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Electricity Performance Reporting Datasheets - Retail

Electricity Retail Performance Reporting Form

Reporting year
Licence holder

Contact person name
Position

Email address.
Phone number

Regulation references
The Code
Obligations

Category Indicator
Residential customers

FY202
Chane Ener ERL2S

lect reporting y

lect licens

Enter licensee contact details

‘Code of Conduct for the Supply of Electricity to Small Use Customers 2022
Electriity Compliance Reporting Manual

Description

A e R Y

Enter reporting

the “Input

the indicator is not applicable, leave the

If applicable, enter previous reporting ye
correction to be applied, leave the cell blank

[ or
FY2025126  FY2024125

Corrected
FY2024125

Var.

ator - if the data value is zero, enter zero into the cell; if

into the "Corrected" column for each indicator - if there is no

Comments.

luding pre-payment meter customers as at 30 June.

er of

tomer (ncluding hardshi the reporting year.

er of_unique accour

tomers, excluding hardship customers, on a payment plan as at 30 June.

er of

tomers granted additional time to pay an energy bill during the reporting year.

er of

tomers who lodged a security deposit for their the reporting year.

er of

tomers who had a direct debit plan terinated by the retailer during the reporting year.

er of

tomers using Centrepay to pay their energy bills as at 30 June.

er of

tomers, excluding hardship customers, who had a payment plan cancelled due to non-payment during the

er of

Residential customers, excluding . who Pl the reporting | Number of unique accounts

esidential customers, excluding hardship customers, with energy bill debt as at 30 June.

jumber of

foan energy bill debt of residential customers with energy bil debt, excluding hardship customers, as at 30 June.

ollars

esidential customers, excluding hardship customers, with energy bill debt over $500 and up to $1,500 as at 30 June.

jumber of

esidential customers, excluding hardship customers, with energy bill debt over $1,600 and up (o $2,500 as at 30 June.

jumber of

esidential customers, excluding hardship customers, with energy bill debt over $2,600 as at 30 June.

lumber of

esidential customers denied access o a hardship program during the reporting year.

ontestable business customers as at 30 June:

jumber of unique accounts

as at 30 June.

on a payment pi 30 J

granted additional ime to pay an energy bill during the reporting year.

‘who lodged a for their the reporting year.

who had a terminated by the retailer during the reporting year.

with eneray bill debt as a1 30 June.

tean energy bill debt of business customers with energy bill debt as at 30 June.
customers as at 30 June.

Number of

Pr customers at the start of the reporting year with a standard meter as at 30 June.

Number of

Pre-payment meter customers who reverted (o a standard meter during the reporting year within three months of
commencing a pre-payment meter arrangement.

Number of ocourrences.

Pro-payment meter customers who informed the retailer of financial hardship at some time during the reporting year.

fardship customers as at 30 June.

fardship customers, excluding those using Centrepay. on a

er of

fardship customers using Centrepay as at 30 June.

er of

fardship customers with a concession as at 30 June.

er of

ustomers who exited a hardship program during the reporting year.

er of

fardship customers at the start of the reporting year who are no longer hardship customers as at 30 June because they
successfully completed their hardship program or by agreement with the reailer.

er of

Customers removed from a hardship program during the reporiing year for non-compliance.

Number of 1

Residential customers who exted a hardship program because they left the retailer.

Number of s

Customers who exited a hardship program during the reporting year or the previous reporting year because they
successfully completed it or by agreement with the retailer, but who were subsequently disconnected during the reporting
year for non-payment.

Number of unique accounts

Customers who exited a hardship program during the reporting year or the previous reporting year because they
successfully completed it or by agreement with the retailer, but who were subsequently disconnected during the reporting
year for non-payment and then reconnected within seven days.

Number of unique accounts

Mean energy bill debt of hardship customers as at 30 June.

Dollars

‘Mean energy bill debt of customers who entered a hardship program during the reporting year, at the time of entering the
hardship program.

Dollars

Customers who entered a hardship program during the reporting year with energy bill debt up to $500 at the ime.

Number of ocourrences.

Customers who entered a hardship program during the reporting year with energy bill debt over $500 and up to $1500 at
e time

Number of ocourrences.

Customers who entered a hardship program during the reporting year with energy bill debt over $1,500 and up to $2,500 at
e time;

Number of ocourrences.

Customers who entered a hardship program during the reporting year with energy bill debt over $2.500 at the fime.

uinerable customer accounts as at 30 June.

Number of ocourrences.

jumber of

uinerable customer accounts as at 30 June for which an identified vulnerable person is the account-holder.

lumber of

uinerable customer accounts as at 30 June for which an identified vulnerable person is not the account-holder.

lumber of

uinerable customer accounts as at 30 June on a nine-t ‘moratorium.

lumber of

loan energy bill debt of vulnerable customers at the time of exiting a nine-month disconnection moratorium during the
reporting year.

Calls to the licensee call cenre that selected to speak to an operator during the reporting year.

ollars

Number of ocurrences

Change Energy does not operate a call centre.

Calls 1o the licensee call centre answered by an operator within 30 seconds of selecting (o speak 1o an operator, during
the reporting ye:

Number of ocourrences.

Mean wailing time for calls to the licensee call centre to be answered after selecting (o speak 1o an operator, during the
reporting year.

Seconds,

Billing delays

Calls 1o the licensee call cenre that selected to speak to an operator but were terminated before being answered, during
the reporting year.

Residential customers issued an energy bill outside the prescribed maximum timeframe uring the reporting year where
e delay was the fault of the retailer

Number of ocourrences.

Number of ocourrences

Residential customers issued an energy bil outside the prescribed maximum timeframe during the reporting year because
the retailer did not receive timely billing data from the distributor.

Number of ocourrences.

Business customers issued an energy bill outside the prescribed maximum fimeframe during the reporting year.

customers, during the reporting year.

ustomers during the reporiing year.

from residential customers during the reporting year.

from b the reporting year.

from residential customers during the reporting year.

for complaints from business customers during the reporting year.

farketing complaints from residential customers (including those directly to the retailer) during the reporting year.

farketing complaints from business customers (including those directly t the reporting year.

iher complaints from residential customers during the reporting year.

iher complaints from business customers during the reporting year.

m residential custor during the reporting year.

ompl m residential custor during the reporting year.

ompl m business customers concluded within 1 ays during the reporting year.

ompl m business customers concluded within 20 business days during the reporting year.

ompl m pr ustomers concluded within 15 business days during the reporting year.

occurrences

Compensation payments.

Complaints from pre-payment meter customers concluded within 20 business days during the reporting year.

Number of payments made to customers during the reporting year under clause 94 of the Code related to delayed
connections.

occurrences

Number of ocourrences

Total payment to customers during the reporting year under clause 94 of the Code related to delayed connections.

Dollars

Number of payments made to customers during the reporting year under clause 95 of the Code related to wrongful
disconnections.

Number of ocourrences.

Total payment to customers during the reporting year under clause 95 of the Code related to wrongful

Dollars

Number of payments made to customers during the reporting year under clause 96 of the Code related to customer
sence.

Number of ocourrences.

Disconnections and reconnections

Total payment {o customers during the reporting year under clause 96 of the Code related o Gustomer service.

Residential customer during the reporting year.

Dollars

Number of ocurrences

Business customer during the reporting year.

Number of ocourrences
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Number of ocourrences.

e e e e e L R
time during the reporting year or the previous reporting year

Number of ocourrences.

Number of ocourrences.

Residential customer during the reporting year of customers with a concession.
Pr due to insufficient pre-payment, during the reporting year.

Number of ocourrences

Pre-payment meter customers disconnected during the reporting year for longer than two hours at least twice in any one.
month,

Number of unique accounts.

Residential customer uring the reporting year.

Number of ocourrences.

Residential customer the reporting year requested by the retailer within seven days of requesting the
disconnection.

Number of ocourrences.

Residential customer the reporting year requested by the retailer that were not reconnected by the
distributor within the prescribed timeframe.

Number of ocourrences.

Residen the reporting year requested by the retailer within seven days of requesting the
s RS payment p\an

Number of ocourrences.

Residen the reporting year requested by the retailer within seven days of requesting the
e o st during the reporting year or the previous reporting

Number of ocourrences.

Residential customer reconnections during the reporting year requested by the retailer within seven days of requesting the
disconnection for customers with a concession.

Number of ocourrences.

Business customer during the reporiing year.

Number of ocourrences.

P
disconr

Number of ocourrences.

e e A O e O A L S T

Number of ocourrences.

distributor within the prescribed timefrar

Billing and payment
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