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Public engagement summary: Electricity Distribution 

Code customer service standards review 

Project background 

In developing this package of reforms, we sought to enhance and improve customers’ experiences 

with both their retailer and distributor. We have done this by focusing on: 

• ensuring customer preferences are embedded in the new customer protections framework 

• implementing reforms that promote the long-term interests of customers, including those who 

might be experiencing vulnerability such as life support customers.  

The reforms in our final decision will also address key issues raised by stakeholders including: 

• ensuring electricity retailers provide customer contact details, including electronic details, to 

distributors in a timely way 

• modernising the communication channels distributors can use to notify customers about 

planned outages by focusing on customer preferences, while protecting life support customers 

• giving distributors and customers flexibility to interrupt supply at short notice, subject to explicit 

informed consent and record keeping obligations 

• ensuring customers are notified when planned outages are cancelled in many circumstances 

• modernising and updating our guaranteed service level scheme in line with community 

expectations.  

How we engaged 

  

 

Key dates 

• 13 August 2019: issues paper released and first phase of consultation 

opened 

• 13 September 2019: consultation on the issues paper closed 

• 7 May 2020: draft decision released and second phase of consultation 

opened 

• May and June 2020: one-on-one meetings with stakeholders 
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• 29 June 2020: public webinar to discuss our proposals and get stakeholder 

feedback 

• 3 July 2020: consultation on the draft decision closed 

• July to October 2020: meetings with stakeholders to discuss submissions. 

 

Methodology 

• feedback and submissions via Engage Victoria for both the issues paper and 

draft decision 

• one-on-one meetings with key stakeholders  

• regional public forums in Traralgon and Ballarat 

• public webinar  

• customer survey about planned outage communication preferences. 

 

Number of participants 

• 1,103 views of our Engage Victoria consultation page by 615 visitors 

• meetings with key stakeholders included:  

− all five electricity distributors 

− eight retailers 

− two consumer groups, and  

− the Energy and Water Ombudsman (Victoria). 

• four participants at the public regional forums 

• 36 participants at the webinar including one member of the public and 

representatives from:  

− all five electricity distributors 

− 10 retailers 

− four consumer groups 

− Energy Safe Victoria 

− the Energy and Water Ombudsman (Victoria) 

− the Department of Environment, Land, Water and Planning. 

 

Number of submissions received (written, verbal) 

• issues paper: 21 written submissions  

• draft decision: 21 written submissions 

• verbal submissions were provided throughout the consultation process in 

meetings and events. 
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Summary of key feedback 

We asked What stakeholders said What we did 

We proposed to require 
retailers to provide 
distributors with customer 
information including 
electronic contact details. 

One retailer suggested the 
language in the code drafting 
should align with the existing 
procedures. 
 
One retailer said that the 
requirement for phone numbers 
should be limited to two numbers 
only as this is all that can be 
accommodated in the Australian 
Energy Market Operator’s 
existing business-to-business 
procedures. 
 
Some retailers did not consider 
that the monthly reconciliation 
process was needed when 
customer details are provided on 
a transaction by transaction 
basis. 
 
Some retailers queried what 
safeguards were in place for the 
use of customer information. 

We aligned the information 
sharing requirements with the 
Australian Energy Market 
Operator’s existing business-to-
business procedures. 
 
We removed the monthly 
reconciliation requirement. 
 
We have included protections for 
customer information so that 
distributors do not misuse 
customer details.  

We proposed to adjust the 
guaranteed service level 
scheme payment 
thresholds based on 
outage data from the 
regulatory information 
notices submitted to the 
Australian Energy 
Regulator. 

Distributors did not support our 
approach and provided modelling 
which showed that our proposed 
scheme would significantly 
increase the cost of the scheme. 

We analysed 36 million rows of 
smart meter data covering five 
years. This data was much more 
detailed than that used for our 
original analysis. This work 
showed that the scheme’s 
payment thresholds should 
largely stay at their current 
levels.  

We proposed to require 
distributors and retailers to 
make timely guaranteed 
service level payments to 
customers. 

Some concerns were raised 
about the time frames to make 
payments.  

We adjusted payment time 
frames to account for the 
practicalities of implementing the 
new rules while ensuring 
customers still receive timely 
payments. 

We proposed to allow 
notifications for planned 
outages via electronic 
channels if a customer 
provided explicit informed 
consent. 

Distributors said that the explicit 
informed consent requirement 
would be a barrier to uptake. 
Other stakeholders said we 
should focus more on customer 
preferences.  

We have removed the explicit 
informed consent requirement 
and instead enabled customers 
to nominate their preferred 
contact methods.  
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Our engagement events  

Our public forum in Traralgon in October 2019 

 

Our public webinar in June 2020 
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Online engagement 

LinkedIn 
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Engage Victoria 

A snapshot of our Engage Victoria consultation page after consultation on the draft decision 

closed.  

 


