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Submission to the Better Protections for Life Support
Customers in Victoria Draft Decision

Submission received through Engage Victoria

From 5 March to 16 April 2026, the commission accepted submissions on our draft Better
Protections for Life Support Customers in Victoria via Engage Victoria. We held an online
information session on 19 March 2026, followed by a series of meetings with interested parties in
collaboration with the AEMC. We have used these submissions to inform our final decision.

Date submitted: 09/04/2026
Name: Lan Nguyen

Stakeholder/interest group: Consumer

Q8. What are your views on the proposed identification of customers with a life-
threatening condition to support emergency agencies? Are there any alternative
approaches that should be considered?

N/A

Q9. Is the terminology of ‘life-threatening condition’, including the definition and the
term itself, appropriate and useful for the purposes of emergency triage? If not, what
other terminology or definition should we use?

N/A

Q10. Do you have any views on making retailers solely responsible for registration,
deregistration and updating life support customers’ details?

This may be an issue in gas embedded networks - particularly given the GEN GEO 2025 does not
apply to the sale of gas.

In gas embedded networks, the person selling gas may not be a "retailer", "exempt electricity
seller" or "deemed exempt person" within the meaning of the GDCOP or ERCOP. As such, non-
retailer gas sellers in a gas embedded network may not be subject to the ERCOP, and therefore
the exempt gas distributor may not have full coverage of who has registered or deregistered as a
life support customer where that customer's gas seller is not exempted or licensed under the Gas
Industry Act.
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Consideration should be given to exempting the sale of gas to ensure crucial life support
protections apply. Obviously, the level of risk is not similar to electricity sellers, as the extent to
which life support equipment relies on gas is unclear.

Another way around this is to apply registration and deregistration requirements on gas exempt
distributors in the same way it would apply to retailers in the electricity space, given the lack of
licence or exemption status for potentially a large number of gas sellers in gas embedded
networks.

Q11. Are there any preferable alternative methods to streamline processes to register,
deregister or update life support customer details?

N/A

Q12. Do you have any views on specific components of the proposed updated
deregistration process (including mandatory deregistration following changes in a
customer’s circumstances and the requirement to record reasons for retaining a
customer on the register where medical confirmation has not been provided)?

See response to question 3.

Q13. Do you have any views on our proposal to update medical confirmation
processes?

See response to question 3.

Q14. Do you have any feedback on mandating retailers to undertake a yearly check-in
process to update the information in their life support register?

See response to question 3.

Q15. Do you have any views on our proposed approach to enable the nomination of a
secondary contact person to receive communications in addition to a life support
customer?

See response to question 3.

Q16. Do you have any views on our proposal to mandate energy businesses to collect
and use a life support customer and secondary contact’s preferred communication
method (including electronic communications)?

See response to question 3.
Q17. Are there any additional costs and benefits that we should consider for the

proposed reforms?
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N/A

Q18. Are there any additional implementation issues we should consider for each
proposed reform?

See response to question 3.

Q19. Do you have any feedback on the proposed implementation timeframes for the
proposed reforms?

N/A
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