
 
 
 
 

 

20
 
Au
PO
Syd
 
Su
 

 
Th
Pa
 
Sim
Qu
 
Th
sta
acc
asp
 
Im
 
Sim
the
 
Ins
cu
 
Th

 
Ot

 
Co
 
Th
rev

Simply Energy

0 December 

ustralian Ene
O Box A2449
dney South 

bmitted by u

ank you for 
per).  

mply Energy 
ueensland. 

e Paper stat
akeholder vi
curacy. The 
pects of the 

provements

mply Energy 
e time taken

stead, we co
stomers and

e biggest be
 Coolin

of the 
 Remot

transfe

ther improve
 Revers

this ha
consum

 Improv
 Review

needed
we req

 Review

ooling-off pe

e Paper stat
view’s scope

y (ABN 67 269 24

2013 

ergy Market 
9  
NSW 1235 

upload to th

Referenc

the opportu

 is a leading

tes that the r
ews on whe
Australian E
internation

s to current 

 does not co
n for custom

onsider that 
d industry pa

enefits will b
ng-off period

cooling-off 
tely-read int
erred as soo

ements that 
se the chang
as led to a su
mers or mar
ve distributio
w the data re
d and what 
quired to als
w change req

eriods 

tes that the A
e. However, 

 

41 237) is a partn

Commission

he AEMC we

ce EPR0038: 

unity to resp

g energy reta

review is foc
ether the cur
Energy Mark
al arrangem

processes 

onsider that 
mers to switc

a range of in
articipants. 

be obtained 
ds. Reduce c
period. 

terval meter 
n as meterin

will provide
ge that allow
ubstantial in
rket participa
on business 
equirements
can be remo
o select a “r
quest code t

AEMC does 
the cooling

nership comprisi

n  

ebsite. 

Review of E

pond to the R

ailer servicin

cused on cu
rrent custom
ket Commiss

ments that sh

a single solu
ch retailers.

ncremental 

from the fol
ooling-off p

/ smart met
ng data is av

e benefits inc
wed the curr

crease in em
ants. 
service leve

s for change
oved. For ex
retrospectiv
types and de

not conside
-off period a

ing IPower Pty Lt

Electricity Cu

Review of El

ng Victoria, S

stomer swit
mer transfer 
sion (AEMC)
hould be con

ution has be

improvemen

llowing chan
periods and a

ter (RRIM/SM
vailable afte

clude the fo
ent retailer 

mail traffic to

els. 
 requests, to
ample, if the

ve date” tran
etermine if t

r the length 
accounts for

td (ACN 111 267

ustomer Swi

lectricity Cu

South Austra

tching for in-
process is e
is also seek

nsidered for 

een identifie

nts to curren

nges: 
allow transfe

M) transfers. 
r the end of 

ollowing: 
to object to 
o clear the o

o determine
e change req
nsfer read ty
the number c

of the cool
r approxima

7 228) and IPowe

itching – Iss

ustomer Swit

alia, New So

-situ small c
fficient in re
ing views on
adoption in 

d that will re

nt processes

ers in Victor

Customers w
the cooling

retrospectiv
objections, f

how much 
quest type is

ype? 
can be redu

ing-off perio
tely 1/3 of t

  
 

er 2 Pty Ltd (ACN

ues Paper 

tching Issues

outh Wales a

customers, a
elation to tim
n whether th
Australia. 

educe transf

s will give be

ria to begin b

with RRIMs/S
g-off period. 

ve transfers 
for no appar

information
s retrospect

ced. 

od to be wit
the 65 days t

N 070 374 293)

s Paper (the 

and 

nd seeks 
meliness and
here are any

fer errors an

enefits to 

before the e

SMs should 

(CR1010) as
ent benefits

n is actually 
ive, why are

hin the 
that a transf

d 
y 

nd 

end 

be 

s 
s to 

e 

fer 



 
 
 
 

 

ca
of 
 
Cu
co
exa
tho
 
Ad
co
co
eff
 
Sta
 
Vic
pe
sta
 
Th
tra
en
 
Re
 
Th
cu
the
ne
ex
the
the
 
Th
co
tra
 
Dis
 
Un
rea
the
 
Th
an

Simply Energy

n take, and w
the review. 

ustomers req
ntract inform
ample, the c
ough the sig

dditionally, a
mpliance. T
ntract inform
fectively get

tart of the tra

ctoria is the 
riod. It wou

ates. 

ere is little r
ansfers is co
d at the sam

etrospective 

e National E
stomer tran
e requireme
ver happene
pected to im
e bulk of the
e customer, 

ese provisio
nsider that t

ansfer to the

stribution bu

ntil Simply En
adings, re-en
eir service o

ere are a nu
d improvem
 Curren

do not
day re

 Addres
MSATS

y (ABN 67 269 24

we consider

quire a cooli
mation is to
cooling off p
gnificance of

a prudent ret
herefore a r
mation is su
t a cooling-o

ansfer proce

only state t
ld reduce cu

risk that this
mplex and w

me time, so t

customer tr

Energy Custo
sfers more t
nt to treat c
ed, to create

mpose a cost
e cost falls o
but now fin

ons should b
the provisio
e original ret

usiness serv

nergy as a re
nergisations 
bligations. 

umber of asp
ment: 
ntly distribut
t take this lo
quirement s
ss the data q
S (in MSATS 

 

41 237) is a partn

r that it need

ng off perio
o long, espe

period for bu
f that purcha

tailer will al
equirement 
fficient. In p

off period of

ess 

hat does no
ustomer tran

s change wil
we time the 
that the nee

ransfers 

omer Framew
than 130 day
customer tra
e unexpected
t on the reta
on the retaile
nds out it did

e reviewed t
ns should ac
tailer back to

ice levels 

etailer obtai
and de-ene

pects of distr

tion busines
ong to supply
should be rev
quality issue
free-form ce

nership comprisi

ds to be incl

d, but the cu
ecially consid
uying a resid
ase is much 

low extra da
to provide a

practice a pr
f 7 to 8 busin

t allow the t
nsfer time if 

l lead to inc
start of the 
d to reverse

work (NECF
ys before th

ansfers wher
d and unusu

ailer that has
er who origi
dn’t).  

to reduce th
ccept that a 
o 130 days.

ns control o
ergisations, w

ribution bus

ses require 2
y meter read
viewed, and

es with the w
ells). Transfe

ing IPower Pty Lt

luded in the 

urrent 10 bu
dering the im

dential prope
greater. 

ays for deliv
a cooling-of
udent retail
ness days fo

transfer pro
the Victoria

reased level
transfer so t

e transfers is 

) currently i
e date of th

re explicit in
ual outcome
s failed to pr
nally had th

he complex c
de facto tra

of metering s
we are depe

iness service

20 business 
ds for billing
d reduced if 
way addresse
ers can be d

td (ACN 111 267

scope in ord

usiness days 
mpact of the
erty in Victo

very of the c
ff period of 3
er will allow

ollowing this

cess to begi
an requireme

ls of reverse
that cooling
minimised.

ncludes prov
e request. T
formed con
s. In particu
rove the exp

he customer 

customer an
ansfer took p

services and
ndent on ho

e performan

days to sup
g purposes a
possible. 
es are create
elayed if we

7 228) and IPowe

der to maxim

from when 
e purchase d

oria is only 3

ontract info
3 to 5 busine

w additional 
s change. 

n before the
ents are bro

e transfers. T
g-off periods

visions that 
This requirem
sent cannot
lar, the requ

plicit informe
(the retailer

nd retailer is
place, and al

d can perform
ow distributi

nce that we 

ply a meter 
nd the reaso

ed by distrib
e cannot ide

  
 

er 2 Pty Ltd (ACN

mise the pos

the custom
decision bein
 business da

ormation, to 
ess days from
time, so the

e end of the 
ught in line 

The procedu
 and objecti

prevent retr
ment is intera
t be proved a
uirements co
ed consent, 
r that thoug

sues that ar
llow a retros

m our own m
on business

consider req

read for a tr
ons for the 2

bution busine
ntify the site

N 070 374 293)

sitive impact

er receives t
ng made. Fo
ays even 

ensure 
m receipt of
e customer w

cooling-off 
with other 

re to reverse
on periods 

rospective 
acting with 
as having 
ould be 
but instead 
ht it had los

ise. We 
spective 

meter 
es deliver on

quire review

ransfer. They
20 business 

esses in 
e due to 

ts 

the 
r 

f 
will 

e 

st 

n 

w 

y 



 
 
 
 

 

 
Ch
 
Th
 
Fo
an
est
for
req
the
red
 
Ob

 
We
 
Qu
 
Cla
tra

 

Simply Energy

addres
record

 Reduce
We ha
despite
estima
an act
to que

hanges we ca

ere are som

r example, i
 actual read
timate was v
r energy tha
quired to pro
ese problem
duced switc

bjections for
 
 Curren

transfe
o 

o 

o 

 

e wish to res

uestion 4: Ju

ause 5.1 of t
ansfer on the
 $200 o

agreed
 Is not 
 Has be
 Is in re
 Remai

terms 

y (ABN 67 269 24

ss difference
ded for a par
e the incide

ave example
e there bein
ate, as an ac
ual read. It i

estion the ini

annot see w

e changes t

f customers 
d as is curren
very wrong. 
t was in fac
ovide the cu

ms would be 
hing times. 

r debt 

nt processes 
erring to ano

Due to me
to recover
up call’ tha
Some cust
paying the
We need m
that a sma
network c

spond to tw

risdictional 

the Victorian
e grounds of
or more (net
d payment te
in dispute. 
een outstand
espect of the
ns despite th
for its repay

 

41 237) is a partn

es and we ha
rticular site c
nce of the “
s of consum
g clear acce
tual read co
s not clear t
itial “no acc

working 

hat we cann

are transfer
ntly done, th

In such a ca
t supplied by

ustomer with
complex an

only permit
other retaile
edia attentio
r debts from 
at we can us
tomers trans
eir debts to t
more flexibil
all number o
harges, whic

wo of the que

customer tr

n Electricity 
f debt, if the
t of any refu
erms have b

ding for at le
e supply and
he customer
yment (of th

nership comprisi

ave to ask th
can be differ
no access” 

mers who hav
ess. Addition
ould not be t
to us how ac
cess” reason

not see work

rred from on
hen problem
ase a custom
y the previo
h a credit fo
d potentially

t retailers to
er. 
on on the en

small custo
se to encour
sfer to anoth
the previous
lity with resp

of customers
ch leads to h

estions pose

ansfer proce

Customer T
e debt meets
undable adva
been adhered

east 40 Victo
d sale of elec
r having bee
e sort conte

ing IPower Pty Lt

he customer
rent for gas 
reason for a
ve received 

nally, there h
taken due to
ccess issues 
.   

king in the N

ne retailer to
s may occur

mer may be p
ous retailer. A
r energy bill
y costly to im

o object unde

ergy industr
omers, and s
rage custom
her retailer t
s retailer. 
pect to cust
s do not avo
higher charg

ed in the Pap

esses 

Transfer Cod
s the followi
ance held by
d to for at le

orian busine
ctricity or co
en offered, in
emplated by 

td (ACN 111 267

r to look for 
and electric

a read not be
“no access”

have been oc
o “no access

could have 

NEM, althoug

o another on
r if a subseq
presented w
Alternatively
led by the pr
mplement, o

er certain ci

ry it is not pr
o the prospe

mers to pay w
to ensure co

omer transf
id paying fo

ges for the c

per: 

de allows a r
ing conditio
y the retailer
east three m

ess days. 
onnection se
n writing, re
the Electric

7 228) and IPowe

their NMI. A
city.  
eing made, w
” letters from
ccasions wh

s”, which is s
been resolv

gh they may

n the basis o
uent actual 

with a very la
y, the incom
revious reta
outweighing

rcumstance

ractical for u
ect of discon
when other c
ontinuation o

er objection
r their energ
ustomers w

etailer to ob
ns: 
r and exclud
onths). 

ervices. 
estructured p
ity Retail Co

  
 

er 2 Pty Ltd (ACN

Additionally,

which delays
m distributio
hen we have
subsequentl

ved so promp

y appear to w

of an estimat
read shows 

arge bill that
ming retailer 

iler. Procedu
g the likely b

s to a custo

us to use co
nnection is t
communicat
of their supp

ns so that we
gy consump
ho do pay. 

bject to a cu

ding any deb

payment 
ode). 

N 070 374 293)

, the address

s a transfer. 
on businesse
e received an
y replaced b
ptly, leading

work overse

te, rather th
that the 

t goes unpai
may be 

ures to addr
benefits of 

mer with de

urt processe
the final ‘wa
tion has faile
ply without 

e can ensure
tion and 

ustomer 

bt on which 

s 

es, 
n 
by 
g us 

eas. 

an 

d, 

ess 

ebt 

es 
ake 
ed. 

e 



 
 
 
 

 

Th
ha
cu
sm
cir
 
We
cu
 
Qu
 
Sim
suf
an
 
‘Da
rea
the
for
sch
 
‘Ba
up
up
tha
wi
 
In 
tha
 
 
 
If y
on
 
Yo
 
Dia
Se

Simply Energy

ese terms ar
ve led to gro
stomers may

mall amount.
rcumstances

e consider t
stomer’s de

uestion 5: Ob

mply Energy 
fficient flexi
d network c

atebad’ obje
ading data a
e distributio
r a date whe
hedules to p

admeter’ obj
grade is req
grade chang
at a request 
thdrawn and

summary, th
at inappropr

you have an
 (03) 8807 1

ours sincerel

anne Shields
nior Regulat

y (ABN 67 269 24

re too restri
owth in the 
y adhere to 
 Preventing 

s leaves us w

hat retailers
bt exceeds $

bjections to 

 considers th
bility that cu

charges. 

ection. This i
available for 
n business’s

en data will 
prevent this o

jection. Whe
uired by the
ge request a
for a new m

d the chang

here are issu
riate objectio

y questions 
1171. 

y 

s 
tory Manage

 

41 237) is a partn

ctive and do
number of c
a payment p
us from obj

with an unco

s should be a
$200 and ha

the MSATS 

hat the ‘Deb
ustomers do

is used by di
the nomina

s meter read
be available
occurring. 

en a custom
e rules. Desp
s a matter o

meter has be
e request is 

ues with asp
ons are not 

concerning 

er 

nership comprisi

o not reflect
customers w
plan for thre
ecting to th

ollectable de

able to objec
as been outs

process 

bt’ objection
o not transfe

istribution b
ated transfer
 schedule. T

e. Distributio

mer’s consum
pite being aw
of course. Fu
een sent to a

cancelled a

ects of the o
unnecessari

this submis

ing IPower Pty Lt

 the significa
who face chr
ee months, b
e customer 

ebt, the cost 

ct to custom
standing for 

n needs to be
er to anothe

businesses to
r date. This i
This delays tr
on businesse

mption increa
ware of this, 
urthermore, 
a third party 
utomatically

objections p
ily extending

sion, please

td (ACN 111 267

ant recent in
ronic payme
but in this tim
transferring
of which is 

mer transfers
at least 40 b

e made cons
r retailer to 

o object to a
s despite us 
ransfers as w

es should ma

ases to exce
distribution
although we
metering pr

y. We then h

procedures t
g transfer tim

contact Jam

7 228) and IPowe

ncreases in e
ent difficultie
me their deb

g to another 
borne by ot

s in any NEM
business day

sistent acros
avoid payin

 transfer be
nominating

we then hav
aintain accur

eed the smal
n businesses 
e explain to 
rovider, the 
have to subm

hat need to 
mes. 

mes Barton, R

  
 

er 2 Pty Ltd (ACN

energy charg
es. In these c
bt is only red
retailer und

ther custome

M jurisdiction
ys. 

ss jurisdictio
g for their c

cause there 
g a transfer d
ve to re-subm
rate meter r

ll customer 
object to th
the distribu
objection is 

mit a new ch

be reviewed

Regulatory P

N 070 374 293)

ges, which 
cases 
duced by a 

der these 
ers. 

n, where a 

ons and give 
consumption

is no meter 
date based o
mit the trans
eading 

limit, a mete
he meter 
tion busines
not 

hange reque

d, to ensure 

Policy Mana

n 

on 
sfer 

er 

ss 

est.   

ger 


