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Operation:

Description

Contestable residential customers as of June 30

indicator [unit  Datainput [Comments |

We do not supply SUC

Non-contestable residential customers as of June 30

Non-contestable business customers as of June 30

Pre-payment meter customers total as of June 30

Pre-payment meter customers who have reverted (o a standard meter within 3 months of meter installation or

entering into a contract

Pre-payment meter customers who have reverted to a standard meter

eceive billing data from the distributor

idential customers subject to a payment plan

esi
esidential customers granted additional time to pay a bill

isiness customers issued a bill outside the maximum timeframe.

usiness customers subject to a payment plan

usiness customers granted additional time to pay a bill

idential customers who have lodged security deposits for their account

ness customers who have lodged security deposits for their account

idential customers who have had their direct debit plans terminated

usiness customers who have had their direct debit plans terminated

hardship

Pre-payment meter customers who have informed the retailer they are experiencing payment problems or financial

Residential customers using Centrepay (o pay energy bills as at June 30

Disconnections for non-payment

Reconnections

Complaints

Residential customer di for failure to pay a bill

Business customer di

for failure to pay a bill

Residential customer di of customers subject to a payment plan

Residential customer disconnections where customer was disconnected on at least one other occasion during the

reporting vear or previous reporting vear

'where customer had a concession

occasion durina the reportina vear or the previous reportina vear

Business customer reconnections requested by retailer within seven days of requesting the disconnection
Residential customer reconnections within seven days where customer was subject to a payment plan
Residential customer reconnections within seven days where customer was reconnected on at least one other

Residential customer

within seven days where customer had a concession

Residential customer reconnections requested by retailer after requesting the customer be disconnected (including
it

thin 7 davs)

Business customer reconnections requested by retailer after requesting the customer be disconnected (including
those ithi

iin 7 davs)

Business customer reconnections requested by retailer that were not reconnected within the prescribed timeframe

Complaints received from residential customers, other than those received from pre-payment meter customers

Complaints received from business customers, other than those received from pre-payment meter customers

Residential customer complaints about billing/credit

Business customer complaints about billing/credit

Residential customer complaints about transfers

Business customer complaints about transfers

Residential customer complaints about marketing (including those directly to ret

ler)

Business customer complaints about marketing (including those directly to a retailer).

Residential customer complaints about all other matters

Business customer complaints about all other matters

Residential customer complaints concluded within 15 business days

Residential customer complaints concluded within 20 business days

Business customer complaints concluded within 15 business days

Business customer complaints concluded within 20 business days

Pre-payment meter customer complaints

Pre-payment meter customer complaints concluded within 15 business days

Pre-payment meter customer complaints concluded within 20 business days

Compensation payments
Number of payments made to customers under clause 94 of the Code of Conduct

Call centre performance

Energy bill debt

Hardship customers

Vulnerable customers

Total sum paid to customers under clause 94 of the Code of Conduct

Number of payments made to customers under clause 95 of the Code of Conduct

Total sum paid to customers under clause 95 of the Code of Conduct

Number of payments made to customers under clause 96 of the Code of Conduct

Total sum paid to customers under clause 96 of the Code of Conduct

Calls attempts to a retailer call centre

Calls to retailer call centre answered by operator within 30 seconds

Mean duration for call centre operator to answer call

Calls to a call centre that go unanswered

Residential customers repaying bill debt as of 30 June (excluding hardship customers)

umber of

Business customers repaying bill debt as of 30 June (excluding hardship customers)

umber of

Mean bill debt for residential customers as of 30 June (excluding hardship customers)
Mean bill debt for business customers as of 30 June (excluding hardship customers)

Residential customers with bill debt between $500 and $1,500 as of 30 June (excluding hardship customers) Number of

Dollars

Dollars

Residential customers with bill debt between $1,500 and $2,500 as of 30 June (excluding hardship customers) Number of

Residential customers with bill debt exceeding $2,500 as of 30 June (excluding hardship customers) Number of

Residential customers subject to a payment plan s of 30 June (excluding hardship customers) Number of
Residential customers who had their payment plan cancelled by the retailer for non-payment_ (excluding hardship  [SeaRPL3

Number of

Residential customers who successfully completed their payment plan (excluding hardship customers) [ R P72 Number of

Residential customers on a hardship program as at 30 June

CCR 120 lumber of

Mean bill debt of hardship customers as of June 30

ccr121  DNEY

Total number of hardship customers who are the subject of a concession as at 30 June CCR 128 lumber of

Residential customers denied access to a retailer hardship program

CCR 129 lumber of

in bill debt for customers at the time of entering hardship program

CCR 130 rs

tomers who ent p program wi

t up to $500 at the time!

CCR 131 ber of

tomers who enterex

tomers who enterex p program wi

et
ip program wi iebt between $500 and $1500 at the time CCR 132 ber of
iebt between $1,500 and $2,500 at the time CCR 133 ber of

a
a
a
a

tomers who enterex

ip program wi jebt exceeding $2,500 at the time CCR134 ber o

fomers subject to a payment plan as of June 30 (excluding those using Centrepay) CCR135 ber o

tomers using Centrepay for bill debt

CCR 136 ber of

CCR 137 ber of

the retailer

Residential customers who exited a hardship program because they successfully completed it or by agreement with [ole &K1

Number of

Residential customers who exited a hardship program because they were removed from it for non-compliance CCR 139 Number of

Residential customers who exited a hardship program because they left the retailer

Residential customers who completed a hardship program or exited by agreement with the retailer, during the CCR 141
revious reportina vear. who were then disconnested durina the reporting vear for non.

Residential customers who completed a hardship program or exited by agreement with the retailer, during the CCR 142

reporting year or previous reporting year, who were then disconnected during the reporting year for non-payment but

reconnected within seven davs

le customers as of 30 June

CCR 140

le customers who were the account holder as of 30 June

le customers named on another person’s account as of 30 June.

le customers on the 9-month di as of 30 June

Il debt of vulnerable customers on the 9-month

moratorium when they exit the moratorium

Vulnerable customers with a pre-payment at any time during reporting year

Pre-payment meters reverted to standard meters by retailer as requested by vulnerable customers who were on the [l &P}

9-month disconnection moratorium during the reporting

Billing and payment

Page 1 of 1



