relevant erergy Bws;
and

(c) the necessary infrastructure to re-erergise the premises remains in place;
and

(d) you provde saf and uhindered access to the premses,

we must re-erergise the premises within [required alteration: insert the applicab ke
senice standard as to time for re-erergsatio n], ukess you request a hter tire.

13.3  Wrongful disconnection

If we disconrect the premises where we did not hawe a right to do so, we must
recormrect the premises as soon as possbk and without charge.

14 NOTICES AND BILLS

(@ Notices and bills (where relevant) under ths contract must be sent in
writhg, wnkess ths contract or the Rukes say otherwse.

(b) A notice or bill sent under ths contract s taken to have been received by
you or by us (as rekvant):

() on the date it is handed to the party, kft at the party’s premises (in
your case) or ore of our offices (which excludes depots) (in our case)
or successfully faxed to the party (which occurs when the sender
recemes a transmesion report to that eflect); or

()  onthe date two busiess days after i 5 posted; or

(i on the date of transmission (unless the sender receives notice that
delivery did not occur or has been delayed) if sent electronically and
the use of ekectronc communication has been agreed between s.

15 PRIVACY ACT NOTICEAND ACCESS TOINFORMATION

15.1  Privacy of personal information

We will comply with all rekevant privacy kgislation in relation to your persoral
information. You can find a summary of our privacy policy on our website. If you
have any questiors, you can contact our privacy officer.
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16

17

15.2A Access to information - electricity only

Upon request, we must give you information about your erergy corsumption or
ou charges for customer conrection services for up to 2 years free of charge. We
may charge you a reasornabk fee for nformation requested;

(@ nore than 4 times n the previows 12 months; or

(b)  that & different in manrer and form to any minimum requirements we are
requred to meet; or

() by a representative you have authorsed to act on yowr behalf and that
request is part of a request the representative makes to s in relationto more
than ore custorrer.

15.2B Access to information - gas only

16.1

16.2

17.1

Upon request, we must give you information about yowr erergy comsumption or
ow charges for customer conrection services. We nmay charge you a reasorabk
fee for nformation requested more than once n any 12 nonth period.

COMPLAINT S AND DISPUT E RESOLUT ION

Complaints

If you have a conphint relating to the supply of erergy to the premises, or ths
contract gererally, you may lbdge a complaint with us in accordance with ouw
standard conphints and dspute resoltion procedures.

Note:

Our standard conphlints and dis pute resolution procedures are published on our webs ite.

Our obligations in handling complaints or disputes

If you make a conplaint, we must respond to your complaint within the requied
timeframes in ow standard comphints and dspute resolution procedures and
norm you

(@ ofthe outcome of your conmphint and the reasors for owr decsion; and

(b)  that, if you are not satsfied with our response and youare a small custoner,
you hawe a right to refer the comphint to [requred akeration: insert name
and contact detais of the rekevant erergy onmbudsnman].

FORCE MAJEURE

Effect of force majeure event

If either you or we cannot meet an obligation under ths contract because of an
ewert outsde the cortrol of the party (‘a force majeure event’):
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(@  the obligation, other than an obligation to pay morey (including, in our case,
a payment for failure to meet a guaranteed service lewel), is suspended to the
extent it 5 afected by the evert for so bng as the event contiues; and

(b)  the affected party must use its best endeavours to give the other pronmpt
notice of that fact including full particulars of the evert, an estimate of is
likely duration, the extent to which its obligations are affected and the steps
taken to renmowve, owercome or mnimise those efiects.

17.2 Deemed prompt notice

If the effects of a force majewre ewent are widespread we will be taken to hawe
given you pronpt notice if we make the recessary information availabke by way
of a 24 hour tekephone service within 30 minutes of being advised of the ewvent or
otherwse as soon as practicable.

17.3 Obligation to overcome or minimise effect of force majeure event

A party that ckhims a force majeure event must wse its best endeavours to remo\we,
owercome or mnimise the efliects of that event as soon as practicabk.
17.4  Settlement of industrial disputes

Nothing in this cluse requires a party to settk an indwtrial dispute that
corstitutes a force majeure ewvert in any manner other than the manrer preferred
by that party.

18 APPLICABLE LAW

The laws of [required alteratio n: insert name of participating jursdiction in which
the dstributor's dstrbutio n_system & bcated] gowvern ths contract.

19 GENERAL

19.1  Our obligations

Some obligatiors plced on us under this contract may be carried out by another
person. If an obligation & phlced on ws to do somethng under ths contract, then:

(@ we are taken to have complied with the obligation if another person does it
on our behalf, and

(b) ifanobligation 5 not conplied with, we are still liable to you for the failure
to comply with ths contract.

192 GST

(@ Amounts specified in the standing offer prices fom time to time and other
amounts payable under this contract may be stated to be exclusive or
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19.3

incluisive of GST. Paragraph (b) applies unkess anamount payable under this
cortract & stated to ncude GST.

(b)  Where an amount paid by you or by us under ths contract s payment for a
“taxabk supply” as defined for GST purposes, to the extent permitted by
law, that payment will be increased so that the cost of the GST payabk on
the taxable supply B passed on to the recipient of that taxablke supply.

Amending this contract

(@  Ths contract may only be amended from time to time in accordance with
the procedures set out n the Natioral Erergy Retal Law.

(b) We muwst inform you of any material amendments to ths contract as
requred by the Natioral Erergy Retal Law.

Simplified explanation ofterms

billing cycle mearns the regular recurrent period for which we charge for customer
comrection  services;

business day mears a day other than a Saturday, a Suxay or a pubic holday;

conrection point mears the point at which a dstribution system conrects to an
erergy irstallation or equipment that serwes the premises of ore or nore
custoners;

customer mears a person who buys or wants to buy erergy from a retaier;

customer conrection services include services rekting to the flow of erergy to
YOur preimses;

disconnection mears an action to prevent the flow of energy to the premises, but
does not inclide an interruption;

emergency means an emergency due to the actual or imminent occurrence of an
event that in any way endangers or threaters to endanger the safety or heakh of
any person, or normal operation of the distrbution system or trarsmission system,
or that destroys or damages, or threaters to destroy or damage, any property;

erergy mears ekctricity or gas (as rekevant to ths contract);

erergy laws means national and State and Territory laws and rukes rehting to
erergy and the kgal istruments made under those Bws and rukes;

force majgure eventmeans an event outside the control of a party;
GSL schene has the meanng gwven i the Natioral Erergy Retal Law;

GST has the neaning given in the GST Act(A New Tax System (Goods and
Services Tax) Act 1999 (Cth));
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inte rruption means a tenyporary uravailability or temporary curtailment of the
supply of energy from a distrbution system to a customer, but does not include
dscomection;

National Ernergy Retail Law mears the Law of that rame that is applied by each
partcipating State and Territory;,

National Electricity Rules mears the rules made under the Natioral Ekctricity
Law;

National Gas Rules means the rues made uder the Natiomal Gas Law;

premises mearns the address at which customer conrection services are provided
to you and, to awoid doubt, may ichde your ekctrical or gas stallation;

relevant authority means any person or body who has the power under hw to
direct ws, including the Australian Energy Market Operator and State or Federal
Polce;

retailer mears a person that s authorsed to sell erergy to customers;

Rules mears the Natoral Erergy Retail Rules made under the National Enrergy
Retail Law;

small customer nears:
(@ aresdertal custorrer; or

(b) a buwsiness custormer who consumes erergy at or below a kwel determined
uder the Natioral Erergy Retal Law;

small genre rator mears an embedded gererating unit of the kind contemphted by
Auwstralian Standard AS 4777 (Grid comrection of erergy systens via verters);

standard connection contract means a contract on the terms and conditions and
in the form of ths documert.
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Schedule 3 Savings and Transitional Rules

Part 1 Transitional Rules—NSW gas distributors
Division 1 Application and definitions
1 Application

During the tramsition period the Ruks apply to, and in relktion to, a NSW gas
dstrbutor, subject to the exchsions, qualifications and modification n ths Part.

2 Definitions

Inths Part:
access arrangement has the same nmeaning as n the NGL
curmrent access arrangement means an access arrangement that:

(@ applies to a NSW gas distributor with respect to pipelines bcated in NSW;
and

(b) B N force on the start date.

expiry date means the date when the current access arrangement no lnger
applees.

interim deemed standard connection contract means a deemed standard
conrection contract prepared by a NSW s distrbutor in accordance with
Dwvsion 2 ofths Part.

interim NSW conrection contract rules means the rues prescribed n ths Part.

model deemed standard conrection contract mearns the model terms and
conditons for a deemed standard comection corntract set out n Scheduke 2.

NSW gas distributor meams a service provider within the meaning of the NGL
that hods a reticultor's authorisation under the Gas Supply Act 1996 of New
South Wales in respect of a ppeline bcated in NSW, excluding ActewAGL
Dstrbution (partrershp of AC TEW Distribution Ltd ACN 073 025 224 ard
Jemera Networks (ACT) Pty Ltd ACN 008 552 663).

reference services agreement mears a contract between a user and a NSW @as
dstributor, whether descrbed n the relvant current access arrangement as:

(@) areference service agreerrert;
(b) astandard user agreemert;

(c) aservice agreement; or
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(d) agas tramsportation agreemert.

start date mears the date when these interim NSW conrection contract ruks
come into operation.

transition period mears the period from the start date to the expry date.

Division 2 Interim deemed standardconnection contract

3

1)

@)

@)

@)

3)

4)

Required Alterations

During the tramsition period, a NSW gas dstributor must adopt a form of deemed
standard conrection contract under section 69 of the Law in accordance with
Schedule 2 of the Rules and subject to this Division (an intenm deemed
standard conrection contract).

The amendnents made to an interim deemed standard conrection contract under
ths Divsion are requred akeratiors as contenplted by section 69(5) of the Law.

Inconsistency with access arrangements and reference
services agreements

Ths ruke applies where there is an incorsistency between rights and obligations of
a NSW gas dstrbutor i rehtion to:

(@ acuwtomer uder the model deemed standard comrection contract; and

(b) the customer's retailer under the distrbutor’s current access arrangement
and/or reference services agreement with that retaier.

Subject to subrule (3), the terns and conditions of the current access arrangement
or reference services agreement prevail ower the terms and conditions of the
model deemed standard comection contract to the extent of the incorsstercy.

If the application of the inconsstent term or condition of the distributor’s currert
access arrangement or reference services agreement would result, or is lkely to
result, in kss fawuwable terms and conditiors for the customer, the terms and
conditions of the model deemed standard conrection contract prevail ower the
current access arrangement or reference services agreement (as the case may be)
to the extent of the incorssterncy:.

During the trarsition period, a NSW gas distrbutor must ensure that at all times,
its interim deemed standard conrection contract complies with subrule (3)
including making an amendment to address an incorsistency and must ensure that
the efct of the amendment does not result in less fawourabk terms and
conditions  for customers.
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5

@)

@)

©)

4)

©)

(6)

Retailer interface

Ths ruk applies where the terms and conditiors of a current access arrangement
or reference services agreement make it necessary for the rights and obligatiors of
a customer under the model deemed standard conrection contract to be exercised
and discharged for and on behalf of the customer by customer's retailer for the

premses.

The rights and obligations of a customer under the NSW gas distrbutor's interim
deemed standard conrection contract must be exercised and discharged for and on
behalf of the customer by the custorrer's retaiker.

A NSW qas distributor must deal with the financilly resporsibke retailer ir
reltion to any matter where the retailer & acting for or on behalf of the customer
uder subrue (1).

A retailer will not be liable for any act or omission of the customer when acting in
accordance with subrues (2) and (3).

A retailer will not be liable for any act or omission of a NSW gas distributor when
actng n accordance with subrue (2).

A NSW gas distributor must amend its interim deemed standard conrection
contract to address the matters referred to in ths rue 5.

Division 3 Deemed and existing contractual arrangements

@)

@)

with customersand NSW gas distributors

Formation of interim deemed standard connection connect
contracts on start date

Subject to rule 7 of ths Part, if the premises of a customer in NSW are being
swpplied with gas immediately before the start date without the customer being a
party to a contract with a NSW gas dstributor in relation to that supply, an interim
deemed standard conrection contract between the customer and the NSW gas
distributor is taken to exist between the customer and the NSW gas dstributor
from the start date.

Existing contracts with large customers

An interim deemed standard conrection contract in existence on or after the start
date does not apply to a large customer who immeditely before the start date, has
a contract in plce between that custormer and a NSW gas distributor for provision
of customer comrection services.

A deemed AER approwved standard conrection contract in exstence immeditely
after the start date does not apply to a large customer who immediately before the
tramsition date, has a contract in plce between that customer and a NSW @as
dstributor for provsion of customer comrection services.

Page 143



NATIONAL ENERGY RETAIL RULES SCHEDULES3

VERSION 5

SAVINGS AND TRANSITIONAL RULES

3)

A deemed standard conrection contract in existence on or after the expiry date
does not apply to a krge customer who immediately before the start date has a
contract in place between the customer and a NSW gas dstributor for provsion of
customer conrection  services.

Division 4 Transitional arrangements after the expiry date

8

@)

@)

Part 2

Deemed standard connection contract to replace interim
contract

Before the expiry date, a NSW gas dstributor must prepare a form of deemed
standard conrection contract in accordance with the Law and these Rules to
replce the nterim deemed standard connection contract after the expry date.

Immediately after the expiry date, the terms and conditibors of the NSW gas
distributor’s interim deemed conrection contract are taken to be rephced by the
terms and conditions of the NSW @as distrbutor’s deemed standard connection

contract prepared uder subrue 1.

Transitional Rules —ACT gas distributor

Division 1 Application and definitions

1

Application

During the transition period the Ruks apply to, and in relation to, the ACT gas
dstributor, subject to the exclsions, qualifications and nodification in ths Part.

Definitions
Inths Part:
access arrangement has the same nmeaning as n the NGL

ACT gas distributor means ActewAGL Distrbution, a partrershp of ACTEW
Dstrbution Ltd (ACN 073 025 224) and Jemena Networks (ACT) Pty Ltd (ACN
008 552 663).

curent access amangement mears an access arrangement that:
(@ apples to the ACT gas dstrbutor; and
(b) B N force on the start date.

expiry date mears the date when the current access arrangement no lnger
applees.

inteim deemed standard connection contract means a deemed standard
conrection contract prepared by an ACT gas dstrbutor in accordance with
Dwvsion 2 ofths Part.
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interim ACT connection contract rules mears the rues prescrbed in ths Part.

start date mears the date when these interim ACT conrection contract rukes
come into operation.

transition period mears the period from the start date to the expry date.

Transport Services Agreement has the same meaning as in the current access
arrangement.

Division 2 Interim deemed standard connection contract

3

1)

@)

1)

@)

3)

4)

©)

(6)

Required Alterations

Duwing the trarsition period, the ACT gas distrbutor must adopt a form of
deemed standard conrection cortract under section 69 of the Law in accordance
with Scheduk 2 of the Rules and subject to this Division (an interim deemed
standard conrection contract).

The amendnents made to an interim deemed standard conrection contract under
ths Dvsion are requred akeratiors as contenplted by section 69(5) of the Law.

Retailer interface

Ths ruk applies where the terms and conditions of a current access arrangement
or reference services agreement make it necessary for the rights and obligations of
a customer under the interim deemed standard connection contract to be exercised

and discharged for and on behalf of the customer by customer's retailer for the
premses.

The rights and obligations of a customer under the ACT gas distrbutor's interim
deemed standard conrection contract must be exercised and dscharged for and on
behalf of the customer by the custorrer's retaier.

The ACT @as distributor must deal with the firancielly resporsiblke retailer in
rebtion to any matter where the retailer & acting for or on behalf of the customer
uder subrue (1).

A retailer will not be liable for any act or omission of the customer when acting in
accordance with subrues (2) and (3).

A retailer will not be liable for any act or omission of the ACT gas dstributor
when acting n accordance with subrue (2).

The ACT gas ditributor must amend its interim deemed standard connection
contract to address the matters referred to in ths rue 4.
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Division 3 Deemed and existing contractual arrangements
with customersand ACT gas distributors

5 Formation of interim deemed standard connection connect

1)

)

3)

contracts on start date

Subject to rule 6 of this Part, if the premises of a customer are being supplied with
ges immeditely before the start date without the customer being a party to a
contract with an ACT gas distributor in reltion to that supply, an interim deemed
standard conrection contract between the customer and the ACT gas dstributor &

taken to exist between the customer and the ACT gas distrbutor from the start
date.

Existing contracts with large customers

An interim deemed standard connection contract in existence on or after the star
date does not apply to a large customer who immedi tely before the start date, has
a contract in plce between that customer and the ACT gas distrbutor for
provsion of customer comnection senvices.

A deemed AER approwved standard conrection contract in existence immedately
after the start date does not apply to a large customer who immediately before the
trarsition date, has a contract in plce between that customer and the ACT gas
dstrbutor for provsion of customer comrection services.

A deemed standard conrection contract in existence on or after the expiry date
does not apply to a krge customer who immediately before the start date has a
contract in plce between the customer and the ACT gas distributor for provision
of customer comection services.

Division 4 Transitional arrangements after the expiry date

-

@)

@)

Part 3

Deemed standard connection contract to replace interim
contract

Before the expry date, the ACT gas ditributor must prepare a form of deemed
standard conrection contract in accordance with the Law and these Rules to
replce the nterim deemed standard comrection cortract after the expry date.

Immediately after the expiry date, the terms and conditions of the ACT @as
distributor’s interim deemed conrection contract are taken to be rephkced by the

terms and conditors of the ACT gas dstrbutor’s deemed standard conrection
contract prepared under subrue 1.

Biling-related transitional rules

Definitions

In ths Part:
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billing-related transitional rules means the rues prescrbed by ths Part.
start date means the date when these billing-related tramsitional rukes come into
operation
transitional liability means a liability incurred before, but continuing after, the
start date.

2 Bill smoothing arrangement (Rule 23 NERR)

(1) A bill smoothing arrangement that was in force immediately before the start date
cortines  in force.

(2) Rue 23of the Rues applies to a trarstional bil smoothihg arrangenment  as if
(@ the Rules had been in force when the bill smoothing arrangement was made;

and
(b) the bill smoothing arrangement had then been made with the explicit
mormed corsent of the small customrer.

(3) The rule applies in rektion to standard retail contracts but not in relation to
market retail cortracts.

3 Bill frequency (Rule 24)

(1) Abill issted to a small customer within 3 mornths after the start date & taken to
have been issted in accordance with ruke 24 of the Rules although it may relate to
a period of more than 3 nontrs.

(2) Ths rule applies in relhtion to standard retail contracts but ot in relation to
market retail contracts.

4 Undercharging (Rule 30)

(1) The provisions of the Ruks for recovery by a retailer of amounts the retailer has
undercharged a small customer (Rule 30) extend to undercharging occurring
before the start date if
(@ the udercharging began before but contied after the start date; or
(b) the undercharging occurred wholly before the start date but, as of that date,

the retailer had given the small custormer no notice of the undercharge, nor
had the retailer taken any other action to recower the amount of the
udercharce.

(2) The provision of the Rules limiting recovery to undercharging occuring within 9

months before the date the retailer notifies the customer of the undercharge (ruke
30(2)(a)) applies to trarsitioral liabilities as well as liabilities arsing after the start
date.
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©)

1)

@)

©)

1)

@)

@)

@)

3)

Ths ruk applies in relation to standard retail contracts and also in relktion to
market retail contracts (other than prepayment meter market retail contracts).

Overcharging (Rule 31 NERR)

The provisiors of the Rulkes requiring a retailer to reimburse amounts the retailer

has owercharged a small customer (ruke 31) extend to owercharging occurring
before the start date if.

(@ the owercharging began before but conthued atfter the start date; or
(b) the owercharging occured wholy before the start date but, as of that date:

()  the retailer had not given the small customer notice of the owercharge,

nor had the retailer taken any other action to reimburse the amount
owercharged; and

()  the small customer had taken no formal action to recover the amount
owercharged.

It follows that, if owercharging occured before and after the start date, the
references in rule 31 to the anount owercharged is a reference to the aggregate of
the amounts owercharged before and after the start date.

Ths ruk applies in relation to standard retail contracts and also in reltion to
market retail contracts (other than prepayment meter market retail contracts).

Payment methods (Rule 32 NERR)

Ifa small customer was wsing Centrepay as a payment option immediately before
the start date, the retailer will be taken to have ekcted, on the start date, to permit

the small customer to use Certrepay as a payment option under ruke 32(2) of the
Rukes.

Ths ruk applies in relation to standard retail contracts and also in reltion to
market retail contracts (other than prepayment meter market retail cortracts).

Shortened collection cycles (Rule 34 NERR)

If before the start date, a small customer was placed on a shortered collection

cycle and the arrangement was in force immediately before the start date, the
arrangement will contine as if made under rue 34 of the Ruks.

In deciding, for the puposes of rule 34(4) whether the customer has paid &2
corsecutive bills, payments made before, as well as after, the start date must be
taken nto corsideration.

Ths ruke applies in relation to standard retail contracts and also in rehktion to
market retail contracts (other than prepayment meter market retail contracts).
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8
@)

@)

©)

4)

©)

Part 4

@)

@)

Enforcement of payment

The procedures lad down by the Rukes for billing and collection of debts owed by
asmal custorrer to a retaier extend to trarsikional [abilities.

If.

(@  the retailer had, before the start date, commenced an action or process to
recover the amount of a trarsitional liability under provsions then in force
for the billing and colection of debts; and

(b) asat the start date, the action or process remaired inconmpkte,

the retailer may contiue and conpkte the action or process under the Ruks.

For the purposes of subrule (2), anaction or process for the billing or collection of
debts, prescribed by provisiors in force before the start date, will be takento be an
action or process uder analbgous provsions of the Rukes.

Ths ruke does not derogate from other provisiorns for the recovery of trarsitioral
Iabilities.

Ths ruke applies in relation to standard retail contracts and also in reltion to
market retail contracts (other than prepayment meter market retail contracts).

Miscellaneous transitional rules—initial NERR

Definitions

Inths Part:
misce llaneous transitional rules means the rues prescrbed by ths Part 4.

start date means the date when these miscellaneous trarsitional ruks come into
operation

Life support arrangements

Any life support equipment registered or otherwise ientified or notified under
jursdictional erergy legishtion, or a jursdictioral administrative arrangemert,
immediately before the start date will be taken to hawe been the subject of a
confirmation provided to the relevant retailer or dstributor (or both) under Part 7
of the Ruks.

The premises at which any life support equipment is located (as advsed in
conrection with a regstration, identification or notification referred to in subruke
(1)) will be taken to be the premises to which the arrangements apply for the
purposes of Part 7 of the Rukes.
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3 Classificat ion of customers
A retailer or ditributor of gas & not required to comply with the requirements of
Division 3 of Part 1 of the Rules rekting to the classification of customers until 1
Augst  2012.

4 Existing aggregation arrangements (Rule 5 NERR)

(1) Ths rule applies whrere, before the start date, a retailer has an agreement with a
custorrer for 2 or nore premises to be aggregated so as to be treated as a brge
custorrer (an existing aggre gation arrange me nt).

(2) An existing aggregation arrangement corntinues in force according to its terms,
and rue 5 apples to atrarstioral aggregation arrangement as if
(@ the Ruks had been in force when the existing aggregation arrangement was

mede; and
(b) the existing aggregation arrangement had then been made with the explicit
nmormed corsent of the custoner.
5 Energy consumption benchmar ks
A retailer 5 not required to comply with subrule 25(1)(0) and ruke 170 of the
Rues urtil 1 October 2012.
6 Electricity consumption benchmarks not to apply in NSW
In NSW, a retailer 5 not required to conply with subruke 25(1)(0) and ruke 170 of
the Rules until 28 February 2014, but is not prevented from doing so before that
date.
7 Interim bill benchmarks where legacy bililng arrangements
(1) Inths ruk:

transition period mears the period starting from the start date to 28 February
2014,

interim bill benchmark customer means a resdential electricity customer

bcated in Queersbhnd, Victoria, South Australia and the ACT, whose bills are
ssted under kgacy biling arrangements at the start date.

legacy billing arrangements means anagreement between a retailer and a kgacy
billing service provider under which the billing system is not erabled to include
ekectrcity bil benchmarking nformation on the bill iself.

legacy billing service provider means Essential Erergy (established under the
Energy Services Corporation Act 1995 (NSW).
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@)

(1)

@)

3)

Part 5

retaile r means the financially resporsble retailer for an interim bill benchmark
custoner.

Duing the tramsition period, an afiected retailer & taken to satisfy the
requirements of ruke 170 and subrue 25(1)(0) of the Rules in reltion to an
interim bill benchmark customer if the particulars required to be in a bill for those
cwstomers are incded with ther bil

Application of start and end meter reads on small customer
bills

In ths ruke:
interval meteris a meter that measures and records consunption of ekctricity
derted from nterval metering data (within  the meanng of the NER).

Subrule 25(1)(j) applies without nodification if a small customer’s meter
measures and records consurption of erergy only on an accurution bask.

If a small customer has an interval meter, the requirements of subrule 25(1)(j) do
not apply unkess the requred metering data s reasorably avaibble.

Rules consequential on the making of National
Energy Retaill Amendment (Customer access to
information about their consumption) Rule
2014

Definitions

Amending Rule means Natioral Erergy Retail Amendment (Customer access to
nformation about ther erergy corsunption) Rue 2014.

require d alterations mears the amendments set in Scheduke 2 of the Amending
Ruke.

Variation date

Retailers and distributors must meke the required akeratiors to their standard
retail contracts and standard conrection contracts respectiely by 28 February
2016.

Effective date

The requred akeratons must take eflect no kter than 1 March 2016.
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Part 6

1)

@)

Rules consequential on the making of the
National Energy Retail Amendment (Expanding
competition in metering and related services)
Rule 2015

Definitions
Inths Part:

Amending Rule means the Natioral Erergy Retail Amendment (Expanding
competition n meterng and relhted services) Rue 2015.

e ffective date mearns 1 December 2017.

require d alterations mears the amendments set out in Scheduke 2 of the
Amending Ruke.

Variation Date

Retailers and distributors must meke the required akerations to their standard
retail contracts and standard comection contracts by the efiective date.

Aleratiors made under subrule (1) must take effect on and from the effective
date.
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