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  Annexure B13: Obligations Register 

 Annexure B25: Family Violence Policy 

 Annexure B30: Privacy Obligations Checklist 

 Annexure B33: Complaints and Dispute Resolution 

Obligations Checklist 

 Annexure B35: Disconnection for Non Payment Checklist 
 
Key employee supervising: Energy Market and Compliance Director 

d)  manage dispute resolution 
Description: CEP.Energy is committed to managing dispute resolution in 

an accessible and transparent way and has developed processes and 

procedures to give effect to this. Methods for internal and external 

escalation are clearly outlined, and further detail provided regarding how 

customers can access relevant Ombudsman schemes. 

Relevant attachments (provided on a commercial in confidence basis): 

 
 Annexure B8: Complaints Policy and Dispute Resolution 

Procedure 

 Annexure B33: Complaints and Dispute Resolution 

Obligations Checklist 

 Annexure 12b: EWOV application 

 
Key employee supervising: Energy Market and Compliance Director 

e)  manage customer complaints 
Description: CEP.Energy is committed to managing customer 

complaints in a fair and equitable manner and has developed 

processes and procedures to give effect to this. The Guiding principles 

for the complaints management program are contained in AS/NZS 

10002:2022 (Guidelines for Complaint Management in Organisations). 

There are clear procedures for raising, accepting, and recording 

complaints, and CEP.Energy has a stated commitment to: 

 treat the customer with respect. 

 take the complaint seriously 

 respect the customer’s privacy 

 manage the complaint with impartiality 

 properly investigate and report on the complaint. 

 resolve complaint with proper consideration to facts. 

 provide the option of internal escalation or a referral to an 

energy ombudsman scheme when requested or appropriate; 

and 

 ensure equal access to the complaints management program 

and fair resolutions 
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business plan, describe how the 

applicant plans to manage 

wholesale price risk. 

 
CEP.Energy has a conservative approach to risk, engaging 
Compliance Quarter to ensure full compliance with all applicable 
Codes, Guidelines or instruments issued by the Relevant Regulatory 
Bodies which include the AEMC, AEMO, AER & ESC. 
CEP.Energy does not initially intend to register as a market customer to 
sell electricity via the gate meter thus there is no direct exposure to the 
wholesale market. This will be the next phase of operations - over the 
next 4-5 years CEP.Energy intends to build up wholesale trading 
capabilities. 

 
Initially, to mitigate the possible impact of wholesale market 
fluctuations, CEP has entered into long-term contracts with respected 
retailers (see Annexure A13 for an example of one of these contracts). 
These gate meter contracts ensure CEP.Energy is protected from 
significant price increases by the retailer, and in the wholesale market. 

 
Furthermore, CEP.Energy has a rigorous selection process to ensure 
the retailer contracts entered into, are with retailers of standing, with 
least likely chance of failing due to market conditions. The selection 
process includes: 

 Thorough due diligence on the expertise, resources, and 
creditworthiness of the other party(ies). 

 Full compliance with all applicable Codes, Guidelines and other 
instruments issued by the AEMC, AEMO, AER and ESC. 

 Diversification of retail supply 
 
CEP Energy Retail will be continuing to purchase the supply of energy 
through negotiated retail energy supply contracts and thereby 
mitigating risk to wholesale pricing. 

 
a) For electricity, does the 

applicant have a plan to hedge 

part or all of the load? Describe 

the applicant’s intended 

strategy in detail.2 

 
At this stage CEP.Energy does not intend to hedge any part of the load 

(as explained above). 

 
CEP.Energy’s comprehensive risk management framework will 

incorporate a range of strategies and tools for hedging (in future), 

diversification, and portfolio optimization to mitigate risk of wholesale 

fluctuations while not limiting trading to either ASX or over the counter 

OCT products. 

 
 
 

2 For electricity, specify the hedging methods the applicant intends to use (for example, does Australian Securities Exchange 
(ASX) Energy Futures, purchase over the counter (OTC) products, power purchase agreements, or generation ownership)? 
For gas, specify the hedging methods such as physical supply or storage contracts. 
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CEP Energy understands that as an electricity retailer participating in 

the NEM (as intended in the future), CEP.Energy will be exposed to a 

variety of market related risks. These risks arise from the volatility in 

the pool price for electricity. The development of a Transactional Risk 

Policy will have as its core objective to reduce – ideally, to avoid – 

exposure to volatility in the pool price. 

 
For CEP.Energy, this will be achieved by entering into hedge 

agreements based on the 2002 ISDA Master Agreement, the Schedule 

to the 2002 ISDA, and the Australian Addendum No 13. Reallocation 

Agreements will also be used to hedge the pool price, in accordance 

with the National Electricity Amendment (Reallocations) Rule 2007 No 

1. Reallocations may or may not be based on ISDA Agreements. 

 
These hedge agreements, although purely financial instruments, are 

loosely called “wholesale” arrangements. Transactional risk 

management at CEP.Energy will be directed at avoiding pool price 

volatility and secondly, at establishing a diversity of wholesale 

counterparties. CEP.Energy will have exposure to pricing fluctuations in 

its supply agreements and will manage this risk in accordance with this 

policy. 

 
Further, CEP.Energy will require all employees who trade on the ASX 

Energy Market, to hold all necessary qualifications and licences 

including but not limited to a current Australian Financial Services 

Licence and to comply with the ASX Energy Market Policy 

 
In addition, CEP.Energy will require all employees who trade on the 

ASX Energy Market to comply with all guidelines or notifications from 

the Australian Energy Market Commission, the Australian Energy 

Market Operator, and the Australian Energy Regulator. 

 
Finally, the risk management framework will be regularly reviewed and 

updated to take advantage of opportunities in changing market 

conditions. 

 
Initially however, as well as diversification, with a growing portfolio CEP 

strategy is to purchase forward purchasing of energy through the retail 

market in batches up to 36 months – always purchasing at the bottom 

of the curve with negotiated margin and cap options. 
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In regards energy purchases from the grid, CEP.Energy’s current 

strategic procurement of energy is based on the retail market 

competitive analysis reviews knowing that the key drivers that most 

influence energy rates offered when procuring energy contracts, is 

when we go to market, what period we contract for and political policy. 

CEP.Energy monitors the market constantly in each state and looks for 

opportunities to go to market to ensure contracting at lowest possible 

rates and not be at the mercy of the market at the end of any given 

contracted term. We also have a systematic approach, issuing tenders 

for supply of energy looking at all variable costs (energy rates, 

environmentals, service fees, market, and other costs), across multiple 

periods. 

Whilst we cannot predict future changes in the market, by keeping up 

to date with government policies, supply and demand curves and 

pricing volatility, we are able to ensure purchases at the bottom of the 

curve with partnered but non-exclusive market retailers and ultimately 

providing highly competitive pricing for our customers. 

b) What proportion of the

applicant’s customer load is

anticipated to be purchased

from the electricity spot

markets?3 If the applicant is

intending to purchase from the

spot market, it must specify the

forecast spot prices being used, 

the basis on which spot prices

are forecast and scenario

analysis showing the impact of

high, mid, and low spot prices.

At this stage CEP.Energy does not intend to purchase from the spot 

market (as explained above). 

In future when CEP.Energy goes down this path, CEP.Energy’s 
comprehensive risk management framework will incorporate a range of 
strategies and tools for diversification and portfolio optimization to 
mitigate the risk of wholesale fluctuations through spot market trading. 
Using market intelligence to identify and monitor market trends and 
develop strategies CEP Energy will take advantage of opportunities 
and apportioning customer load. 

c) Has the applicant made any

preliminary arrangements or

sought to obtain quotes to

At this stage CEP.Energy does not intend to purchase hedging 

products (as explained above). 

3 The applicant must ensure the wholesale price risk incurred through spot market trading is addressed in the risk 
management framework. 
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g) Provide a five-year business plan. The business 

plan must demonstrate that the applicant meets 

the financial viability criterion. For example, it 

should provide information on (as applicable): 

i. current valuations of the assets that 

will be used in undertaking the 

licensed activity 

ii. all sources of revenues from the 

licensed activity 

iii. all costs involved in undertaking the 

licensed activity, including: 

A. the cost of meeting any prudential 

requirements 

B. the cost of capital/debt 

C. the cost to acquire customers 

D. the cost to serve customers 

E. the cost of meeting all relevant 

regulatory obligations, 

including environmental and 

green energy schemes (for 

example, Victorian Energy 

Upgrades). 

F. the cost of procuring assets 

G. wholesale costs. 
 

 
Where revenues and/or costs are not fixed by 

contract, the business plan must include an 

explanation of the basis of the figures used and 

include appropriate stress testing and sensitivity 

analysis for such variables. 

Please see Annexure C1 (Business Plan) and 

Annexures C3 to C7 Financial Models 
 
 
(provided on a commercial-in-confidence basis). 

 
 
CEP.Energy confirms that these items are covered in 

the Business Plan and Financial Models. 
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Baseline business plan – financial model4 
 
h) Present financial information: profit and loss, 

cash flow and balance sheet statements, 

including five years of forecast data, shown in 

monthly increments. The information must 

correspond to the applicant’s business plan, 

and organisational and technical capacity. 

Please see the Baseline financial model attached at 

Annexure C3 (Financial Model - Baseline) (commercial- 

in- confidence). 

i) In presenting this information the applicant 

must also clearly set out the assumptions 

underlying the data, including customer 

acquisition numbers (shown in monthly 

increments), associated customer load under 

POE50 demand conditions, and assumptions 

about the cost of debt.5 Customer load should 

be shown as forecast demand for each month, 

in Megawatt hours (MWh) for electricity and 

Gigajoules (GJ) for gas. 

CEP.Energy confirms this information is contained in 
the business plan and financial models 

Stress test scenarios – financial model 
 
j) Present the same financial information provided 

in the baseline business plan (profit and loss, 

cash flow and balance sheet statements) for 

five years, presented in monthly increments, for 

each of the scenarios listed below. 

 

i. The customer acquisition 
path is 50% lower than 

Please see this stress test scenario (‘Scenario 1’) in 
the financial model attached at Annexure C4 
(Financial Model – Scenario 1) (commercial-in- 

 

4 Notes regarding financial inputs 
 

 Electricity: The AAVWP for each region is published following the close of the calendar year and financial year in the Australian 
Energy Regulator (AER)’s Wholesale markets quarterly report. Note: If an applicant has applied or intends to apply for a retailer 
authorisation with the AER, or holds a retailer authorisation with the AER, then it should use the most expensive region. If the 
applicant intends to solely retail electricity in Victoria, then the Victorian region should be used. 

 Gas: The financial year average gas price for the DWGM and STTM are published on the AER website in the wholesale 
statistics subsection of the wholesale markets section.4 If an applicant has applied or intends to apply for a retailer 
authorisation with the AER, or holds a retailer authorisation with the AER, then it should use the most expensive region 
(STTM or DWGM). If the applicant intends to solely retail gas in Victoria, then the DWGM should be used. 

 Futures: The Average ASX-traded Base Future Contract Price (ASXFC) are published on the ASX Energy website. 

 
5 POE50 demand conditions refers to ‘mid-range’ demand outcomes, that is, a demand outcome with a 50 percent probability 
of exceedance 


























