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Electricity Performance Reporting Datasheet - Retail Indicators - Change Energy

IMPORTANT NOTICE FOR ELECTRICITY RETAIL LICENSEES

Licensees should refer to the Electricity Retail Licence Performance Reporting Handbook for information on the definitions of electricity retail indicators listed in
these Datasheets. The Handbook is available on the ERA website (see link below):

https://www.erawa.com.au/electricity/electricity-licensing/requlatory-guidelines

As per section 4 of the handbook, retailers should cc | the ber’ col in each worksheet as follows:

If the data is available:
Enter the data

If the activity did not occur:
Enter '0’
For example, if the retailer supplied electricity to residential customers but did not place any residential customers on an instalment plan, the data for indicator CCR 17 should be ‘0’.

If the activity is not applicable:
Enter 'n/a’
For example, if the retailer did not supply electricity to residential customers, indicator CCR 17 should be marked ‘n/a’.

If the data is unavailable:
Leave the data cell blank. Add a comment in the ‘comments’ cell explaining why the data cannot be provided.

If the data shows a change of more than 10% compared to last year’s data, the retailer should include the likely reason(s) for the change in the ‘comments’ column.

Some indicators (shaded blue) require a value as at 30 June.
Some indicators (shaded green) require a cumulative total value for the whole of the reporting year.

Some indicators require reporting to be on a per customer basis whereas others are on a per incident basis. For example, indicator CCR 17 (Total number of residential customers who are
subject to an instalment plan) should be reported on a per customer basis. This means that if a customer was placed on an instalment plan more than once during a reporting year, the
customer should only be counted once. Indicator CCR 40 (Total number of residential customer disconnections for failure to pay a bill) should be reported on a per incident basis. This
means that if a customer is disconnected more than once during the reporting year, then each disconnection should be recorded separately.
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Note:

Indicators that require a value as at 30 June are shaded green.

Indicators that require a cumulative total value for the whole of the reporting year are shaded blue.
Do not enter data into cells that are shaded yellow, these indicators are automatically calculated.
Do not enter data into cells that are shaded grey, they do not apply to that indicator.

Customer numbers

Basis of
Indicator No. Description Reporting Comments
Number
/ Change Energy does not supply residential
nia customers
n/a
#VALUE!

115|Customer growth

0

115

n/a

n/a

CCR9

n/a
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Billing and payment
. o Basis of Reporting
| No. D
ndicatorNo escription Number PETCEnETE Comments
n/a
#VALUE!
n/a
#VALUE!
#VALUE!
n/a
#VALUE!
n/a
#VALUE!
#VALUE!
0
3
2.6%
10
8.7%
CCR 29 Not used.
CCR 30 Not used.
n/a
#VALUE!
0
n/a
#VALUE!
0
n/a
n/a
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Disconnections for non-payment
. o Basis of Reporting
IndicatorNo. Description Comments
I " i Number Percentage
n/a
#VALUE!
0
n/a
#VALUE!
n/a
#VALUE!
n/a
#VALUE!
n/a
#VALUE!
n/a
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Reconnections

IndicatorNo.

Description

Reconnections

Basis of Reporting
Comments
Number Percentage

n/a
#VALUE!

0

n/a
#VALUE!

n/a
#VALUE!

n/a
#VALUE!

n/a
#VALUE!

n/a
#VALUE!

0

0
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Complaints

IndicatorNo.

Description

Complaints

Basis of Reporting
Comments
Number Percentage
n/a
0
n/a
#VALUE!
0
n/a
#VALUE!
0
n/a
#VALUE!
0
n/a
#VALUE!
0
n/a
#VALUE!
n/a
#VALUE!
0
0
n/a
n/a
#VALUE!
n/a
#VALUE!
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Compensation payments

IndicatorNo. Description

0
$0
0
$0
0
$0
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Call centre performance
. — Basis of Reportin
IndicatorNo. Description P 9 Comment
Number Percentage
Change Energy does not have a call
n/a centre - all calls are answered by account
managers.
n/a
#VALUE!
n/a
n/a
#VALUE!

Call centre performance Page 8 of 10



2019/20 Electricity Performance Reporting Datasheets - Retail

Energy bill debt

CCR 117 |[Indicator CCR 117 moved to 'Billing and Payment' section].

Energy bill debt and instalment plans for non-hardship customers Page 9 of 10



2019/20 Electricity Performance Reporting Datasheets - Retail

|Hardship customers

IndicatorN Description Basis of Reporting
o. P Number Value ($)

Comment

$0

$0
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