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Essential Services Commission
Level 8, 570 Bourke Street
Melbourne VIC 3000

Submitted through Engage Victoria Website

To whom it may concern,
Energy On Submission for “Better protections for life support customers in Victoria”

Energy On, as an Embedded Network and Local Energy Network Operator in Victoria, appreciates the
opportunity to provide feedback on the Essential Services Commission’s (ESC) draft decision, “Better
protections for life support customers in Victoria”.

We support initiatives aimed at improving safety for life support customers, strengthening the accuracy of
life support registers, and improving support during prolonged outages. Our feedback below focuses on
practicality, operational burden, and implementation considerations.

Energy On recognises the importance of robust life support protections and the need for accurate registers,
particularly given the challenges of prolonged outage events. We broadly support the direction of the
reforms and welcome a more consistent and predictable regulatory framework.

It is essential that the final approach recognises the operational differences between licensed retailers,
distributors and smaller exempt sellers, and is supported by clear guidance and workable processes. We
provide the following feedback on the practicality, burden, and implementation implications of the
proposed changes.

1. New ‘life-threatening’ system flag
We acknowledge that the new “life-threatening” flag is intended solely for emergency triage and does not
alter customer protections. Energy On supports this reform as it assists emergency services and relies on
medical practitioners for assessment.

2. Retailer ownership of registration, deregistration and updating of details
Energy On notes that shifting full responsibility to retailers and exempt sellers will significantly increase
workload and system costs, particularly for smaller retailers and exempt sellers with limited resources and
less automated systems. This approach places sole operational and regulatory responsibility on retailers
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and exempt sellers, while distributors still rely on the data.

Given this imbalance, we recommend the ESC consider whether a centralised, industry-wide life support
register (or shared-access model) could better support consistent data and reduce duplication over time.

In our view, a centralised system could:
- reduce duplication
- ensure consistent data
- support seamless inter-business communication
- avoid reliance on manual B2B transmissions
- reduce compliance risk for smaller retailers and exempt sellers with limited resources

We encourage the ESC to work with other regulatory bodies to explore a centralised or shared-access model
as a future improvement.

3. Deregistration
Energy On supports mandatory deregistration in clear-cut situations, noting this aligns with existing
practices. We support retaining discretion where customers have difficulty providing documentation,
provided the reasons are clearly recorded.

4. Updating medical confirmation processes
Energy On strongly supports this initiative. A single standardised form will:
- reduce customer confusion
- streamline industry processes
- lessen the administrative burden on medical practitioners
- provide consistency across retailers

We view this as a positive and overdue improvement.

5. Yearly check-ins
Energy On supports an annual check-in to keep customer details accurate and to confirm life support
equipment is still required at the premises. While we support this initiative, we note it will create a
substantial operational workload, most notably for smaller retailers and exempt sellers who may need to
rely on more manual processes to complete, track and follow up check-ins.

To support consistent implementation, we request clear guidance from the ESC (and alignment with the
Australian Energy Market Commission (AEMC) where relevant) on a standardised annual check-in process,
including minimum content requirements, record-keeping expectations, and follow-up steps where
medical confirmation is not available or where circumstances have changed (for example, equipment type
or the optional ‘life-threatening’ flag).

Where medical confirmation is treated as current for a longer period (for example, up to four years),

guidance on how annual check-ins should operate alongside that approach would help manage workload
and reduce compliance risk, particularly for smaller retailers and exempt sellers.
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6. Improving communication methods for contacting life support customers

Energy On supports the introduction of:
- secondary contacts
- preferred communication method requirements
- electronic communication options

These measures will improve reach and reduce missed notifications.

Conclusion
Energy On supports the draft decision’s objectives, but notes several proposed changes will significantly
increase operational workload for retailers and exempt sellers, with a disproportionate impact on smaller
retailers and exempt sellers. Clear, consistent guidance and implementation flexibility will be required to
support effective compliance and customer outcomes. We recommend consideration of the following
improvements:

- Explore a centralised life support register shared by retailers, distributors, and exempt sellers.

- Reduce customer burden by allowing exemptions or reduced frequency of verification for

customers with permanent conditions.
- Provide implementation flexibility, especially for smaller retailers and exempt sellers.

In particular, annual check-ins (and any associated follow-up where medical confirmation is unavailable or
treated as current over a longer period) will require workable processes, clear record-keeping expectations,
and implementation flexibility to manage compliance risk and customer impacts—especially for smaller
retailers and exempt sellers.

Energy On remains committed to protecting life support customers and working collaboratively with the
ESC. We appreciate the clarity in many aspects of the proposed reforms and welcome continued
engagement as the final decision is developed.

We would be pleased to discuss any of the points raised in this submission.

Regards,

Customer Service Manager

Phone I

Email ]
Website www.EnergyOn.com.au
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