
Submission to the Energy Retail 
Code of Practice Review – Stage 2 
(Embedded Networks) 
To: Essential Services Commission (ESC) 

Via: Engage Victoria Portal 

Date: March 26, 2026 

Subject: Submission to the Energy Retail Code of Practice Review – Stage 2 (Embedded 
Networks) 

Attention: Energy Policy Team 

 

1. Introduction 
I am writing to provide formal feedback for Stage 2 of the Energy Retail Code of Practice 
review. As a resident of Mt Waverley and an embedded network customer (Supa Energy), I 
am currently subject to a "two-tier" energy system that creates significant financial and 
psychological barriers for concession holders compared to customers of licensed retailers. 

2. Response to Question 16: Opportunities for 
Equivalence 
The ESC has asked: “What opportunities are there to provide the same protections for 
embedded network customers as for other customers?” 

The primary opportunity is the mandated automation of concessions. Currently, the 
"protection" of a discounted energy rate is only accessible to embedded network customers 
who can navigate a high-friction, manual application process. 

Key Systemic Barriers: 

●​ Administrative Inequity: Unlike customers of AGL or Origin, I cannot simply provide 
my Pensioner Concession Card details once. I am forced to manually track, save, 
and upload up to six invoices every six months via the Victorian Concessions portal. 

●​ Executive Function & Disability Access: As a customer with a disability, the 
requirement to manage complex portal logins and document uploads causes 
significant cognitive overload. The current system fails the "accessibility" test by 
penalizing those who struggle with administrative executive function. 



●​ Benefit Leakage: The complexity of the current manual process leads to "admin 
fatigue," where many vulnerable Victorians simply stop applying, meaning the 
government’s cost-of-living relief fails to reach its intended target. 

3. Recommended Policy Amendments 
To achieve true equivalence between embedded networks and standard retail customers, I 
urge the ESC to consider the following updates to the Code of Practice: 

1.​ Mandatory CCeS Integration: Amend the General Exemption Order (GEO) or the 
Code to require embedded network operators to utilize the Centrelink Confirmation 
eService (CCeS). Customers should be able to provide their CRN once and have 
discounts applied automatically. 

2.​ Automated Rebate Distribution: One-off payments, such as the Power Saving 
Bonus, should be automated for verified concession holders. If a provider has a 
verified concession card on file, they should be mandated to credit the account or 
facilitate the payment without a secondary manual application from the customer. 

3.​ Proactive Communication Obligations: Providers should be mandated to 
proactively notify and assist eligible concession customers when new state or federal 
rebates become available, rather than relying on the customer to discover them via 
news or government portals. 

4. Conclusion 
True protection for embedded network customers is not just about having the right to a 
concession, but having equitable access to that right. By automating these processes, the 
ESC can remove the discriminatory "paperwork tax" currently levied against vulnerable 
residents in embedded networks. 

Sincerely, 

Disability Embedded Energy Customer Mt Waverley, Victoria 
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