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Summary

In March 2026, we published the Strengthening Protections for Enerqgy Consumers in Victoria

consultation paper. It presented the following potential themes for reform of the Energy Retail Code
of Practice:

¢ strengthening protections for customers affected by family violence

e supporting future reforms for First Nations customers

e protecting consumers during unplanned outage events

e aligning some obligations to reflect recent reforms in other jurisdictions

e improving clarity of existing rules (including protections for embedded network customers)

e exploring opportunities to reduce regulatory burden.

Stakeholder feedback has informed how and whether we should progress these themes. We thank
stakeholders for their efforts and input into our processes.

We recognise that retailers are implementing several reforms in 2026 (from us and other regulators
and jurisdictions). Importantly, this includes the implementation of our Energy Consumer Reforms
on 1 October 2026.

Based on stakeholder feedback and to limit regulatory burden, we are first progressing with a
targeted set of reforms in 2026.

This draft decision proposes a focused scope of reforms to:

e reduce existing regulatory burden by:

o removing the requirement for retailers to include start and end index meter reads

on bills for customers with interval meters

o clarifying that retailers are not required to include a best offer message on a
customer’s final bill when the customer has terminated their contract

o aligning with national reforms by removing the requirement for retailer and exempt
persons to receive payment by mail from the date those reforms commence

¢ align with retailer obligations in the National Energy Retail Rules for secondary meters, and

on providing customers with information on gas disconnections and abolishments

e clarify existing obligations for complaint handling and how discounts and benefits apply to
ongoing contracts

e Clarify rules for greenhouse gas disclosure or benchmarking information on electricity bills

Summary

Essential Services Commission Targeted Consumer Reforms and Regulatory n
Efficiency


https://www.esc.vic.gov.au/sites/default/files/documents/CNP%20-%20ESC%20Consultation%20Paper%20-%20Strengthening%20Protections%20for%20Energy%20Consumers%20in%20Victoria%20260324.pdf
https://www.esc.vic.gov.au/sites/default/files/documents/CNP%20-%20ESC%20Consultation%20Paper%20-%20Strengthening%20Protections%20for%20Energy%20Consumers%20in%20Victoria%20260324.pdf

¢ make consequential amendments to implement the Victorian Government’s Midday Power
Saver offer.

We are seeking stakeholder feedback on the proposed reforms and amendments to the code of
practice. Stakeholder feedback to this draft decision paper will inform our final decision. We intend
to complete this review by December 2026.

Reforms processes in 2027

In 2027, we intend to progress some of the themes set out in our March 2026 consultation
paper, such as protections for customers affected by family violence.

We also intend to consider whether the desired outcomes can be achieved through non-reform
measures. For example, following stakeholder feedback and consistent with the

commission’s Getting to Fair: Advancing Equity strategy, we are beginning with non-reform
approaches to improve outcomes for First Nations consumers before making specific reforms.

We also note that in June 2026, the Australian Energy Market Commission (AEMC) received a
rule change request from the Energy and Climate Change Ministerial Council (ECMC). It
proposed principle-based obligations for retailers and distributors to engage with customers in
a way that meets their needs.’

We are engaging with the AEMC throughout its process and are interested in stakeholder
views on this proposed approach. This is aligned with one of our key focus areas in our 2025—
29 Strategic Plan, as we aim to shape essential services that deliver for consumers.

' ‘Requiring retailers and distributors to engage with customers in a way that meets their needs’, Australian Energy
Market Commission, accessed 10 August 2026.
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Table 1 - Summary of proposed reforms

Topic Proposed reform

Reducing existing We propose to remove obligations that may impose unnecessary
regulatory burden cost for retailers without delivering proportionate consumer
protections.

We propose to remove the requirement for retailers to include
start and end index meter reads on bills for customers with
interval meters. Currently, these readings may not align with the
data used for billing (due to estimated or substituted meter
readings). This could lead to customer confusion and complaints.
Energy bills would still show how much energy a customer is
being charged for.

We also propose that retailers do not need to include a best offer
message on a customer’s final bill (for example, when a
customer has switched retailer). A final best offer message could
wrongly suggest that a customer has not closed their account
and must take further action.

Protections for customers In 2024, the AEMC introduced new rules which let energy

with secondary meters customers with consumer energy resources, such as solar and
battery, trade their energy in the National Electricity Market. The
AEMC calls this Consumer Energy Resources (CER) flexible
trading. These new rules introduce new obligations and
settlement arrangements between retailers and customers.
These changes do not apply in Victoria.

In January 2026, the Department of Energy, Environment and
Climate Action publicly consulted on updating Victoria’s electricity
metering framework to align with the recent national changes.
Based on this consultation, the department will develop and
update legal Orders to implement flexible trading rules in Victoria
(planned for November 2026). We are proposing changes to the
code of practice to reflect these updated legal Orders.

Our proposed changes align with the national rules. This means
Victorian customers participating in CER flexible trading will have
similar protections that currently apply to retail contracts.

Information for customers  In April 2026, the AEMC published a final rule for retail customers
on gas disconnection and requesting information on disconnection or abolishment of their

abolishment gas connection. The final retail rule requires retailers to provide
Summary
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Clarifying compliance with
complaint handling
procedures

Clarifying that discounts
and benefits last for the life
of an ongoing contract

Clarifying rules for
greenhouse gas disclosure
or benchmarking
information on electricity
bills

Consequential
amendments for the Midday
Power Saver offer

Summary

information on the nature and availability of gas disconnection
and abolishment services, and what this means for the ongoing
presence of gas at the premises.

In 2024, we introduced rules for Victorian gas distributors to
publish information on gas disconnection and abolishment
charges and processes. These took effect from 1 October 2024.

We are proposing obligations for gas retailers (similar to the
AEMC’s) to further support customers making informed decisions
when disconnecting from the gas network.

Our current rules require retailers to develop, make, and publish
on its website its procedures for complaint handling and dispute-
resolution. We propose clarifying that a retailer must also comply
with these procedures.

We propose clarifying that discounts and benefits for an ongoing
contract apply for the entire term of the contract. This proposed
change aligns with the intent of our ‘Ensuring energy contracts
are clear and fair’ reforms introduced in 2020.

We propose removing the obligation to provide greenhouse gas
disclosure or benchmarking information on electricity customers'
bills from the code of practice. This requirement is also set in

legislation and removing it from the code of practice is expected
to reduce regulatory complexity and improve clarity for retailers.

In March 2026, the Victorian Government announced plans to
introduce the Midday Power Saver offer on 1 October 2026.

We are proposing consequential amendments to the code of
practice to reflect the Victorian Government’s direction.
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Our approach to assessing reform options

Desired outcomes

When amending our codes of practice, we aim to promote the long-term interests of Victorian

consumers. We must also have regard to the price, quality and reliability of essential services.?

The proposed reforms in this draft decision are each intended to deliver specific outcomes, which

directly advance the outcomes we want to achieve under our 2025-2029 Strategic Plan.?

Table 2 — Desired reform outcomes and our Strategic Plan 2025-29

Domain

(Strategic Plan)

Proposed reform

Desired reform outcome

Relevant outcome
(Strategic Plan)

Efficient Pricing

Resilience and
Sustainability

Integrity and
Trust

Reducing existing
regulatory burden

Protections for
customers with
secondary meters

Information for
customers on gas
disconnection and
abolishment

Clarifying compliance
with complaints
handling procedures

Clarifying that
discounts and benefits
last for the life of an
ongoing contract

Consequential
amendments for the
Midday Power Saver
offer

Retailers have lower costs
to serve while maintaining
consumer protections.

Customers with secondary
metering arrangements
receive the same
protections as traditional
energy retail consumers.

Customers can confidently
choose between gas
disconnection or
abolishment understanding
the long-term impact of
their decision.

Customer complaints are
handled satisfactorily,
effectively and consistently
across retailers.

Consumers have access to
their entittements for the
entire duration of their
contract.

Retailers are clear of the
obligations that apply to the
Midday Power Saver offer.

2 Section 8 of the Essential Services Commission Act 2001.

Businesses respond to
incentives to improve
customer value

Regulatory decisions
align more consistently
with other regulatory
frameworks, improving
predictability and
reducing compliance
costs for businesses
and consumers

Businesses are
accountable for meeting
obligations, wrongdoing
attracts proportionate
consequences

3 Essential Services Commission, Essential Services Commission Strategic Plan 2025-29, accessed 13 August 2026.
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Our proposed reforms also align with our Getting to Fair: Advancing Equity strategy. In developing
the proposed reforms, we have considered issues at a system level while also seeking to reduce
barriers that may prevent individual consumers from accessing existing rights and entitlements. We
have included protections for future products and services.* For example, customers participating
in flexible trading (secondary metering arrangements) will have access to important protections if
they experience payment difficulty or family violence. Our proposed reforms to reduce regulatory
burden also aim to reduce unnecessary information and complexity that may create barriers for
consumers in understanding and accessing their rights and entitlements.

Analysing reform options

The Essential Services Commission Act 2001 requires us to consider the benefits and costs of
regulation (including externalities and the gains from competition and efficiency) for consumers and
users of products or services (including low income and vulnerable consumers) and regulated
entities, among other matters.®> The commission has considered the costs and benefits of
progressing the proposed amendments to the code of practice. To inform our considerations, the
commission has applied Better Regulation Victoria’s Victorian Guide to Regulation to the extent

possible when assessing options.®

For each of the proposed reforms, we present the purpose of the change, stakeholder feedback
received, and the options we considered. We assessed these options against a base case that

assumes no changes to the existing rules. For each proposed reform topic, we outline our draft

decision and preferred option.

Consultation questions

We welcome your feedback on the following questions and any other issues related to this draft
decision.

4 Essential Services Commission, Getting to Fair: Advancing Equity strategy, accessed 14 August 2026.

5 Section 8A(1) of the Essential Services Commission Act 2001 requires us to consider the following matters to the
extent that they are relevant to the code of practice: a) efficiency in the industry and incentives for long-term investment;
b) the financial viability of the industry; c) the degree of, and scope for, competition within the industry, including
countervailing market power and information asymmetries; d) the relevant health, safety, environmental and social
legislation applying to the industry; e) the benefits and costs of regulation (including externalities and the gains from
competition and efficiency) for (i) consumers and users of products or services (including low income and vulnerable
consumers) and (ii) regulated entities; f) consistency in regulation between states and on a national basis; and g) any
matters specified in the empowering instrument.

6 Better Regulation Victoria, Victorian Guide to Regulation, June 2024,
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Table 3 — Consultation questions

Topic Questions

Reducing existing regulatory
burden

Protections for customers
with secondary meters

Information for customers on
gas disconnection and
abolishment

Clarifying compliance with
complaints handling
procedures

Clarifying that discounts and
benefits last for the life of an

ongoing contract

Clarifying rules for

greenhouse gas disclosure or

benchmarking information on
electricity bills

Summary
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Do you agree with removing start and end index meter
reads on bills? Are there any potential impacts for
consumers?

Do you have any concerns with not having a best offer
message on a customer’s final bill?

Do you have any views on removing the requirement for
retailers and exempt persons to accept payment by mail
once cheques cease to be accepted in Australia? Do
retailers currently accept payments by mail through
methods other than cheques (such as money orders)?

Do you have any views on the merits of a principles-
based rule to support customer engagement in Victoria?
Could an outcomes-based approach help achieve
customer outcomes while reducing regulatory burden?

Do you have any views on our proposed approach to
apply all existing protections in the code of practice to
secondary meters, as per the NERR? Are there any
additional costs or benefits we should consider?

Do you have any feedback on requiring retailers to
provide general information to customers about gas
disconnection and abolishment, and direct customers to
distributors for more specific questions?

Are there any other costs or benefits we should consider,
for requiring retailers to comply with their own complaint
handling and dispute resolution procedures?

Do you have any views on clarifying that any discounts
and benefits under an ongoing contract should also be
ongoing?

Are there any consequences we should consider from
removing bill benchmarking or greenhouse gas disclosure
requirements from the code of practice, given the existing
requirements under the Electricity Industry Act 2000?



Consequential amendments 10. Do you have any feedback on the proposed

for the Midday Power Saver consequential amendments to the code of practice to

offer account for the Victorian Midday Power Saver offer? Is
the proposed clause 38A needed to specify the types of
clear advice for the Midday Power Saver Offer?

Implementation timelines 11. Do you have any feedback on the proposed
implementation timelines for the reforms outlined in this
draft decision?

12. Are there other reporting metrics or information we should
consider adding to the Compliance and Performance
Reporting Guideline to help us monitor these reforms?

Structure of this paper
The following chapters present our proposed reforms.

o Reducing existing requlatory burden: explains our proposed reforms to reduce regulatory

burden, based on stakeholder feedback.
¢ Alignment with the National Energy Retail Rules: presents our proposed reforms to align

obligations related to protections for customers with secondary meters and about information
for customers on gas disconnection and abolishment.
o Clarifying provisions of the code of practice: presents our proposed amendments to provide

clarity on current obligations related to complaint handling processes and discounts and
benefits for ongoing contracts.
¢ Consequential amendments to the code of practice: describes the proposed amendments to

the code of practice in response to the Victorian Government’s decision to introduce the
Midday Power Saver offer.

¢ Implementation: outlines the proposed commencement timeline for the reforms outlined in this

draft decision.
¢ Next steps: outlines the key upcoming milestones of this review and how to provide your
feedback.

Indicative timeline
The key dates for this review are:

e Consultation on the draft decision: 17 September — 23 October 2026.
¢ Final decision and updated codes of practice: expected December 2026.

Updated obligations are proposed to take effect from 1 March 2027.

Summary
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How to provide feedback

Submissions should be made via Engage Victoria by 5 pm on 23 October 2026.

Submissions will be published on the commission’s website and the Engage Victoria project page,
except where the submitting party has identified the submission (or part of the submission) as
commercially sensitive or confidential, in accordance with our Submissions Policy.

Submissions should clearly identify which information is sensitive or confidential and the basis for
the claim.

We are also open to meeting with interested parties to discuss specific feedback. We will continue
to proactively engage with the community, industry, and other government departments and
agencies through individual meetings as this review progresses.

Please contact energyreform@esc.vic.gov.au if you have any questions or would like to arrange a

meeting.
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Reducing existing regulatory burden

Summary

We want to maintain strong protections for Victorian energy consumers while ensuring that
obligations on retailers remain effective and fit for purpose. As technology and regulatory
practices evolve, some obligations may no longer address the risks they were intended to
address. Such obligations may impose unnecessary costs or burden on industry without
delivering proportionate consumer protections. Our codes of practice should evolve
accordingly, including by removing or reducing obligations where appropriate. We have
engaged, and will continue to engage, with stakeholders to identify opportunities to reduce
regulatory burden while maintaining effective consumer protections.

We propose to remove the requirement for retailers to include start and end index meter reads
on bills for customers with interval meters. In most cases, these readings are not used to
calculate bills and may not always align with data used for billing due to estimates or
substituted readings. Since bills would still provide other useful consumption information, the
existing requirement offers limited additional value. This change is intended to reduce
consumer confusion, complaints and retailers’ administrative costs.

We also propose that retailers do not need to include a best offer message on a customer’s
final bill (for example, when a customer has switched retailer). A final best offer message could
wrongly suggest that a customer has not closed their account and must take further action.

Purpose of reform

We aim to streamline obligations where they are outdated, duplicative or no longer provide
proportionate consumer protections. We are also committed to maintaining strong consumer
protections and an efficient and effective regulatory framework. As part of this reform, we are
exploring opportunities to reduce regulatory burden without substantively reducing consumer
protections. In undertaking this review, we are considering whether existing obligations remain
necessary and proportionate in a changing energy environment.

What we heard from stakeholders

In our consultation paper, we invited stakeholders to identify opportunities for reforms which could
improve both industry efficiency and deliver benefits to consumers. We received feedback via
submissions to the consultation paper and through direct engagement with stakeholders during
and after the consultation period.

Reducing existing regulatory burden
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We engaged with members of the Australian Energy Council (AEC) to identify opportunities to
reduce regulatory burden. We also offered to meet directly with non-AEC member retailers to
ensure a broad range of views were considered. As part of this review, we also considered
feedback to our Review of the Energy Retail Code of Practice Issues Paper published in 2024.”

We have categorised feedback into the following themes.
Themes to reduce regulatory burden
Consider the cumulative impact of concurrent reforms

Retailers mentioned that a key burden is the implementation of multiple concurrent reforms from
different regulators and departments, in Victoria and other jurisdictions. They mentioned the
commission should consider the cumulative impact of implementing numerous reforms.®

To mitigate this, retailers suggested only adding new obligations that have strong evidence of
consumer harm, a compliance gap or a material market failure. Retailers were concerned about
new obligations that provide marginal improvement at a high administrative cost.

National alignment can reduce duplication and unnecessary regulatory burden

Stakeholders, particularly retailers, generally support efforts to harmonise the code of practice with
the National Energy Customer Framework (NECF). Retailers maintain that differences between the
NECF and Victoria result in additional complexity for industry and customers. Differences in rules
between jurisdictions may require different business processes and training frameworks. These
differences can also impact the consistency of customer support. The AEC argued that National
Energy Retail Rules (NERR) consultation processes should conclude before the commission
makes its decisions on similar regulatory matters.®

Remove outdated or superseded requirements

Retailers supported removing requirements that no longer reflect current communications or
compliance practices. In particular, retailers supported reforms where the obligations are no longer
fit for purpose and do not materially improve consumer outcomes.

Principles and outcomes-based rules preferred over prescriptive regulation

7 Essential Services Commission, Review of the Energy Retail Code of Practice Issues Paper, 6 June 2024.

8 Australian Energy Council, submission to the Essential Services Commission Strengthening Protections for Energy
Consumers in Victoria: Consultation Paper, 4 May 2026, p.2.

9 |bid p. 2.

Reducing existing regulatory burden
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Retailers supported an outcomes-based approach to our regulations. Retailers mentioned that
outcomes-based rules give them more flexibility to meet their obligations, in a way that suits their
systems and customer needs. Retailers also mentioned that this approach could reduce the risk of
prescriptive rules becoming obsolete over time, or unnecessarily complex. As an example, retailers
mentioned that the interpretation and implementation of existing rules regarding provision of
information to customers about payment difficulty entitlements have turned into long scripts that
are a barrier to better customer service. In those cases, flexibility to provide personalised
information and support tailored to a customer’s needs could deliver better outcomes.

Some stakeholders also supported the introduction of an overarching consumer duty. The Energy
and Water Ombudsman Victoria (EWOV) suggested that it could strengthen consumer protections
and reduce regulatory burden. According to EWOV, such a duty could establish clear expectations
that retailers act in ways that promote fair consumer outcomes. It would also allow the regulatory
framework to become more principles-based and less reliant on increasingly prescriptive rules.°

We note that the AEMC has received a rule change request from the Energy and Climate Change
Ministerial Council (ECMC) to amend the National Energy Retail Rules to introduce a new
principles-based rule requiring retailers and distributors to take steps to engage with customers in
a way that meets their needs."

We will explore principle-based and outcomes-based rules as part of our next review of the code of
practice in 2027, including on protections for customers affected by family violence.

Feedback on specific obligations
Requirement to display start and end index meter reads on bills

Under clause 63(1)(z) of the code of practice, if a customer’s bill is derived from smart meter
interval data, a retailer must display the index reads for the start and end of the billing period.
Origin suggested this information could confuse customers.'? It explained that start and end index
reads are not used for billing purposes. This means that billing data may not always align with an
index meter read. Origin has also received customer complaints about the mismatch of this
information.

10 Energy and Water Ombudsman Victoria, submission to the Essential Services Commission Strengthening Protections
for Energy Consumers in Victoria: Consultation Paper, 4 May 2026, p. 3.

" ‘Requiring retailers and distributors to engage with customers in a way that meets their needs’, Australian Energy
Market Commission, accessed 10 August 2026.

2 Origin Energy, submission to the Essential Services Commission Strengthening Protections for Energy Consumers in
Victoria: Consultation Paper, 4 May 2026, pp. 5- 6.

Reducing existing regulatory burden

Essential Services Commission Targeted Consumer Reforms and Regulatory Efficiency n


https://www.aemc.gov.au/rule-changes/requiring-retailers-and-distributors-engage-customers-way-meets-their-needs

Origin also suggested that customers have protections and tools to help verify their energy bills.
For example, customers can dispute their bills, and request their retailer to undertake a meter read
or meter test.”> Some retailers offer customers online guides for reading and understanding energy
bills.

Clarifying that best offer messages are not required on a customer’s final bill

The AEC suggested that a best offer message should not be required on a customer’s final bill.
This approach aligns with the Australian Energy Regulator’s Better Bills Guideline, which clarifies

that a retailer is exempt from including a best offer message on a customer’s final bill.™

The AEC'’s rationale for this suggestion is that in instances where an existing customer is
terminating their contract, they will not switch to the best available offer provided by their outgoing
retailer.

As context for this feedback, a retailer’'s best offer is calculated based on a customer’s energy
consumption and circumstances as the cheapest generally available offer. The best offer message
helps customers identify whether they could save money by switching to a different plan offered by
their current retailer. Under the code of practice, the best offer message must be worded clearly
and simply explain how the customer can switch to a better plan.' Additionally, the code of
practice requires that:

o retailers must provide a best offer message on electricity bills at least once every three
months

o retailers must provide a best offer message on gas bills at least once every four months.
Removing the requirement to accept payment for a bill by mail

Clause 72 of the code of practice requires retailers to accept payment for a bill in person, by
telephone, by mail, by direct debit or by electronic funds transfer. Clause 73 of the code of practice
requires exempt persons to offer customers at least two of those same payment methods.

'3 Clause 68(2) of the Energy Retail Code of Practice.

4 Australian Energy Council, submission to the Essential Services Commission Strengthening Protections for Energy
Consumers in Victoria: Consultation Paper, 4 May 2026, p. 12.

5 Clause 111 of the Energy Retail Code of Practice.

Reducing existing regulatory burden
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Payments by cheque are being phased out under Australia’s Cheques Transition Plan.'® We
received a suggestion to reconsider requiring retailers to accept payment by mail (which is likely to
be by cheque).

Reforms considered

We explored opportunities to reduce regulatory burden in the code of practice without substantively
reducing consumer protections or leading to adverse consumer outcomes. We’ve received limited
feedback on reform options.

Our assessment of reforms was influenced by what we learned from industry and the complexity of
the recommendations. There are some reforms we cannot progress with because they are beyond
the commission’s legislative powers. Other recommendations would require a complex
assessment to understand the potential costs and benefits of that reform, which are beyond the
scope of this targeted review. We will consider those recommendations in future reviews.

We have detailed both the reforms we are progressing with and those we are not progressing with
in the sections below.

Proposed reforms

We are considering the following two potential reforms. We assessed each reform against a base
case of no regulatory change.

1. Removing the requirement to provide information about start and end meter readings on
bills: As mentioned above, we heard that start and end index reads on bills for customers with
interval meters could create confusion. Index readings are not used to calculate bills and might
not always match the sum of 5-minute readings due to estimates or substitutes included in
billing data. This increased consumer confusion can, in turn, increase the number of complaints
and creates additional cost for retailers. Under this reform, clause 63(1)(z)(i) and clause
63(1)(z)(ii) will be removed.

2. Clarifying best offer message on final bill: We are proposing to clarify that a best offer
message should not be required on a customer’s final bill. In instances where an existing
customer has decided to terminate their contract, information about the best offer of the
outgoing retailer is not helpful and creates confusion. Under this reform, we would clarify that
irrespective of clause 110, if a customer has terminated their contract with their retailer, the
retailer does not need to provide best offer messaging when issuing a final bill.

6 Australia’s Cheques Transition Plan, Commonwealth of Australia, accessed 21 August 2026.

Reducing existing regulatory burden

Essential Services Commission Targeted Consumer Reforms and Regulatory Efficiency n


https://treasury.gov.au/publication/p2024-555854

Reforms considered but not progressed
Allowing flexibility to six-month tailored assistance debt hold

Some retailers recommended amending clause 128(1)(g) of the code of practice to shorten or
allow greater flexibility in offering a minimum six-month debt hold.

The recent Energy Consumer Reforms completed in 2025 are being implemented in stages
throughout 2026. Therefore, we consider further changes to the Payment Difficulty Framework
should be considered as part of a separate review.

Putting debt on hold is a key protection that provides immediate financial relief to customers
experiencing payment difficulty. We acknowledge concerns about debt continuing to accrue during
this period. However, any changes to these entitlements would require careful consideration of
their costs and benefits. This is beyond the targeted scope of this review.

Aggregation of multi-site business customers

In the consultation paper, we sought stakeholder feedback on whether to allow retailers to
aggregate multi-site small business customers so that they can be treated as a single large
business customer. Retailers generally supported this reform.

In July 2026, the Department of Energy, Environment and Climate Action released a consultation
paper to commence a review of multi-site aggregation, including consideration of the annual
consumption threshold that defines small business electricity customers.'” The department is
expected to release its recommendations in late 2026. If the department progresses these
changes, we will review the code of practice and make any necessary consequential amendments.

Removing publication of tariff changes in newspapers

Section 35D of the Electricity Industry Act 2000 requires retailers to publish tariff changes in
newspapers.'® Retailers suggested these methods are outdated and less useful than modern
digital channels. These methods also add cost and administrative burden to retailers.

17 ‘Review of regulatory approach to small business energy customers’, the Department of Energy, Environment and
Climate Action, accessed 10 August 2026.

18 Section 35D of the Electricity Industry Act 2000.

Reducing existing regulatory burden
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However, even if we removed these obligations from the code of practice, retailers must still
comply with statutory requirements to publish tariff changes in newspapers. We have shared this
with the department, to consider removing this obligation for future legislative reforms.

We propose to retain the obligation in the model terms and conditions of standard retail contracts
(Schedule 2 of the code of practice). Removing this may require retailers to update their terms and
conditions and associated customer communications, and lead to additional costs without reducing
the underlying statutory obligation. We welcome retailers’ views on this approach.

Removing the requirement to accept payment for a bill by mail

Clause 72 of the code or practice requires retailers to accept payment for a bill in person, by
telephone, by mail, by direct debit or by electronic funds transfer. The purpose of requiring retailers
and exempt sellers to accept different payment methods is to provide customers with reasonable
and accessible ways to pay their bills, including by mail where this is an available payment
channel. These provisions were developed in a context where payment by cheque was a
commonly used method for customers who could not, or preferred not to, make payments
electronically.®

Payments by cheque are being phased out under Australia’s Cheques Transition Plan.?’ We
received a suggestion to reconsider the requirement for retailers to accept payment by mail (which
is most likely to be by cheque). We note that transition away from cheques is not yet complete.
Cheques will continue to be issued until 30 June 2028 and accepted until September 2029.
Treasury has recognised that some cheque users, including older Australians and vulnerable
cohorts, may face additional challenges transitioning to alternative payment methods.

We consider it would be premature to remove the requirement to accept payment by mail at this
time. We are also aware that a requirement to receive payment by mail may be broader than just
cheques. Some retailers specifically recognise money orders as another means by which a
customer can pay by mail.2! Removing the requirement to accept payment by mail may therefore
reduce the available methods for a customer to pay their bill, beyond the scope of the phase out of
cheques.

19 ‘Australia’s Cheques Transition Plan’, Commonwealth of Australia, accessed 21 August 2026.

20 |bid.

21 ‘Ways to pay your bill’, AGL, accessed 1 September 2026, ‘How to pay your bill (small business)’, EnergyAustralia,
accessed 1 September 2026
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We will reconsider this requirement as the cheque system is phased out. We welcome any
feedback on how customers currently pay by mail. In particular, we welcome any information from
retailers about how many customers currently pay by mail, by cheque or other means.

Potential future reforms that require further consideration

We heard that some retailers have complex practices in response to prescriptive rules (or from
their interpretation of existing rules). As mentioned above, one example is long scripts for call
centre staff when trying to support customers with payment assistance. We heard from
consumer groups that lengthy call scripts can lead to customer disengagement or are not
effective in supporting customers.

Retailers suggested that principles-based rules could improve customer experience while
reducing regulatory burden and complexity.

We note that the AEMC is considering a rule change request on a principles-based rule for
retailers and distributors to engage with customers in a way that meets their needs.??> We are
interested in stakeholder views on whether a similar framework should be considered in
Victoria.

Analysis

Removing the requirement to provide information about start and end meter readings on
bills

We assessed the potential benefits and risks of amending clause 63(1)(z) of the code of practice.

An ‘index read’ is a reading to determine the total accumulated energy used over a set time
period.?® For older accumulation style meters, this was calculated by comparing the meter reading
at the start and end of the period. Displaying this information on bills was a useful method of
helping customers validate total electricity consumption. Modern smart meters record consumption
on an interval basis, for example the total consumption in a 5-minute period. A customer’s bill is
based on the total consumption across the intervals in the billing period, not a comparison of the
meter readings at the start and end of the period.

22 ‘Requiring retailers and distributors to engage with customers in a way that meets their needs’, Australian Energy
Market Commission, accessed 10 August 2026.

23 ‘Meter Data File Format Specification NEM12 & NEM13’, Australian Energy Market Operator, accessed 10 September
2026.

Reducing existing regulatory burden

Essential Services Commission Targeted Consumer Reforms and Regulatory Efficiency n


https://www.aemc.gov.au/rule-changes/requiring-retailers-and-distributors-engage-customers-way-meets-their-needs
https://www.aemo.com.au/-/media/files/electricity/nem/retail_and_metering/market_settlement_and_transfer_solutions/2024/mdff-specification-nem12-nem13-v26-clean-final.pdf?la=en

Origin’s submission noted that it does not use start and end index readings to calculate bills for
smart meter customers. This could result in index reads not always matching the consumption data
displayed on bills. Origin stated this can cause confusion for customers, resulting in time and costs
for retailers to respond to queries and complaints.?* Origin also noted it takes a disproportionately
high amount of resources to address these complaints.

EWOQV has raised that they are aware of confusion caused by discrepancy between index reads
and smart meter read. And that, in some cases, consumers may refer to index reads when raising
an estimated bill complaint.

We propose to remove the requirement to display start and end index reading information on
customer bills. We consider this information provides limited value to consumers. Retailers must
still display other information relevant to billing calculation, including:

e details of consumption or estimated consumption 2°
e the billing period 26
e particulars of the average daily consumption during the billing period 2’
e the relevant tariffs?®
e the total amount of electricity (in kWh) consumed in each period.?®
Customers can also monitor and verify their electricity usage by accessing their distributors

customer portals. Customers can also reach out to their retailers for historical billing information
and can dispute their bills, including requesting meter readings and meter testings.

Removing this information from bills could better support smart meter billing. Customers with smart
meters are already provided with other information that more accurately explains their usage and
charges, including consumption data, tariff information and other bill content requirements. It may
also reduce confusion and the number of queries and complaints that retailers receive on this
matter. For customers on smart meters, retailers would continue to be required to include
information about the actual tariffs and the total amount of energy consumer in each period.

24 Origin Energy, submission to the Essential Services Commission Strengthening Protections for Energy Consumers in
Victoria Consultation Paper, 4 May 2026 pp. 5-6.

25 Clause 63(1)(n) of the Energy Retail Code of Practice.
26 Clause 63(1)(d) of the Energy Retail Code of Practice.
27 Clause 63(1)(k) of the Energy Retail Code of Practice.
28 Clause 63(1)(z)(iii) of the Energy Retail Code of Practice.
29 Clause 63(1)(z)(iv) of the Energy Retail Code of Practice.
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Removing this requirement would align with the AEMC’s decision not to include start and end
meter readings on bills, as it does not lead to the long-term benefits of consumers.*° Findings from
the AEMC also confirmed that few customers are affected by or concerned about the absence of
start and end readings on bills. Nor are these readings helpful for customers in reconciling their
electricity consumption, and they may instead lead to greater customer confusion.?’

Additionally, the AEMC noted that better alternative tools are available, including detailed
consumption information through retailer billing systems, bill and metering data requests and other
energy-management tools. Whilst these findings are limited to NECF jurisdictions, alternatives to
start and end readings already exist in Victoria.

Retailers could choose to make minor changes to their bill templates to remove index read
information from customer bills. Equally, retailers could continue to include this information. The
proposed reform simply removes an obligation to include this information, and does not prohibit
retailers from continuing to display it.

Although this reform may result in information being removed from bills, as noted above, index
meter read data is not actually used to calculate a customer’s energy bill. Customers who want to
validate their bill can access the relevant information by seeking historical billing data from their
retailer or using other systems made available by the retailer.

Overall, this reform would be expected to reduce the number of complaints resulting from
mismatched index read data and billing data (which is not calculated using index read data). This
would improve customers’ understanding of bills and reduce confusion. It would also reduce
resourcing burden for industry in responding to these customer complaints.

Clarifying best offer messages on final bills

The purpose of best offer messages on bills is to increase awareness of cheaper plans that a
customer can access from their current retailer. A final bill closes an account and confirms that the
relationship with the retailer is ending. When a customer receives a final bill, they have already
decided to terminate their contract with their retailer. Therefore, there is no expectation that a
customer will act on a best offer message. We consider that this provision requiring best offer
messages on final bills does not fulfil the intent of a best offer message.

30 Australian Energy Market Commission, National Energy Retail Amendment (Bill Contents — Customers with Interval
Meters) Rule 2019, pp.13—-15, accessed 11 August 2026.

31 lbid, p.9
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Receiving a best offer message on final bills may confuse a customer, who may interpret the
message as their account not being closed. It may also create uncertainty as to whether any
further action is needed from a customer.

Under this reform, we would add a subclause to clause 110 (which requires retailers to provide a
best offer message on a bill) clarifying that the retailer does not need to provide a best offer
message when issuing a final bill.

This reform gives retailers the choice about whether to continue to display best offer messages on
final bills, without any reduction in the level of protection for consumers. If a retailer chooses not to
continue this practice, it would be able to make the necessary changes at a time and in a way that
minimises the costs of doing so.

This reform is not expected to have any cost impact for customers. Customers who have decided
to close their account are unlikely to take up the retailer’s best offer. This reform is instead
expected to reduce customer confusion. It will reduce the risk that customers that have closed their
account mistakenly believe it remains open or that additional action is needed from them before a
retailer closes the account.

Our draft decision
To reduce regulatory burden and promote efficiency, we propose to:

e remove clauses 63(1)(z)(i) and 63(1)(z)(ii) of the code of practice, which require the
inclusion of index read data content at the start and end of a billing period where a
customer’s bill is derived from interval data from a smart meter. Retailers are still required
to include information on the actual tariffs and the total amount of energy consumed in each
period. Under clause 63(1)(j), retailers will continue to provide start and end meter readings
when relevant to help customers understand how their bill was calculated.

o clarify clause 110 so that a best offer message does not need to be included on a
customer’s final bill.
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Table 4 — Proposed amendments to reduce regulatory burden

Clause Purpose of amendment

3 Delete definition of ‘index read’
63(1)() Amendments to clarify that start and end meter reads are only required where
relevant

63(1)(2) Removal of subclauses 63(1)(z)(i) and clause 63(1)(z)(ii)

110 New subclause added to clarify that best offer messages are not required on a
customer’s final bill

Questions

1. Do you agree with removing start and end index meter reads on bills? Are there any potential
impacts for consumers?

2. Do you have any concerns with not having a best offer message on a customer’s final bill?

3. Do you have any views on removing the requirement for retailers and exempt persons to
accept payment by mail once cheques cease to be accepted in Australia? Do retailers
currently accept payments by mail through methods other than cheques (such as money
orders)?

4. Do you have any views on the merits of a principles-based rule to support customer
engagement in Victoria? Could an outcomes-based approach help achieve customer
outcomes while reducing regulatory burden?
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Alignment with the National Energy Retail Rules

Summary

In 2024, the AEMC introduced new rules which let energy customers with consumer energy
resources such as solar and battery, trade their energy in the National Electricity Market. The
AEMC calls this Consumer Energy Resources (CER) flexible trading. These new rules
introduce new obligations and new settlement arrangements between retailers and customers.
These changes do not apply in Victoria.

The Department of Energy, Environment and Climate Action is proposing to review legal
Orders to let customers in Victoria participate in CER flexible trading. We are proposing
changes to the code of practice to reflect the changes proposed by the legal Orders.

Our proposed changes align with the national rules so Victorian customers choosing to
participate in CER flexible trading can have similar protections to those available in other
jurisdictions. Under our proposed changes, retailers could operate under a consistent
regulatory framework when providing secondary services.

Protections for customers with secondary meters

The AEMC introduced new rules to allow customers to manage and meter flexible loads separately
from their general electricity loads.®? These rules introduce new meter types and metering
arrangements to provide consumers an opportunity to participate in flexible energy trading.
However, these rules do not currently apply in Victoria.

The key aspects of AEMC'’s rules are as follows:

e only licensed energy retailers can enable CER flexible trading

e itis a voluntary framework, which means retailers do not need to offer this arrangement to its
small customers

¢ only the same licensed retailer of a small customer can arrange a secondary meter to their
primary meter

o the retailer can setup a new secondary metering contract with a customer, or combine it with
the customer’s retail contract at the primary meter, and

32 Australian Energy Market Commission, Unlocking CER benefits through flexible trading rule change, 15 August 2024.
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e existing energy consumer protections apply to any secondary metering contract — there are no
exclusions.

In January 2026, the Department of Energy, Environment and Climate Action began consultation to
update Victoria’s electricity metering framework and consulted on updating legal Orders to

implement flexible trading rules in Victoria.®® The department has noted it intends to progress these
changes by 1 November 2026.34

Following the changes made by these legal Orders and the AEMC, we are considering
amendments so that customers with secondary meters are covered by the existing consumer
protections in the code of practice. Our proposed reforms align with AEMC’s new rules within the
NERR.

The proposed amendments in this draft decision are presented on the basis that the legal Orders
necessary to enable secondary meters in Victoria are published. If the department does not
implement this framework, we will not proceed with the proposed amendments in our final decision.
We are consulting on these proposed amendments so that the consumer protections can be
introduced as soon as practicable once the secondary metering framework commences.

Purpose of reform

The AEMC made new rules to allow customers to participate in CER flexible trading. These rules
create secondary meters, introduce new consumer protections for secondary services, and
introduce secondary settlement arrangements in the NER and NERR. Amendments to the NERR
will take effect on 1 November 2026. The NERR does not apply to Victoria. However, the
department is currently progressing similar changes in Victoria, which are expected to be
implemented by legal Orders.

The Australian Energy Regulator (AER) is also consulting on its new draft retail guidelines. This
includes considering how to address secondary settlement points to ensure they are
communicated clearly and transparently.3®

The outcome we want to achieve with this reform is to provide Victorian consumers with
protections for secondary meters. In our consultation paper, we proposed aligning with the NERR
and introducing equivalent protections in Victoria.

33 Updating Victoria’s electricity metering framework (Engage Victoria), Department of Energy, Environment and Climate
Action, accessed 15 July 2026.

34 Ibid.

35 Australian Energy Regulator, Retail Guidelines — Draft, Standard Terms and Part 3, 5 June 2026 pp. 7-8.
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What we heard from stakeholders

Stakeholders generally supported our proposed approach. Consumer groups, such as Energy
Consumers Australia, highlighted the importance of aligning our code of practice with the AEMC’s
final rules to ensure that secondary meter malfunctions can be repaired and appropriate consent
requirements are in place.3® Energy Consumers Australia also stated that retailers should not
switch consumers to higher standing offers or complex time of use tariffs. Appropriate obligations
should also be placed on retailers to revert the customer to a simple flat rate tariff in secondary
meter failure scenarios.®

The State Electricity Commission (SEC) Victoria highlighted the importance of clear
communication between the retailer and the customer, particularly in disputes at secondary
metering points or for secondary settlement arrangements.3®

Stakeholders were generally against prescriptive reforms which could introduce cost, complexity,
and compliance burden. EnergyAustralia highlighted that regulations around the secondary
metering framework should, at this stage, support competition and innovation in CER services.*®
The SEC also adopted a similar approach, stating that the application of new consumer protections
should not create unnecessary regulatory burden or impact the costs of delivering CER products
and services.®

Options considered
Based on stakeholder feedback, we are considering reforms to achieve two goals:

1. To ensure transparency of secondary services, including tariff structures, and movement
between tariffs if the secondary meter or assets fails.

2. To recognise that this is a novel technology area and limit our reforms to those introduced
by the AEMC.

36 Energy Consumers Australia (ECA) submission to the Essential Services Commission Strengthening Protections for
Energy Consumers in Victoria Consultation Paper, p. 7, 24 April 2026.

37 State Electricity Commission (SEC) submission to the Essential Services Commission Strengthening Protections for
Energy Consumers in Victoria Consultation Paper, p. 3, 23 April 2026.

38 |bid, p. 3.

39 EnergyAustralia, submission to the Essential Services Commission Strengthening Protections for Energy Consumers
in Victoria Consultation Paper, 24 April 2026 p. 5.

40 bid.
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We are proposing two options — a base case of no change, or to adopt similar obligations in the
NERR as part of AEMC'’s flexible trading rule change.

Option one: no change

The base case assumes no reform is progressed and the current rules apply. Under the base
case, our code of practice will not include obligations introduced in the NERR relating to consent
requirements for secondary metering repair and secondary settlement arrangements.

Option two: align with the NERR

Option two amends our code of practice to align consumer protections with those introduced in the
NERR. This option aligns Victoria’s rules with other jurisdictions and proposes obligations for
secondary metering repair and secondary settlement arrangements.

Analysis

The Victorian Government has decided to enable the secondary metering framework for flexible
trading in Victoria. CER flexible trading aims to provide consumers with a choice to sell energy
generated from their intermittent assets (such as solar or batteries) within the National Electricity
Market by connecting those assets to a different, secondary meter.

According to the AEMC’s final determination, secondary meters and secondary metering services
will function on the principle of subtractive settlements. This means energy dispatched to the grid
by the CER asset will be subtracted from the energy consumed from the grid.*' Subtractive
settlements require visibility of flexible loads separate from the fixed loads. A customer choosing to
participate will have the option to have several secondary metering services and therefore can
have several secondary meters.*?

Improving visibility of flexible loads could also help energy providers offer bespoke services
through Virtual Power Plants (VPPs).** VPPs are distributed energy resources which function
collectively to simulate a larger energy asset. They can generate electricity when load demand is
high or absorb excess electricity when supply is high. VPPs can help stabilise the grid and provide
clean energy.

For example, as stated by the AEMC, secondary settlement arrangements could make it
easier for a retailer to offer a household an EV charger product that has an in-built

41 Australian Energy Market Commission, Unlocking CER Benefits Final Rule Determination, 15 August, p. 26.
42 |bid p. 36.
43 |bid p. 3.
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measurement capability and a dedicated tariff, where the energy flowing through the EV
charger is visible and, if operating in vehicle-to-grid mode, could be traded in the wholesale
market. This means that the retailer will be able to extract more value from the EV charger on
behalf of their customer and will be able to provide the customer with separate energy usage
and billing information for the EV charger.**

The AEMC'’s final determination stated that the new rule has two goals:

» To provide consumers with a choice to sell energy from their intermittent energy assets to
the grid.

« To improve visibility of flexible loads.*

Both these goals require separate metering with separate National Metering Identifiers (NMI). The
Department for Energy, Environment and Climate Action intends to provide Victorian consumers
with flexible energy resources an option to participate in flexible trading.

Under the base case, the code of practice would not account for secondary meters and would not
reflect the department’s changes to the legal Orders that will enable secondary meters in Victoria.
Retailers would be allowed to offer secondary metering services and consumers choosing to
participate could sell electricity generated from their intermittent assets into the energy market.
This could help consumers reduce their energy bill. However, it would not be clear which
protections apply to those secondary meters. Retailers would also not have certainty about which
rules they have to comply with.

Amendments to the code of practice to clarify which protections apply to secondary meters would
directly benefit customers. It would also benefit retailers providing secondary metering services by
supporting their services under a clearer framework. Conversely, a regulatory framework that does
not recognise these secondary meters and apply associated protections could create consumer
harm and deter consumers and industry from participating in secondary services.

A clearer regulatory framework, and the resulting potential for greater uptake of secondary meters,
could enable more customers to access the financial benefits of flexible and innovative energy
services. It could also support broader benefits for the energy system by enabling greater
participation in CER. For example, VPPs can help support grid stability and facilitate the integration
of renewable energy. Flexible CER can also shift electricity consumption from higher-emissions

4 |bid p. 3.
45 |bid p. 3.
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periods to periods when lower-cost renewable energy is more abundant, and provide low-
emissions generation during periods of high grid demand.

Under Option two, we would clarify which obligations apply to secondary meters and align the
obligations in the code of practice with those in the NERR. We acknowledge that retailers choosing
to offer secondary metering services may incur some additional incremental costs in implementing
and complying with these requirements. We also recognise that there are differences between the
Victorian and NERR frameworks. Retailers will need to factor in these differences when setting up
their arrangements, and this could add some incremental costs.

We do not propose any additional obligations beyond those introduced by the AEMC'’s flexible
trading framework. Retailers will therefore not be required to develop additional systems or
processes specifically to meet Victorian requirements where they have already made, or need to
make, changes to comply with the flexible trading framework in other jurisdictions. Aligning the
code of practice with the NERR would provide retailers with a consistent regulatory framework
across jurisdictions, reducing the need for separate Victorian systems, processes and compliance
arrangements.

As most retailers operating in Victoria also operate in jurisdictions where the NERR applies, we
expect the incremental costs of this option to be relatively low. The key system and process
changes required to support secondary metering will arise from the implementation of the AEMC’s
framework, rather than from our proposed changes to the code of practice. The proposed reforms
would primarily clarify how existing consumer protection obligations apply to secondary meters,
rather than introduce a new regulatory framework or additional substantive requirements.

Further, the AEMC published its final determination on the CER flexible trading framework in
August 2024. Retailers operating across jurisdictions have therefore had a reasonable period to
familiarise themselves with the new framework and plan for, or commence, any system and
process changes necessary to provide secondary settlement arrangements to customers. This
further reduces the likelihood that the proposed Victorian requirements would result in significant
additional implementation costs.

Our draft decision

Our draft decision is to progress Option two and clarify that all existing retail protections in the code
of practice will also apply to secondary meters.

This approach aligns with the NERR, to have consistent rules and protections in Victoria. However,
we will only progress these changes if the Victorian Government introduces CER flexible trading in
Victoria.
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We propose three general protections obligations that apply existing protections to secondary
settlement arrangements and points (proposed new clauses 31A, 31B and 47(1)(a1)). These
obligations follow the drafting of the new rules in the NERR.

This means that all existing consumer protections in the code of practice will apply in the same way
to the contracts and bills for secondary metering points. This includes the payment difficulty
framework. We are not proposing to exclude any existing protections.

This will give customers the same protections when contracting with their licensed retailers
(whether through a primary or secondary meter). Industry must develop its secondary metering
products with these consumer protections in place. This approach also aligns with stakeholder
feedback to our consultation paper.

To apply this broad approach, we are also introducing new definitions and changes to the model
terms and conditions to account for secondary metering services. We are also proposing additional
amendments across the code of practice to reflect that a customer can have more than one meter.

Table 5 — Proposed amendments for protections for consumers with secondary meters

Clause Intent

3 New and amended definitions introduced in the NERR. New and amended
definitions are needed to give effect to new obligations related to secondary
metering services.

31A An energy customer can arrange through its retailer secondary meters for its
flexible resources such as EV chargers, battery or solar. This arrangement is
called a secondary settlement arrangement. It is part of the contract of supply of
electricity. It could involve two separate contracts, one for the premises connection
and one for each secondary meters. The connection at the secondary meter is
called the secondary settlement point.

This clause extends protections related to supply of electricity to all secondary
settlement arrangements and secondary settlement points.

This clause provides that terms and conditions of the contract and bills apply to
secondary settlement points the same way as in the premises connection point.
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120E This clause provides consent requirements for retailers when accessing a
secondary meter provided by the customer.

It also provides for a situation where the secondary meter is unrepairable and
allows the retailer to transfer the customer to a tariff that was not agreed upon in
the secondary settlement arrangement.

47(1)(a)(1)  Retail marketer must provide to the small customer any associated terms and
conditions including prices, chargers and benefits, and any requirements for
operational control by the retailer or the distributor for equipment within the
premises.

Schedule 2, New provision in the model terms and conditions to notify a customer that

clause 8.3A someone other than the retailer may be responsible for the secondary meter and
that a customer could be transferred to a tariff that does not require use of
secondary metering data.

Throughout General changes to obligations relating to meters, to reflect that there could now
the code of be more than one meter.
practice

Questions

5. Do you have any views on our proposed approach to apply all existing protections in the code
of practice to secondary meters, as per the NERR? Are there any additional costs or benefits
we should consider?
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Information for customers on gas disconnection and abolishment

Summary

In 2024, we reviewed the Gas Distribution Code of Practice and introduced an obligation for
gas distributors to publish information about gas disconnection and abolishment services.

In April 2026, the AEMC published a final rule for retail customers requesting information on
disconnection or abolishment of their gas connection. The final rule requires retailers to
provide information on the nature and availability of gas disconnection and abolishment
services, and what this means for the ongoing presence of gas at the premises.

As we committed in our review of the Gas Distribution Code of Practice, we are reviewing the
code of practice to improve access to information to reduce barriers for gas abolishments. We
propose to introduce similar obligations to the AEMC so gas customers are better informed
about the choices available to them.

Purpose of reform

This reform aims to support consumer choice and informed decision-making. In 2024, when we
completed the review of the Gas Distribution Code of Practice, we committed to further consult on
processes and information between retailers, distributors and customers to reduce barriers for gas
abolishments.*6

The outcome we want to achieve with this reform is to make it easier for customers to access
information and understand the differences between gas disconnection and abolishments. As the
primary point of contact with customers, retailers can provide information to consumers interested
in disconnecting or permanently closing (abolishing) their gas connection.

In our consultation paper, we consulted on aligning with the rules introduced by the AEMC, which
will commence on 1 October 2026.4

We consider this reform to be an extension of the 2024 reforms to the Gas Distribution Code of
Practice, which require gas distributors to provide information to customers.

46 Essential Services Commission, Gas Distribution System Code of Practice review: Final decision, 9 May 2024, p. 31.

47 ‘Establishing a regulatory framework for retail customer initiated gas abolishment’, Australian Energy Market
Commission, 2 April 2026.
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What we heard from stakeholders

Consumer advocates were mostly supportive of this reform.*® Whilst Consumer Action Law Centre
(CALC) did not currently see evidence of acute consumer harm, it suggested that it will likely
become an issue in the future.*® CALC’s view is that retailers, not distributors, should be
responsible for providing information on gas disconnections or abolishment. This is because they
are the main point of customer interaction. They recommended retailers issue clear information
about the differences between a disconnection and abolishment, associated costs and customer
rights in an easily understandable way.

The Victorian Council of Social Services (VCOSS) also supported the proposed reform. The
Council on the Ageing (COTA) Victoria were similarly supportive, reporting that not providing
comprehensive information on gas disconnection processes and options is a problem for older
Victorians. It suggested retailers provide basic information not just on their websites, but also
distributors websites on the options new or existing customers have, to either disconnect or abolish
their gas supply.®®

Energy Consumers Australia argued that stronger consumer protections are needed for vulnerable
gas-supplied households. It mentioned that customers face significant ‘friction’ when trying to exit
gas, and that current rules do not appropriately protect them. Energy Consumers Australia
highlighted customer confusion regarding the differences between a disconnection and an
abolishment. Customers often do not understand technical energy jargon, or the impacts of either
option.5! It suggested that retailers should also explain what temporary disconnection, permanent
abolishment and contract termination are, including whether daily supply charges continue to
accrue whilst waiting for works to occur. It also recommended retailers should clarify that
abolishment is not mandatory unless it is required for safety reasons, and that any upfront service
fees and billing should be transparent.

48 Submissions to the Essential Services Commission Strengthening Protections for Energy Consumers in Victoria
Consultation Paper, 24 March 2026: Council on the Ageing Victoria & Senior Rights Victoria (20 April 2026, p. 3); Energy
Consumers Australia (24 April 2026, p. 8); Victorian Council of Social Services (24 April 2026, p. 6).

49 Consumer Action Law Centre, submission to the Essential Services Commission Strengthening Protections for Energy
Consumers in Victoria: Consultation Paper, 24 April 2026, p. 12.

50 Council on the Ageing Victoria & Senior Rights Victoria, submission to the Essential Services Commission
Strengthening Protections for Energy Consumers in Victoria: Consultation Paper, 20 April 2026, p. 3.

5" Energy Consumers Australia, submission to the Essential Services Commission Strengthening Protections for Energy
Consumers in Victoria: Consultation Paper, 24 April 2026, p. 8.
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Feedback from retailers was mixed. GloBird did not support this reform ahead of the AEMC
completing their review.*? The AEC stated that electricity retailers should not be required to give
customers information about gas disconnection or abolishment. It argued that gas retailers’
obligations should be limited to being clear with customers about the consequences of any
decision they take to disconnect or close their accounts. If obligations were to be imposed on
retailers, the AEC was supportive of aligning obligations with the NERR. The AEC also stated that
obligations for gas distributors should align with this reform, so that transparent and consistent
information can be provided to retailers.%?

EnergyAustralia did not support this reform and mentioned that further evidence is needed to
support this change.® If this reform were to progress, EnergyAustralia preferred rules that align
with the NERR. Under this approach retailers would perform an information provision role separate
from the technical advisory role performed by distribution businesses. Similarly, Red and Lumo did
not see benefit in this reform but suggested there is value in the commission engaging with Energy
Safe Victoria given their role in ensuring safe gas installations.%®

Some retailers were supportive of improving customer information and consistency, stating that
obligations on retailers should be aligned with the NERR. Origin saw benefit in ensuring the
customer understands the nature of gas works on their property.® Alinta supported distinguishing
the differences between a disconnection and abolishment, but argued that technical information
provision should be provided by distribution businesses.®” AGL advocated for national alignment.®®
Engie similarly supported consistency with the national framework (including its implementation
date) but recommended not going beyond AEMC's requirements.%® Shell similarly supported clear

52 GloBird Energy, submission to the Essential Services Commission Strengthening Protections for Energy Consumers in
Victoria: Consultation Paper, 4 May 2026, p. 4.

53 Australian Energy Council, submission to the Essential Services Commission Strengthening Protections for Energy
Consumers in Victoria: Consultation Paper, 4 May 2026, p. 8.

54 EnergyAustralia, submission to the Essential Services Commission Strengthening Protections for Energy Consumers
in Victoria: Consultation Paper, 24 April 2026, p. 6.

55 Submissions to the Essential Services Commission Strengthening Protections for Energy Consumers in Victoria:
Consultation Paper, 24 March 2026: Red and Lumo Energy (4 May 2026, p. 3); EnergyAustralia (24 April 2026, p. 6).

56 QOrigin Energy, submission to the Essential Services Commission Strengthening Protections for Energy Consumers in
Victoria: Consultation Paper, 4 May 2026, p. 4.

57 Alinta, submission to the Essential Services Commission Strengthening Protections for Energy Consumers in Victoria:
Consultation Paper, 4 May 2026, p. 3.

58 AGL, submission to the Essential Services Commission Strengthening Protections for Energy Consumers in Victoria:
Consultation Paper, 4 May 2026, p. 10.

59 Engie, submission to the Essential Services Commission Strengthening Protections for Energy Consumers in Victoria:
Consultation Paper, 4 May 2026, p. 3 — 4.
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information about disconnection and abolishment.®° It mentioned that distribution businesses are
best placed to provide this information and retailers should direct customers to technical
information on distributors' websites.

Options considered
Option one: No change
The base case assumes that no reform is progressed and the current rules apply.

Under this option, there will be no new specific requirements for a retailer to provide information on
gas disconnection and abolishment to their customers. We understand that some retailers already
provide clear information on these services to customers and redirect them to distributors.

The Gas Distribution Code of Practice requires gas distributors to publish on their website
information about gas disconnection and abolishment, including:
e adescription of what each service involves, procedures and timeframes

e applicable charges for residential customers for disconnection, abolishment and
reconnection

e the circumstances in which a distributor-initiated or a customer-initiated disconnection may
happen and in which abolishment is required

¢ the rights of customers seeking a disconnection, reconnection, or an abolishment of a

customer’s connection to a distribution system. ©'

Customers would continue to be able to access this information via a gas distributor’s website, or
to contact their gas distributor to receive further information.

Option two: Clarifying provision of information requirements about gas disconnection
and abolishments

Under this option, we would introduce a new obligation in the code of practice that would
substantively align with rule 69A of the NERR. Retailers must give a customer information on gas
disconnection and abolishment services when a customer:®2

e reaches out to understand their options for terminating their gas contract

60 Shell Energy, submission to the Essential Services Commission Strengthening Protections for Energy Consumers in
Victoria: Consultation Paper, 4 May 2026, p. 5.

61 Clause 6.4.1 of the Gas Distribution Code of Practice.

62 Rule 69A of the National Energy Retail Rules (commencing 1 October 2026).
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e has a general enquiry on gas disconnection or abolishments.

Retailers would need to provide the following information to Victorian customers, in alignment with
the information retailers will need to provide under Rule 69A of the NERR:

¢ general information on the availability of disconnection and abolishment services
e general information on the ongoing presence of gas from the distribution pipeline

o referring a customer to the relevant distributor’'s website and enquiry number for further
information on a gas disconnection and gas abolishment service.

Under the Gas Distribution Code of Practice, gas distributors in Victoria are required to publish on
their websites information about applicable charges for residential customers for disconnection,
abolishment and reconnection.®® Consistent with the NERR, under Option two, retailers would not
be required to provide information about charges for these services. Retailers may choose to
provide this information if it would help their customers better understand the services and what
they mean for them.

Analysis

As more customers electrify their premises, it is increasingly important to help customers make an
informed choice about a gas disconnection or abolishment.

In 2024, we published our final decision on our review of the Gas Distribution Code of Practice.
Those reforms set our definitions of disconnection and abolishments and required a customer to
contact their retailer to request a gas abolishment.®* One of our reasons for this reform was that
retailers are better placed to receive requests from customers rather than the customers contacting
their distributors.

We note that some retailers raised that it should be a distributor’s role to provide information about
gas abolishment and disconnection services. As the first point of contact, customers are already,
and will continue to, contact retailers for queries if they want to electrify their premises. Given the
direct relationship with customers, we consider that gas retailers are better placed to address

63 Under Clause 6.4.1 of the Gas Distribution Code of Practice, a distributor must publish on its website information on:
(a) the different forms of cessation of supply (disconnection and abolishment), including a description of what each
involves, procedures and timeframes; (b) applicable charges for residential customers for disconnection, abolishment
and reconnection; (c) the circumstances in which a distributor initiated or a customer initiated disconnection may happen
and in which abolishment is required; and (d) the rights of customers seeking a disconnection, reconnection, or an
abolishment of a customer’s connection to a distribution system.

64 Essential Services Commission, Gas Distribution System Code of Practice review: Final decision, 9 May 2024, p 28.
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customer general queries, including providing information on gas disconnections and
abolishments.

While some retailers already provide general information and refer customers to distributors for
more detailed advice, there is currently no consistent obligation on all retailers to provide this
information. As a result, customers may receive different information depending on their retailer.

Requiring retailers to provide consistent general information, and to direct customers to their
distributor for more specific information, would improve the consistency of information available to
customers. This would help customers understand their options and associated costs and make
more informed decisions about whether to disconnect or abolish their gas service. It would also
provide greater certainty about the information customers can expect to receive from their retailer.

Some customers already contact retailers with enquiries about gas disconnection and abolishment.
As such, clarifying the information retailers are required to provide is not expected to result in a
significant increase in customer enquiries or impose a significant additional burden on retailers.

Option two would also provide greater clarity for retailers about the information they are expected
to provide to customers. It would also support a consistent approach to responding to customer
enquiries. This may also reduce the need for retailers to develop their own approaches to
explaining disconnection and abolishment options.

The proposed approach would also align Victoria’s requirements with the NERR. At the time we
published our consultation paper, the AEMC was finalising its review, and some retailers
recommended that we defer our proposed reform until that process was complete. Other retailers
supported taking a consistent approach and aligning with the obligation being introduced through
the NERR.

Most retailers operating in Victoria also operate in other jurisdictions where they will be required to
provide similar information under the NERR. Retailers are therefore already likely to have
processes in place for responding to these enquiries. Aligning the Victorian requirements with the
NERR would minimise the need for retailers to maintain separate processes for Victorian
customers and reduce regulatory complexity.

Gas distributors have been publishing disconnection and abolishment charges for the past two
years.®> We are not proposing to require retailers to provide information on applicable retailer
charges for disconnection or abolishment. We acknowledge that this does not directly address the
risk that customers may be confused about when retail charges, including daily supply charges,

65 Clause 6.4.1(b) of the Gas Distribution Code of Practice.
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cease to apply. Our decision at this stage is to align requirements across jurisdictions, but we will
continue to monitor this risk and consider whether further action is needed going forward.

We separately note Energy Consumers Australia's concerns that some retailers may be continuing
to charge customers, despite their gas service being disconnected or abolished. While our
proposed reforms are targeted at information provision obligations, we acknowledge these
concerns. We will also be monitoring whether this practice is occurring, in order to consider next
steps.

We consider that Option two would provide meaningful benefits for consumers through clearer and
more consistent information, while imposing only a relatively low incremental cost on retailers. The
approach also broadly aligns with the NERR, supporting consistency for retailers operating across
jurisdictions.

Our draft decision

We propose to require retailers to provide general information to customers about gas
disconnection and abolishment services when a customer wishes to terminate their gas contract or
makes an enquiry about these services. Retailers would also be required to direct customers to
their distributors for more specific questions.

Our proposed changes are drawn from the requirements under the NERR and follow our
commitment to review information that retailers provide to customers as part of our review of the
Gas Distribution Code of Practice.®®

Table 6 — Proposed amendments on information for consumers on gas disconnections and abolishments

Clause Purpose of amendment

3 New definitions of gas abolishment services and gas disconnection services.
These new definitions are intended to set out the types of services for which
retailers will be required to provide information to customers.

These definitions follow the definitions set in the Gas Distribution Code of Practice.

138(4A) Proposed new clause to require retailers to provide information about gas
disconnection and abolishment services to small customers, and to refer the

66 Essential Services Commission, Gas Distribution System Code of Practice review: Final decision, 9 May 2024, p. 30.
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customer to the relevant distributor’'s website and enquiry number for more specific
information about the disconnection services and abolishment services available
from the distributor.

Questions

6. Do you have any feedback on our proposal to require retailers to provide general information
to customers about gas disconnection and abolishment, and direct customers to distributors
for more specific questions?
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Clarifying provisions of the code of practice

Summary

Under the current rules, a retailer must develop, make and publish on its website its
procedures for handling complaints and dispute resolution. We are proposing to clarify that a
retailer must also comply with these procedures.

We are also proposing to clarify that discounts and benefits for an ongoing contract last the
entire life of the contract. This proposed change aligns with the intent of our ‘Ensuring energy
contracts are clear and fair’ reforms introduced in 2020, which require retailers to offer
discounts, rebates or credits for the entire duration of a contract.®”

Lastly, we also propose to remove the obligation to provide greenhouse gas disclosure or
benchmarking information on electricity customers' bills from the code of practice. This
requirement is also set in legislation and removing it from the code of practice is expected to
reduce regulatory complexity and improve clarity for retailers.

Clarifying compliance with complaints handling procedures

Complaint and dispute resolution procedures help consumers build trust with their retailer and help
the retailer identify issues before they escalate. The code of practice has rules on how energy
retailers must handle customer complaints. The current rules require retailers to make and publish
processes and procedures for customers to make complaints, and to regularly review complaints
procedures to ensure they are kept up to date.®®

Purpose of reform

The code of practice currently requires retailers to make, publish and review complaint handling
and dispute resolution procedures. These procedures must be substantially consistent with the
Australian Standard AS ISO 10002 (Customer satisfaction — Guidelines for complaints handling in
organizations), as amended and updated from time to time. However, the code of practice does not

67 Essential Services Commission, Ensuring energy contracts are clear and fair — Final decision, 28 February 2020, pp.
46-51.

68 Clause 14(1) of the Energy Retail Code of Practice.
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expressly require retailers to comply with the complaints handling and dispute resolution
procedures it publishes.

There is an opportunity to clarify that retailers must follow and comply with their complaints
handling and dispute resolution procedures. The outcome we want to achieve with this reform is
that all customers have access to the complaints handling and dispute resolution processes
published by their retailer, and receive fair, consistent and adequate treatment when raising a
complaint.

We seek to maintain consistency of complaint handling and dispute resolution obligations
throughout our codes of practice. The Electricity Distribution Code of Practice and the Gas
Distribution Code of Practice mandate that electricity and gas distributors handle complaints in
accordance with the Australian Standard 1ISO 10002:2018 (Quality management — Customer
satisfaction — Guidelines for complaints handling in organisations).®®

What we heard from stakeholders

EWOQV strongly supported this reform, citing that clarity can further strengthen complaint handling
and dispute resolution procedures.”® EWOV noted that the current drafting of the rule is open to
interpretation and does not provide a clear, consistent or unambiguous standard.

Energy Consumers Australia supported these proposed changes, suggesting an overarching
consumer duty would provide greater clarity about retailers’ obligations.”* CALC similarly supported
the proposal and recommended clarifying the expectation that retailers follow their own policies
and procedures.”? VCOSS also supported the review and provided anecdotal evidence that, in
some cases, advocates acting on behalf of customers have had to read a retailer’s policy from its
website to call centre staff before the customer received the assistance to which they were
entitled.”™

69 Clause 18.2.1 of the Electricity Distribution Code of Practice and. Clause 10.1.1. of the Gas Distribution Code of
Practice.

70 Energy and Water Ombudsman Victoria, submission to the Essential Services Commission Strengthening Protections
for Energy Consumers in Victoria: Consultation Paper, 4 May 2026, p 22.

7" Energy Consumers Australia, submission to the Essential Services Commission Strengthening Protections for Energy
Consumers in Victoria: Consultation Paper, 4 May 2026, p. 11.

72 Consumer Action Law Centre, submission to the Essential Services Commission Strengthening Protections for Energy
Consumers in Victoria: Consultation Paper, 24 April 2026, p. 17.

73 Victorian Council of Social Services, submission to the Essential Services Commission Strengthening Protections for
Energy Consumers in Victoria: Consultation Paper, 24 April 2026, p. 8.
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Retailers generally considered that there was no need to clarify complaint handling and dispute
resolution processes.” At our meeting with AEC members, some retailers argued that this
proposed change may increase regulatory burden.

Options considered

Option one: no change

Option one involves no changes to the current complaints handling requirements. Under this
option, retailers would continue to be required to develop, maintain and publish on their website
procedures for handling complaints and resolving disputes.

Retailers would also continue to be required to regularly review and update these procedures to
ensure they remain substantially consistent with the Australian Standard AS ISO 10002 Customer
satisfaction — Guidelines for complaints handling in organizations, as amended from time to time.

Option two: Clarify that retailers must comply with their own complaint handling and
dispute resolution procedures

In addition to the obligations under Option one, under this option we would clarify that retailers
must act in accordance with their own procedures in relation to complaint handling and dispute
resolution.

Analysis

From our meeting with AEC members and feedback received to date, we understand that retailer
compliance with published complaints handling and dispute resolution procedures is common
practice. However, we note that compliance is only implied under the current rules. We consider
that expressly stating compliance in the code of practice would align with the intent of these rules
and support its enforceability. We consider that it makes our code of practice clearer on its
expectations and removes any gaps in interpretation.

We do not expect that Option two would impose significant additional costs on retailers compared
to the base case. Retailers must already make and publish complaint handling and dispute
resolution procedures consistent with the relevant Australian Standard. We acknowledge that
requiring retailers to comply with its own procedures will increase the risk of potential penalties.
This could result in retailers investing more time and processes to ensure compliance. We expect

74 Submissions to the Essential Services Commission Strengthening Protections for Energy Consumers in Victoria:
Consultation Paper, 24 March 2026: Shell Energy (4 May 2026, p. 7); GloBird (4 May 2026, p. 6); AGL (4 May 2026, p.
12).
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these costs will vary across retailers depending on their own business approach to following
existing procedures.

However, we note that under the current rules, customers expect retailers to follow their own
published procedures. As such, retailers would already have processes to ensure they follow their
own public procedures. This is needed to build trust with customers and prevent issues from
escalating further.

Compared to the base case, Option two provides increased certainty and trust that this will be the
case. It also provides a clear avenue for potential compliance action if these procedures are not
followed.

Our draft decision

Our draft decision is to amend the code of practice to clarify that retailers must comply with their
own complaint handling and dispute resolution procedures.

Table 7 — Proposed amendments to clarify that retailers must comply with their own complaint handling and dispute
resolution procedures

Clause Purpose of amendment

14(1A) Clarifies that retailers must handle customer complaints in accordance with the
standard complaints and dispute resolution procedures they are required to
develop, make and publish under existing clause 14(1).

59(10) Under existing clause 59(10), a retailer must set out a process under its complaint
and dispute resolution procedures for a customer to attempt to rectify a customer
read estimate that is not accepted by the retailer. The proposed amendments
clarify that the procedures referred to in this clause are the same as those a
retailer must make under clause 14(1) (and comply with under clause 14(A).

Questions

7. Are there any other costs or benefits we should consider, for requiring retailers to comply with
their own complaint handling and dispute resolution procedures?

Clarifying provisions of the code of practice

Essential Services Commission Targeted Consumer Reforms and Regulatory Efficiency



Clarifying that discounts and benefits last for the life of an ongoing
contract

Market retail contracts can include discounts, rebates or credits (benefits) for customers. These
benefits may be conditional (for example, where a customer must pay by the due date) or
unconditional. If these benefits are removed or reduced during the life of a contract, customers
may face unexpected increases in their energy bills.

Clause 96 of the code of practice prevents retailers from removing or changing these benefits
during the life of a contract.” We have identified an opportunity to clarify that, consistent with the
commission’s original policy intent, these obligations apply to both:

o benefits offered for a fixed benefit period under a fixed-term contract

e to ongoing (‘evergreen’) benefits without an end date offered under an ongoing contract.”®

Purpose of reform

In 2020, we released our ‘Ensuring energy contracts are clear and fair’ reforms.”” These reforms
came into effect on 1 July 2020 and addressed the recommendations from the Independent
Review into the Electricity and Gas Retail Markets in Victoria.”®

Among other changes, these reforms introduced rules to require retailers to offer discounts,
rebates or credits for the entire duration of a contract.” The purpose of this change was to align
benefits and contract periods. The intent of these reforms was to ensure that financial benefits
remain available for the duration of the relevant contract, whether the contract is fixed-term or
ongoing. The desired outcome of this reform is that the obligations in the code of practice clearly
reflect the intent of the 2020 final decision.

75 Clause 96 of the Energy Retail Code of Practice.

76 Note that this rule does not affect government concessions or rebates for the supply or use of energy, feed-in tariffs
limitations on a retailer’s ability to vary a tariff or charge payable under a market retail contract, or the provision of one-off
rebates or credits (such as one-off sign-on benefits).

7 Essential Services Commission, Ensuring contracts are clear and fair - Final decision, 28 February 2020.

8 For more information on this review, see Review of the Electricity and Gas Retail Markets in Victoria (‘Thwaites
Review') and outcomes from the Energy Fairness Plan, Department of Energy, Environment and Climate Action,
accessed 10 August 2026.

79 Essential Services Commission, Ensuring energy contracts are clear and fair — Final decision, 28 February 2020, pp.
46-51.
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Under clause 96 of the code of practice, if a market retail contract provides for a discount, rebate or
credit to be made available to a customer for a fixed benefit period, the retailer must, for the term of
the contract:

e continue to make that discount, rebate or credit available

¢ not change the amount of that discount, rebate or credit.

In our ‘Ensuring energy contracts are clear and fair’ final decision, we stated the following
(emphasis added):

Clearer and simpler contract and discounting practices

Retailers will no longer be able to stop offering discounts, credits or rebates part-way through
a contract. From 1 July 2020, any customer signing up to an offer with a discount, credit or
rebate will receive that benefit for the entire duration of a contract.

This change will remove the confusing practice of benefit periods ending part-way through a
contract and simplify the choice of contracts for customers. Retailers can either offer
ongoing (evergreen) contracts with no fixed end date, in which case any discounts,
credits or rebates will also not have an end date. Or retailers can choose to offer fixed-
term contracts of 12 months or more that only offer discounts for that fixed period.%

We also stated that our final decision was to require retailers ‘to honour all discounts, rebates and
credits for the length of a contract. Retailers will not be allowed to change these benefits during the
course of a contract. This will give customers certainty that any discounts, rebates or credits they
sign up to will remain unchanged'.®'

In that final decision, we clarified that under the new rules ‘ongoing financial discounts, credits and
rebates will be honoured for the duration of a contract. Retailers can choose whether to offer any
ongoing financial benefits in dollar or percentage terms, as long as whatever they offer at the start
of a contract stays the same over the term of the contract. Retailers could also still offer a one-off
discount, credit and rebate in this framework, for example a single sign-up credit or compensation
payment &2

80 Essential Services Commission, Ensuring energy contracts are clear and fair — Final decision, 28 February 2020, p. 4.

8 bid, p. 49.
82 |bid.
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As a result, the final decision #9 of our review in 2020 stated the following:83
Retailers must offer any ongoing financial benefits for the duration of a contract

Benefit and contract periods will be aligned, so customers receive any ongoing discounts,
credits or rebates for the entire duration of a contract. Retailers must not change these
benefits during the contract term. Additionally, fixed-term contract lengths cannot be less
than 12 months.

This applies only to new contracts from 1 July 2020.

In 2025, as part of our Energy Consumer Reforms, we expanded this obligation to apply to
contracts entered into before 1 July 2020.848

We consider this intent is clear from the commission’s 2020 final decision. However, we have
identified an opportunity to clarify the drafting of clause 96 so that it more clearly reflects that
original policy intent, as explained below.

What we heard from stakeholders

We note that this proposed amendment was not included in our consultation paper and that
stakeholders have not raised concerns about the interpretation of clause 96. However, as part of
our regular review of the existing rules in our codes of practice, we have identified an opportunity to
improve the drafting of this clause.

Clause 96 of the code of practice is currently titled ‘Fixed benefit period to apply for duration of
market retail contract’.

The commission’s 2020 final decision made clear that the rule was intended to apply to both fixed-
term and ongoing contracts. However, the reference in clause 96 to a ‘fixed benefit period’ could
create uncertainty about whether the provision also applies to ongoing benefits offered under
ongoing contracts, where there is no fixed benefit period. We consider there is an opportunity to
clarify the drafting so that it more clearly reflects the original intent of the reform.

8 |pid, p. 51.

84 Essential Services Commission, Energy Consumer Reforms, Final Decision, 30 September 2025, p. 62.

85 Clause 96(1A) of the Energy Retail Code of Practice.
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Options considered

Option one: no change

Our base case assumes that no reform is progressed and the current drafting of clause 96
continues to apply. Under the base case, the potential confusion about the interpretation of benefit
periods in relation to ongoing contracts would continue and the intent of this rule would not be
clarified.

Option two: amend clause 96

Under this option, we would amend clause 96 of the code of practice to clarify that all discounts,
rebates and credits must be offered for the duration of a contract. This would be the case
regardless of whether these benefits are offered for a fixed benefit period under a fixed term
contract or under an ongoing retail contract.

Analysis

As outlined in the commission’s 2020 final decision, the policy intent of clause 96 was to align
benefit periods with contract periods. We expressly stated that customers should receive
discounts, rebates and credits for the entire duration of their contract, and that retailers could offer
either:

e ongoing (evergreen) contracts with ongoing benefits that do not have an end date

e fixed-term contracts with benefits available for the duration of that fixed-term contract.

In Victoria, almost 80 per cent of offers for residential and small business customers are ongoing.
Since our 2020 final decision, the number of ongoing contracts that include a fixed benefit period
has decreased significantly. From 2023, less than 1% of offers have had defined a fixed benefit
period. Where a fixed benefit period is used, it is almost exclusively as a component of a fixed-term
contract, with the benefit period matching the length of the contract.8®

86 Source: Essential Services Commission analysis of energy offers data from Victorian Energy Compare (September
2026).
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Figure 1 - Retailers’ market offers by contract term and benefit periods (residential offers for electricity and gas) &’
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Since 2020, we have also observed an increase in the number of short-term (i.e. one-year) fixed-
term contracts. This suggests retailers seeking to offer benefits for a fixed period may have
transitioned to offering these through shorter term fixed-term contracts. This would be consistent
with the intent of the 2020 reforms for any discounts and benefits to last for the life of a contract.

Around one in four residential offers includes either a conditional or unconditional discount.® Given
the prevalence of ongoing contracts and the small proportion of offers that include a fixed benefit
period, we consider it valuable to amend clause 96 to clarify its policy intent and resolve the
drafting ambiguity. Although clause 96 currently refers to benefits provided for a ‘fixed benefit
period’, the commission’s original policy intent was for the obligation to apply equally to ongoing
benefits provided under ongoing contracts. The proposed amendment would make this application
explicit, reducing the potential for ambiguity and better aligning the drafting with the policy adopted
in 2020.

87 |bid. As of July 2026, around 77% of market offers were ongoing. Our analysis is based on public energy offer data
provided by retailers to Victoria Energy Compare (VEC). We identified offers with a fixed benefit period by analysing the
additional information in each offer’s fact sheet. Note that some offers mention a benefit period even though they do not
include a relevant discount. Some ongoing offers mention a benefit period and also include a discount, but this does not
necessarily mean the retailer changed the customer’s discount over the course of contract. As such, this analysis is
indicative and not conclusive.

88 |bid. As of July 2026, around 22% of residential market offers included either a conditional or unconditional discount.
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The amendments proposed in Option two are to clarify the intent of reforms introduced in 2020. As
noted above, market data suggests retailers understand the intent of the 2020 reforms and have
already responded by changing their practices. We therefore do not expect that retailers will need
to change their practices or make system or other changes to accommodate the clarified drafting
under Option two. Additionally, the proposed amendments should not result in any lost revenue for
retailers from the need to continue applying discounts and benéefits for the life of a contract. This
was required under the 2020 reforms and evidence shows this is standard practice.

Compared to the base case, Option two is assessed as more effectively reducing uncertainty for
both retailers and consumers at no or minimal additional cost, while continuing to deliver the
consumer protections introduced in the 2020 reforms.

Our draft decision

We propose to amend clause 96 of the code of practice to clarify that any discount, rebate or credit
(including a conditional discount) should be honoured for the length of a contract. This is the case
for both fixed-term contracts and ongoing contracts.

We consider this would be a clarification of the existing rule, in alignment with our 2020 final
decision, rather than a substantive policy change. We welcome stakeholders’ views on this
proposed amendment.

Table 8 — Proposed amendments to clarify that benefits under an ongoing contract are ongoing

Clause Purpose of amendment

96 Amendments, including a new subclause, to clarify that any discount, rebate or
credit (including a conditional discount) under an ongoing contract should also be
ongoing and honoured for the length of a contract.

Questions

8. Do you have any views on clarifying that any discounts and benefits under an ongoing
contract should also be ongoing?
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Clarifying bill benchmarking and greenhouse gas disclosure information
on bills

Providing clear and relevant information on energy bills is important to help customers understand
their energy use, costs, and available payment options. It also helps them to make informed
decisions about their energy consumption and retailer. Bill benchmarking information helps
customers compare their usage against comparable households, and whether to consider reducing
energy use (and costs). Greenhouse gas disclosure helps customers understand the
environmental impact of their electricity use.

Purpose of reform

Under section 40R of the Electricity Industry Act 2000, licenced retailers selling electricity must
include greenhouse gas emission and bill benchmarking information on a customer’s bill. 8
Section 40S of the Act requires the commission to prepare, issue and publish guidelines for the
purposes of this information requirement.*°

Under clauses 63 and 64 of the code of practice, a retailer must provide either bill benchmarking
information or greenhouse gas disclosure on a customer’s bill. These clauses repeat with more
specificity the requirements already set out in 40R and 40S of the Electricity Industry Act 2000.

We received feedback from Shell that this requirement could be removed.®' However, this
obligation is also set in the Electricity Industry Act 2000. We are considering removing the
obligation in the code of practice to streamline obligations and reduce regulatory duplication.

What we heard from stakeholders

On its submission to our consultation paper, Shell suggested reviewing the commission’s
Greenhouse Gas Disclosure on Electricity Customers' Bills Guideline. % Shell proposed greater

flexibility for retailers to voluntarily display customers’ emissions reduction activities on their
electricity bills. Shell noted that some customers have requested their voluntary emissions
reductions, including voluntary surrender of Large-scale Generation Certificates (LGCs), to be
reflected in the greenhouse gas emissions information on their bills. Shell considers the current
requirements too restrictive because retailers cannot accommodate these requests without

89 Section 40R of the Electricity Industry Act 2000.
90 Section 40S of the Electricity Industry Act 2000.

91 Shell Energy, submission to the Essential Services Commission Strengthening Protections for Energy Consumers in
Victoria: Consultation Paper, 4 May 2026, p. 9.

92 |bid.
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potentially breaching the current rules. It suggested that retailers should have the option to provide
this information where requested by customers and where the retailer’s systems allow it. Shell
considers this would better reflect customer preferences, support innovation and provide a better
customer experience, without creating a mandatory obligation for retailers.

Shell also proposed removing clause 63(1)(p), which relates to bill benchmarking, on the basis that
benchmarking is no longer required for bills in NECF jurisdictions and that the data previously
provided by the AER for this purpose is no longer being updated.

Options considered
Option one: no change

Under this option, clauses 63 and 64 of the code of practice would remain unchanged. Retailers
would continue to be required to provide bill benchmarking and greenhouse gas disclosure
information on customers’ electricity bills, with substantially the same requirements applying under
both the code of practice and sections 40R and 40S of the Electricity Industry Act 2000.

Option two: Remove the requirement in the code of practice to publish bill
benchmarking or greenhouse gas disclosure information on bills

Under this option, the requirements in clauses 63(1)(p) and 64 relating to bill benchmarking and
greenhouse gas disclosure would be removed from the code of practice. The underlying
requirements in sections 40R and 40S of the Electricity Industry Act 2000 would remain
unchanged. This means retailers would continue to be required to provide the relevant information
on customers’ electricity bills. The commission would also continue to publish guidelines under
section 40S to assist retailers in complying with the legislative requirements.

Analysis

Clause 64 of the code of practice largely duplicates requirements already contained in sections
40R and 40S of the Electricity Industry Act 2000. Clause 63(1)(p) also requires retailers to include
bill benchmarking information as part of the bill content requirements.

These requirements are already established in legislation. Removing the references to greenhouse
gas disclosure or bill benchmarking in clauses 63(1)(p) and 64 would avoid unnecessary
duplication between the code of practice and primary legislation.

Maintaining substantially the same obligations across Acts and the code of practice can create
unnecessary regulatory complexity for retailers. This can

¢ make it more difficult for retailers to identify the primary source of their obligations,
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e increase the compliance burden associated with maintaining requirements across multiple
instruments

o create a risk of inconsistencies where legislative requirements or guidance are updated
over time.

Removing the duplicative requirements from the code of practice would provide a clearer and more
streamlined regulatory framework, without removing or weakening obligations on retailers or
underlying consumer protections. Retailers would continue to be required to provide bill
benchmarking and greenhouse gas disclosure information in accordance with sections 40R and
40S of the Electricity Industry Act 2000.

In addition, section 40S mandates the commission to publish guidelines to assist retailers in
understanding and complying with the legislated requirements. This provides a more appropriate
mechanism for communicating practical compliance expectations than reproducing detailed
requirements in the code of practice. This is particularly true where those expectations may need
to evolve over time.

Option two would more clearly distinguish between the role of the Act, which establishes the
substantive legal obligations, and the role of the code of practice. It would avoid unnecessarily
duplicating requirements already imposed by primary legislation. This would reduce regulatory
duplication, improve clarity for regulated entities and support the broader objective of reducing
regulatory burden, while maintaining the same standard of consumer protection.

We will also refer Shell’'s broader feedback about removing the bill benchmarking or greenhouse
gas disclosure requirements entirely to the Department of Energy, Environment and Climate Action
for consideration as part of future legislative reforms.

We note that Shell also proposed reviewing the Greenhouse Gas Disclosure on Electricity
Customers' Bills Guideline. However, we are not considering reviewing that instrument as part of
this review.

Our draft decision

Our draft decision is to amend the code of practice to remove the obligation to provide greenhouse
gas disclosure or benchmarking information on electricity customers' bills. Retailers would still be
required to provide this information on bills to comply with obligations set in the Electricity Industry
Act 2000.
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Questions

9. Are there any consequences we should consider from removing the bill benchmarking or
greenhouse gas disclosure requirements from the code of practice, given the existing
requirements under the Electricity Industry Act 20007?

Table 9 — Proposed amendments to clarify bill benchmarking or greenhouse gas disclosure information on bills

Clause Purpose of amendment

63(1)(p) Removal of duplicative requirement for retailers to include bill benchmarking
information to the extent required under the Electricity Industry Act 2000 on a
customer’s bill.

64 Removal of duplicative requirement for retailers to include greenhouse gas
disclosure or bill benchmarking information on a customer’s bill. This is already
required under section 40R of the Electricity Industry Act 2000.
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Consequential amendments to the code of practice

Summary

In March 2026, the Victorian Government announced plans to introduce the Midday Power
Saver offer.

We are proposing consequential amendments to the code of practice to reflect the direction
from the Victorian Government.

Consequential amendments for the Midday Power Saver offer

In March 2026, the Victorian Government announced plans to introduce the Midday Power Saver
offer.®® The Midday Power Saver offer was subsequently introduced through an Order in Council
published on the Victoria Government Gazette on 8 September 2026.%* (the Order in Council).

The Order in Council will come into operation on 1 October 2026. From 1 October 2026, all
retailers that have more than 1,000 customers must offer the Midday Power Saver offer as an opt-
in tariff for all residential customers with a smart meter.

The Order in Council states that the Midday Power Saver offer will operate within the standing
retail contract framework as a new regulated time of use electricity standing offer. It will offer
customers a daily, consecutive three-hour period during which retail tariffs are set to $0 per kilowatt
hour. Terms and conditions for the offer will be based on those for standard retail contracts.

The Order in Council outlines several key protections that will apply to the Midday Power Saver
offer. These protections are aligned with the advice we provided to the Minister for Energy and
Resources in May 2026.%° The Order in Council sets transitional protections that will apply until the
code of practice is amended. It also directs the commission to make consequential amendments to
the code of practice as soon as reasonably practicable, to provide ongoing protections for the
Midday Power Saver offer. This includes directions to amend the code of practice to specify that:

93 State Government of Victoria, Best Midday Power Offer in the Country (Media release), 28 March 2026.
9 Midday Power Saver Pricing Order 2026, Victorian Government Gazette No. S 498, Tuesday 8 September 2026.

9 |In May 2026, we responded to the Minister for Energy and Resources and provided a letter with our advice on the
Midday Power Saver Offer. We also provided a Technical Paper with our recommended approach to set tariffs and
consumer protections for the Midday Power Saver offer. For more information, see ‘Victorian Midday Power Saver’,
Department of Energy, Environment and Climate Action, accessed 12 August 2026.
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the Midday Power Saver offer is a ‘standard retail contract’ and that the protections in the
code of practice that apply to standard retail contracts apply to the Midday Power Saver
offer

the standard retail contract terms and conditions apply to the Midday Power Saver offer

explicit informed consent is required before a customer is sold electricity under the Midday
Power Saver offer, except when an eligible customer experiencing payment difficulty is
automatically switched to a retailer's deemed best offer®® or when a customer on a contract
that is four years or older is switched to a cheaper plan®’

before obtaining explicit informed consent, a retailer must give the customer clear advice,
in plain English and in a readily understandable manner, about the tariff structure and
potential cost consequences of accepting the Midday Power Saver standing offer. The
clear advice must include advice about the:

o free usage period

o fair use cap

o excess electricity usage charge

o peak and off-peak usage charges

o supply charge and any other tariff components

o risk that the customer may pay more if the customer’s electricity consumption pattern
does not suit the Midday Power Saver offer

o availability of the Victorian Default Offer, and where the customer may obtain
comparison information.

Where practicable, the clear advice must be given by reference to the retailer’s estimate of the

dollar impact on the customer. Note also the following requirements:

A 10-business day right to withdraw from the Midday Power Saver offer applies,
commencing with the date the customer receives the required information about that offer,
including requirements for customer notice, retailer giving effect to withdrawal, records and
fee-free withdrawal

Customers who are parties to deemed contracts under section 39 of the Electricity Industry
Act 2000 can request and accept the Midday Power Saver standing offer

9 Part 6, Division 2A, clauses 132A to 132G, Energy Retail Code of Practice v7 (to come into effect on 1 October 2026).

97 Part 5, Division 8, clauses 120A to 120D, Energy Retail Code of Practice v7 (to come into effect on 1 October 2026).
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¢ The Midday Power Saver standing offer tariffs and any associated factsheet or equivalent
tariff information must be published on retailers’ websites and through applicable Victorian
Energy Compare publication mechanisms consistently with the approach applied to other
standing offers

o Despite the existence of the Midday Power Saver standing offer, a retailer is required to
advise a customer only of the availability of the Victorian Default Offer for electricity for the

purposes of pre-contractual information requirements

Table 10 outlines the proposed consequential amendments to the code of practice to reflect the
direction from the Victorian Government set in the Order in Council.

Table 10 — Proposed amendments to implement the Victorian Midday Power Saver offer

Clause Purpose of amendment

Definition changes  New definition of Midday Power Saver offer

Amended definition of standard retail contract, standing offer, price
comparator and Victorian Retailer Portal website to include the Midday
Power Saver offer

7(4) Clarification that explicit informed consent rules apply to the Midday Power
Saver offer
24(1), 24(2) Internet publication of Midday Power Saver offer

Application of explicit informed consent rules to the Midday Power Saver

26(4) offer

29(1) Clarification that pre-contractual request to designated retailer for sale of
energy for standard retail contracts includes the Midday Power Saver offer

Confirmation that a small customer who is a party to a deemed contract

29(1A) may request the sale of electricity under the Midday Power Saver offer

from the financially responsible retailer for the premises

Clarification that responsibilities of designated retailer in response to
30(1) request for sale of energy under a standard market retail contract include
the Midday Power Saver offer
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33(1)(c)

38(1)

38A

39(1)

40(1)
97(1), 97(2), 97(5),
97(7), 97(10)

108(2)

132D(4)

176(7)

Schedule 2

Analysis

Provision of information for customers who are parties to deemed
contracts under section 39 of the Electricity Industry Act 2000 about the
Midday Power Saver offer

Clarification that customers are entitled to clear advice before entering
into a contract for the Midday Power Saver offer

Additional clear advice requirements for the Midday Power Saver offer as
set in the Order in Council

Provision of Midday Power Saver offer information via the Victorian
Retailer Portal website and obtaining an energy factsheet

Clarification that a factsheet for the Midday Power Saver offer must be
made available to small customers within two business days of the plan
becoming available to small customers

Application of cooling-off period and right of withdrawal to the Midday
Power Saver offer

Clarification that Deemed best offer could be the Midday Power Saver
offer

Clarification that if a customer is automatically switched to their best offer,
the opt-out message must include a copy of the applicable contract, which
could be the Midday Power Saver and not only a market retail contract

Clarification that if a customer who is reclassified under the code of
practice so that the customer is no longer a small customer, the retailer is
no longer obliged to make the Midday Power Saver offer available to the
customer

Application of model terms and conditions for standard retail contracts to
the Midday Power Saver offer

The Victorian Midday Power Saver offer will be available from 1 October 2026. The Victorian

Government has introduced it through an Order in Council, developed by the Department of

Energy, Environment and Climate Action. The Order will direct the commission to amend the code

of practice in accordance with this Order and the Victorian Government’s policy decisions.
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As the requirement to offer the Midday Power Saver offer is set in an Order in Council, which also
includes relevant consumer protections that apply to this new offer, implementation and ongoing
costs for retailers are attributable to the Order in Council. Retailers will need to make these
changes and comply with those requirements even if the code of practice is not reviewed. The
amendments to the code of practice are consequential amendments consistent with the direction to
the commission set out in the Order in Council. We expect the amendments to provide clarity and
regulatory certainty to retailers by transferring the requirements set in the Order in Council into the
code of practice.

The proposed amendments will also benefit consumers by removing any ambiguity about the
protections they are entitled to if they choose the new Victorian Midday Power Saver offer.

Questions

10. Do you have any feedback on the proposed consequential amendments to the code of
practice to account for the Midday Power Saver offer? Is the proposed clause 38A needed
to specify the types of clear advice for the Midday Power Saver Offer?
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Implementation

The proposed reforms outlined in this draft decision are intended to be implemented through
amendments to the Energy Retail Code of Practice. We expect to make a final decision on these
reforms in December 2026. We propose that the reforms will then commence from 1 March 2027.

The targeted reforms proposed in this process are not expected to require significant changes to
retailers’ systems or processes. In many cases, we anticipate that the reforms will remove
obligations or align with practices that retailers already have in place or comply with under laws in
other jurisdictions.

Other reforms, such as those to enable the Victorian Midday Power Saver offer, are consequential
reforms, reflecting the Victorian Government’s previous decisions and resulting obligations
imposed on retailers through other instruments.

We consider that a 1 March 2027 commencement timeframe will provide adequate time for
retailers to prepare while also rapidly delivering on the intended outcomes of this reform.

Monitoring and reporting
When evaluating our regulatory reforms, we consider the following:

¢ How are the existing rules benefiting consumers?
¢ Are the current rules meeting consumer needs and expectations?
e Have the rules been implemented as intended?

e Are the rules achieving their intended outcomes and how is this reflected in the data or
market insights?

e Are the rules having any unintended impacts or consequences?
¢ Are the better ways to achieve the desired outcomes?
We draw on a range of information sources to evaluate our reforms and inform our regulatory

priorities. This includes market and compliance data, consumer feedback and surveys, EWOV
insights, expert advice and external reports.

The commission monitors the performance of the energy market and licensed entities. The
commission’s Compliance and Performance Reporting Guideline sets out the process for retailers

to self-report non-compliance and also requires retailers to report on a range of performance
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Essential Services Commission Targeted Consumer Reforms and Regulatory Efficiency m


https://www.esc.vic.gov.au/electricity-and-gas/electricity-and-gas-codes-guidelines-and-policies/energy-guidelines/compliance-and-performance-reporting-guideline

metrics. We share the findings from our monitoring of the market and licensed entities publicly
through written reports, articles and a public dashboard.%

Many of the reforms outlined in this draft decision involve reducing existing regulatory burden or
clarifying existing obligations. We will continue to monitor existing retailer data to identify whether
these reforms are having the desired effect and avoid unintended outcomes. For example, we will:

e continue to monitor retailer compliance with billing information and best offer messaging
obligations, including any customer complaints related to these

e continue to monitor retailer compliance with complaints handling and dispute resolution
procedures

e monitor and respond to any billing issues, customer complaints or compliance matters
resulting from the expiry of discounts or benefits in the life of a contract.

Other reforms outlined in this draft decision involve changes that align with the NERR. This
includes reforms relating to protections for customers with secondary meters and information for
customers on gas disconnection and abolishment. For these reforms, we will monitor retailer
compliance with the new obligations, by investigating reported non-compliance or complaints.

We have started engaging with retailers to make changes to our Compliance and Performance

Reporting Guideline to require retailers to report the number of customers on the Victorian

Government’s Midday Power Saver offer.

We will also monitor available data sources to assess whether the reforms are delivering the
intended consumer benefits. For example, this may include monitoring retailer gas complaints
reported under the guideline, particularly for any increase in complaints relating to gas
disconnection and abolishment, as well as escalated complaints and disputes referred to EWOV
concerning these processes.

We will also monitor all the proposed reforms within the monitoring of the broader outcomes set out
in our Strategic Plan 2026-29 (refer to Table 1).

Questions

11. Do you have any feedback on the proposed implementation timelines for the reforms
outlined in this draft decision?

98 ‘Victorian Energy Market Reporting Hub’, Essential Services Commission, accessed 13 August 2026.
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Next steps

Indicative timeline

We are seeking feedback on the proposed reforms and draft amendments to the code of practice
during a five-week public consultation period.

We will provide updates via our website, news updates and media releases to inform stakeholders
and the wider public of the progress of these reforms. Table 11 outlines the timings for consultation
on the proposed reforms.

Table 11 — Key consultation steps prior to amendments to the code

Anticipated timeframe

Draft decision release 17 September 2026

Consultation period 17 September — 23 October 2026

Consideration of submissions and stakeholder feedback  October — November 2026

Amendments to the code and release of final decision December 2026 (expected)
How to provide feedback

Submissions should be made via Engage Victoria by 5 pm on 23 October 2026.

Submissions will be published on the commission’s website in accordance with our Submissions
Policy, except where the submitting party has identified information as confidential or commercially
sensitive. Submissions should clearly specify any information that is confidential or commercially
sensitive and provide the reasons for that classification.

We also welcome the opportunity to meet with interested parties to discuss specific feedback.
Through the review, we will continue to engage proactively with community representatives,
industry participants, government departments and agencies through targeted meetings and
consultations.

Please contact energyreform@esc.vic.gov.au if you have any questions or would like to arrange a

meeting.
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