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Melbourne VIC 3000

Submitted via: energyreform@esc.vic.gov.au

Dear Commissioners,
RE: Srengthening Protections for Energy Consumers in Victoria — Consultation Paper

GloBird Energy (GloBird) welcomes the opportunity to provide feedback on the Essential Services
Commission’s (ESC) Strengthening Protections for Energy Consumers in Victoria consultation paper

(paper).

GloBird commenced operation in 2015 and has steadily grown, currently retailing energy to over 200,000
residential and small business customers across Victoria, New South Wales, Queensland and South
Australia. Our excellent value energy offerings, innovative products and a high-quality customer service are
key drivers of our success in this highly competitive energy market.

We support aligning regulations across Victoria and NECF jurisdictions. From this perspective, we generally
support proposed changes to the Energy Retail Code of Practice (Code) that align with those already
imposed by National Energy Retail Rules (NERR). However, we do not support changes that align with
proposed regulations that are currently under consultations or regulations imposed in jurisdictions other than
NECF jurisdictions, such as Western Australia. Doing so will defeat the purpose of aligning with the NERR
and will introducing inconsistencies and complexity, the cost of which will be borne by customers.

The paper proposes some changes on the basis that the underlying issues are material or systematic
without presenting supportive evidence. Others, seem to be proposed without cost/benefit analysis
demonstrating the benefits would outweigh the cost.

On another point, we urge, the ESC to take the opportunity of this review to address the Feed-in tariff matter
raised in the section below to support innovation, especially when the proposed change can only benefit
small customers without any downside risks.

Feed-in tariffs linked to the electricity wholesale price (wholesale feed-in tariff)

Energy plans with a wholesale feed-in tariff will encourage customers optimising the operation/output of their
small renewable energy generation facility’ to take advantage of times with high wholesale prices and in
doing so support the stability of the electricity wholesale market.

The Victorian legislation prohibits retailers from charging consumers a feed-in tariff rate less than $0/kWh. If
retailers are allowed to introduce wholesale feed-in tariffs, the law protects the customer from paying for
feed-in.

Introducing wholesale feed-in tariffs in Victoria is currently not possible because subsection 107(2)(c) of the
Code requires retailers to provide the customer with at least five business notice before the feed-in tariff
change will take effect. Prices of Wholesale feed-in tariffs change every 5 minutes and are not known in
advance to provide the required notice.

! Section 40F, Electricity Industry Act 2000
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We recognise that implementing a wholesale feed-in tariff comes with a challenge - how to present the
information on the bill. We propose that whilst the calculation of the wholesale feed-in tariff amount for a
billing period is calculated every 5-minute, this amount (A) is converted into a weighted average feed-in price
(WAFP), weighted by the customer electricity export for that billing period (E). The bill for that billing period
will present WAFP as the rate of the wholesale feed-in tariff so that when it is multiplied by E the amount
payable to the customer will equal A. Given the legislation protecting customers from paying for feed-in, if
ever WAFP is negative the retailers will be required to credit the customer an amount equivalent to the feed-
in amount to ensure the customers does not pay for any feed-in.

We submit that the ESC should consider including a provision in the Code to exempt feed-in tariffs linked to
the spot price from complying with subsection 107(2)(c) of the Code

Feedback on other questions

The table below provides feedback on some of the questions raised in the paper:

Topic Feedback

Strengthen family violence protections Family Violence Policy

- We agree to be consistent with the NERR and
clarify that retailers are required to comply with
its policy

- The paper does not present evidence of the
existence of shortcoming, gaps or missed
opportunity to justify the need for retailers to
consult with family violence organisations when
developing or reviewing family violence policies.
Consultation with family violence organisations,
is a lengthy and costly process. Imposing such a
change introduces complexity and goes against
the purpose of proposing the change in the
previous point to align with the NERR.

Training

- We support consistency with the NERR and
requiring retailers to train staff to sustain and
improve staff knowledge, skills and capability.
To retain consistency with the NERR, we do not
support the Code to specify the length of the
regular interval.

- Without evidence and cost/benefit analysis to
justify the need for change, introducing rules to
align with Western Australia regulations and
create further inconsistencies with the NERR,
will only create complexity and impose
unnecessary costs to be borne by customers.
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Topic

Feedback

Safe method of communication

- We agree with the proposed reform that the
Code to be explicit in requiring the retailer to
use the affected customer's preferred method of
communication, consistent with the NERR

- We seek clarification on what constitute
“reasonable steps” to obtain the affected
customer’s preferred method of communication,
especially in terms of the methods, timing and
numbers of communication to the affected
customer.

Account security

- We seek clarification on the definition of
“appropriate person, or “third party”.

- Given the obvious high risk, if the ESC decides
to allow the disclosure of affected customer’s
information to a third party in certain exceptional
circumstances, we urge the Commission to list
all those exceptional circumstances

Debt management and Disconnection

We support that agents and contractors acting on
behalf of retailers should receive family violence
training. However, we do not consider it appropriate
for retailers to be responsible for organising this
training. Instead, agents and contractors should be
responsible for ensuring their staff are appropriately
trained as part of their own compliance frameworks.
Retailers should have an oversight role, including
verifying that agents and contractors have met the
required training standards.

Disconnection
We seek clarification on the definition of “set period”

Support future First Nations customers

The paper does not specify the value in collecting
this information.

Protections for consumers with secondary meters

- We generally support alignment with the NERR
but caution the ESC not to over-regulate and
along the way hamper innovation.

- ltis not clear to us why the disconnection and
reconnection topic is relevant to secondary
meters since the premises would not be
impacted by loss of supply.
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Topic

Feedback

Information for consumers on gas disconnection
and abolishment

We do not support making changes to align with
rules in NECF jurisdictions that have not been
finalised.

Improving consumer contact information for power
outages

We note that the Network Outage Review highlighted
failures by distributors. Accordingly, we urge the ESC
not to impose new retailer obligations that would
cause unnecessary costs to be ultimately borne by
consumers.

We note and share the Victorian Government
concerns that customer consent, data security and
privacy must be considered, not only from the part of
retailers but also distributors.

That said, if the ESC decides to pursue this reform:

- secondary contact information should not be
mandatory and should be the consumer's
decision to provide the details.

- The cost of system change must be taken into
consideration. In particular, the change to allow
the recording and treatment of the secondary
contact to be different from a secondary contact
that has an authorisation to undertake account
related activities, such access and enquiries.
These features are not currently built into
existing systems and processes.

Clarifying protections that apply to customers with
closed account

- The need for change hasn’t been clearly
demonstrated in the paper. Given the extent of
recent changes across the industry, further
changes at this time should be carefully
considered and only pursued where clearly
necessary.

- We note that customers account can still be
open if one of the services, e.g. gas, has been
transferred out to a different retailer.

- If the ESC decides to proceed with this reform,
having consistent definition of customers
experiencing payment difficulty across Victoria
and NECEF jurisdictions will be useful.

Requirement to publish changes to tariffs and
charges in newspapers

We support the ESC proposal to remove the current
obligation to publish variations to tariffs and charges
of standard retail contracts in newspapers.

Strengthening requirements for handling
complaints

The need for change hasn’t been clearly
demonstrated in the paper. Given the extent of
recent changes across the industry, further changes
at this time should be carefully considered and only
pursued where clearly necessary.
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Topic Feedback

Aggregation of multi-site business customers We support the aggregation of multi-site business
customers.

Opportunities for reducing costs and regulatory We recommend:

bulgan:when considering fefoms - that changes should be done if enough

evidence exists to justify the need for the
change and after cost/benefit analysis are
carried out demonstrating that the expected
benefits would outweigh the potential cost.

- avoiding the introducing of new changes that
are inconsistent with those that apply in NECF
jurisdictions or add complexities.

Should you wish to discuss this submission, please contact Nabil Chemali, Regulatory & Commercial

Manager, at (N

Yours sincerely

John McCluskey
Executive Manager
GloBird Energy





