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Comments

Residential customers covered by the Gas Market Moratorium as at 30 June.

Number of unique accounts

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

Number of unique accounts

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

Number of unique accounts

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

Number of unique accounts

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

Number of unique accounts

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

Number of unique accounts

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

Number of unique accounts

Residential customers, excluding hardship customers, who had a payment plan cancelled due o non-payment during the

Number of unique accounts

Residential customers, excluding hardship customers, who successfully completed a payment plan during the reporting year.

Number of unique accounts

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

Number of unique accounts

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

Dollars

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

Number of unique accounts

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

Number of unique accounts

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

Number of unique accounts

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

Business customers as at 30 June.

Number of unique accounts

Number of unique accounts

1%

Reduced number of contracts

Business cuslomers covered by the Gas Market Moratorium as at 30 June.

Number of unique accounts

51%

Reduced number of contracts

Business customers on a payment plan as at 30 June.

Number of unique accounts

Business customers granted additional ime (o pay an energy bill during the reporling year.

Number of unique accounts

100%

Increased amount of customers unable to pay

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

Number of unique accounts

Business customers who had a direct debi plan terminaled by the retailer during the reporting year.

Number of unique accounts

Business customers with energy bill debt as at 30 June.

Number of unique accounts

-20%

Less customers with a debt

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

Hardship customers as at 30 June.

Dollars.

Number of unique accounts

83%

Higher average due to mulliple invoices due per account

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

Cuslomers 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
successfully completed their hardship program or by agreement with the retailer.

Number of unique accounts

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 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

Number of unique accounts

Mean energy bil 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 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 the
time.

Number of occurrences

Customers who entered a hardship program during the reporting year with energy bill debt over $1,500 and up to 52,500 at
the time.

Number of occurrences

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

Vulnerable customer accounts as at 30 June.

Number of occurrences

Number of unique accounts

Vulnerable customer accounts as at 30 June for which an identified vulnerable person s 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 exiting a nine-month disconnection moratorium during the

Calls to the licensee call centre that selested to speak to an operator during the reporting year.

Dollars.

Number of occurrences

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

Number of occurrences

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

Seconds

Billing dela

Calls to the licensee call centre 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 during the reporting year where the
delay was the fault of the retailer.

Number of occurrences

Number of occurrences

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

Number of occurrences

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

Complaints from residential customers during the reporting year.

Number of occurrences

Number of occurrences

Complaints from business customers during the reporting year.

Number of occurrences

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

Number of occurrences

Bilinglcredit complaints from business customers during the reporting year.

Number of occurrences

Transfer complaints from residential customers during the reporting year.

Number of occurrences

[Transfer complaints from business customers during the reporting year.

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.

Residential customer during the reporting year.

Number of occurrences

Number of occurrences

Business customer during the reporting year.

Number of occu

Residential customer disconnections during the reporting year or previous reporting year of customers on a payment plan at
the time.

Number of occurrences

Residential customer disconnections during the reporting year where the customer was disconnected at least one other time
during the reporting year or the previous reporting year.

Number of occurrences

Residential customer during the reporting year of customers with a concession.

Number of occurrences

Residential customer during the reporting year.

Number of occu

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

Number of occurrences

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

Number of occurrences

Residential customer reconnections during the reporting year requested by the retailer within seven days of requesting the
disconnection for customers on a payment plan

Number of occurrences

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

Number of occurrences

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 occurrences

Number of occurrences

Business customer ions during the reporting year.

Business customer reconnections during the reporting year requested by the retailer within seven days of requesting the
disconnection

Number of occurrences

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

ication of new or updated basic plan information documents during the reporting year.

Number of occurrences

Number of occurrences

Number of unique comparative marketing claims presented to customers or potential customers relating to cooking, space.
heating, environmental sustainability or greenhouse gas emissions during the reporting year.

Number of unique claims

Billing and payment
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