Phone number

Regulation references

Category Indicator
Residential customers

OFFICIAL
Electricity Performance Reporting Datasheets - Retail

FY2025/26 lect reporting year
Perth Energy ERL10

'see contact details

Enter reporting year data into the "Input” column for each indicator - f the data value is zero, enter zero into the cell; if

Code of Conduct for the Supply of Electricity to Small Use Customers 2022 the indicator is not applicable, leave the cell blanl

Electricity Compliance Reporting Manual If applicable, enter previous reporting year data corrections into the "Corrected" column for each indicator - if there is no
correction to be applied, leave the cell blank.

Input Reported  Corrected
Description i FY2025/26 FY2024/25 FY2024/25 Var. Comments

Contestable residential customers as at 30 June. unique accounts

Non-contestable residential customers excluding pre-payment meter customers as at 30 June. unique accounts

Residential customer payment plans (including hardship payment plans) during the reporting year. ique accounts

Residential customers, excluding hardship customers, on a payment plan as at 30 June. iaue accounts

Residential customers granted additional time to pay an energy bill during the reporting year. iaue accounts

Residential customers who lodged a security deposit for their account during the reporting year. iaue accounts

Residential customers who had a direct debit plan terminated by the retailer during the reporting year. iaue accounts

Residential customers using Centrepay (o pay their energy bills s at 30 June. iaue accounts

Residential customers, excluding hardship customers, who had a payment plan cancelled due to non-payment during the ique accounts
reporting year.

Residential customers, excluding hardship customers, who successfully completed a payment plan during the reporting ber of unique accounts

Residential customers, excluding hardship customers, with energy bill debt as at 30 June. ber of unique accounts

[Mean energy bill deb of residential customers with energy bill debt, excluding hardship customers, as at 30 June;

Residential customers, exdluding hardship customers, with energy bill debt over $500 and up o $1,500 as at 30 June. unique accounts

Residential customers, excluding hardship customers, with energy bill debt over $1,500 and up to $2,500 as at 30 June. unique accounts

Residential customers, excluding hardship customers, with energy bill debt over $2,500 as at 30 June. unique accounts

Residential customers denied access to a hardship program during the reporting year. unique accounts

Contestable business customers as at 30 June. iaue accounts 0%

Non-contestable business customers as at 30 June. iaue accounts

Business customers on a payment plan as at 30 June. ique accounts '90% |Increased number of customers needing payment assistance

Business customers granted additional time to pay an energy bill during the reporting year. ique accounts 41% |Increased number of customers needing payment assistance

Business customers who lodged a security deposit for their account during the reporting year. iaue accounts

Business customers who had a direct debit plan terminated by the retailer during the reporting year. ique accounts 250% | Increased number of customer's defaulting on their direct debit -

Business customers with energy bill debt as at 30 June iaue accounts 114%] Increased number of customer not paying within terms

Mean energy bill debt of business customers with energy bill debt as at 30 June. B L 74% | Costs of energy is higher / more than 1 invoice owing

Pre-payment meter customers as at 30 June. Number of unique accounts

Pre-payment meter customers at the start of the reporting year with a standard meter as at 30 June. Number of unique accounts

Pre-payment meter customers who reverted fo a standard meter during the reporting year within three months of Number of occurrences
a pre-payment meter

Pre-payment meter customers who informed the retailer of financial hardship at some fime during the reporting year. Number of unique accounts

Hardship customers as at 30 June. Number of unique accounts

Hardship customers, excluding those using Centrepay, on a payment plan as at 30 June. Number of unique accounts

Hardship customers using Centrepay as at 30 June. Number of unique accounts

Hardship customers with a concession as at 30 June. Number of unique accounts

Customers who exited a hardship program during the reporting year. Number of unique accounts

Hardship customers at the start of the reporting year who are no longer hardship customers as at 30 June because they | Number of unique accounts,
successfully completed their hardship program or by agreement with the retailer.

Customers removed from a hardship program during the reporting year for non-compliance. Number of unique accounts

Residential customers who exited a hardship program because they left the retailer. Number of unique accounts

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

Customers who exited a hardship program during the reporting year or the previous reporting year because they Number of unique accounts
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.

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 | Dollars.
hardship program.

Customers who entered a hardship program during the reporting year with energy bill debt up to $500 at the time- Number of occurrences

Customers who entered a hardship program during the reporting year with energy bill debt over $500 and up to $1500 at | Number of occurrences
the time.

Customers who entered a hardship program during the reporting year with energy bill debt over $1,500 and p t0 $2,500 | Number of occurrences
at the time.

Customers who entered a hardship program during the reporting year with energy bill debt over $2,500 at the time. Number of occurrences

Vulnerable customer accounts as at 30 June. Number of unique accounts

Vulnerable customer accounts as at 30 June for which an identified vulnerable person is the account-holder. Number of unique accounts

Vulnerable customer accounts as at 30 June for which an identified vulnerable person is not the account-holder. Number of unique accounts

[Vulnerable customer accounts as at 30 June on a nine-month moratorium Number of unique accounts

Mean energy bill debt of vulnerable customers at the time of exting a nine-month isconnection moratorium during the | Dolars
reporting year.

Calls to the licensee call centre that selected to speak to an operator during the reporting year. Number of occurrences

Calls to the licensee call centre answered by an operator within 30 seconds of selecting to speak to an operator, during the [ Number of occurrences
reporting year.

Mean waiting time for calls to the licensee call centre to be answered after selecting to speak to an operator, during the | Seconds.
reporting year.

Billing delays
ccl

Calls to the licensee call centre that selected to speak to an operator but were terminated before being answered, during | Number of occurrences
the reporting year.

Residential customers issued an energy bill outside the prescribed maximum timeframe during the reporting year where | Number of occurrences
the delay was the fault of the retailer.

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

Business customers issued an energy bill outside the prescribed maximum timeframe during the reporting year. Number of occurrences

Complaints from residential customers, excluding pre-payment meter customers, during the reporting year. Number of occurrences

[Complaints from business customers during the reporting year. Number of occurrences

Number of occurrences

Billing/credit complaints from residential customers during the reporting year. Number of occurrences

inglcredit complaints from business customers during the reporting year. Number of ocourrences

Bil
[Transfer complaints from residential customers during the reporting year. Number of occurrences

Number of occurrences

Marketing complaints from residential customers (including those directly to the retailer) during the reporting year. Number of occurrences

Marketing complaints from business customers (including those directly to the retailer) during the reporting year. Number of occurrences

Other complaints from residential customers during the reporting year. Number of occurrences

Other complaints from business customers during the reporting year. Number of occurrences

Complaints from residential customers concluded within 15 business days during the reporting year. Number of occurrences

Complaints from residential customers concluded within 20 business days during the reporting year. Number of occurrences

Complaints from business customers concluded within 15 business days during the reporting year. Number of occurrences

Complaints from business customers concluded within 20 business days during the reporting year. Number of occurrences

Complaints from pre-payment meter customers concluded within 15 business days during the reporting year. Number of occurrences

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

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

Number of occurrences 0 0

CCR104___|Total payment to customers during the reporting year under clause 94 of the Code related to delayed connections. Dollars. $0 S0

CCR105 | Number of payments made to customers during the reporting year under clause 95 of the Code related to wrongful Number of occurrences 0 0
disconnections,

CCR106 | Total payment to customers during the reporting year under clause 95 of the Code related to wrongful Dollars $0 S0

CCR107 | Number of payments made to customers during the reporting year under clause 96 of the Code related to customer Number of occurrences [ 0
service.

CCR108___|Total payment to customers during the reporting year under clause 96 of the Code related to customer service. Dollars $0 S0

Billing and payment
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Input Reported  Corrected
Unit FY2025/26 FY2024/25 FY2024/25 Var. Comments

jential customer disconnections during the reporting year. Number of ocourrences
Business customer during the reporting year. Number of 200% Increase number of non-payment resulting in

esidential customer disconnections during the reporting year or previous reporting year of customers on a payment plan | Number of occurrences
at the time.
Residential customer disconnections during the reporting year where the customer was disconnected at least one other | Number of ocourrences
time during the reporting year or the previous reporting year.
Residential customer during the reporting year of customers with a concession. Number of occurren
Pre-payment meter customer due to insufficient pre-payment, during the reporting year. Number of occurren
Pre-payment meter customers disconnected during the reporting year for longer than two hours at least twice in any one | Number of unique accounts,
month.

Residential customer during the reporting year. Number of ocourrences
Resldenmal customer reconnections during the reporting year requested by the retailer within seven days of requesting the |Number of occurrences
disconnecti

Residential customer reconnections dlmng the reporting year requested by the retailer that were not reconnected by the | Number of occurrences
distributor within the prescribed timefram

Residential customer reconnections. dunng the reporlmg year requested by the retailer within seven days of requesting the | Number of occurrences
disconnection for customers on a payment plan

Residential customer reconnections during the reporting year requested by the retailer within seven days of requesting the | Number of occurrences
disconnection for customers reconnected on at least one other occasion during the reporting year or the previous reporting

ye:

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

Business customer during the reporting year. Number of occurrent

Business customer reconnections during the reporting year requested by the retailer within seven days of requesting the | Number of occurrences
disconnectior
Business customer reconnections during the reporting year requested by the retailer that were not reconnected by the | Number of occurrences
distributor within the prescribed timeframe.
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