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My submission to this review is written as a customer who experiences periods of frequent
power outages. My response is in relation to Questions 9 & 10.

Q9. Should retailers be required to collect information from a secondary contact person
(and potentially additional members of a household)?

Q10. Should retailers be required to improve the quality of the customer contact data they
hold? If so, how?

| support the proposed changes as they will assist customers to be more resilient in
managing outages by requiring distribution businesses to provide timely and accurate
information during outages.

This will benefit customers who experience unplanned outages and particularly those who
experience frequent outages.

Typically, many of these customers live outside the metropolitan area.

It is important that the voices of impacted customers are heard over the voices of industry,
governments and customer advocates who are based in Melbourne.

It is notable that the Network Outage Review panel went out to impacted communities and
their findings and recommendations represent the needs of customers impacted by outages.
It is also informative that the AusNet review of the February 2024 storm event made similar
recommendations.

Unplanned power outages can place customers at risk. It is critical that Distributors better
manage all unplanned outages to minimise the potential harm to customers.

Timely and accurate messaging during outages is vital to allow customers to best manage
outages.

For some customers, it is also critical that multiple household members receive accurate and
timely information during an outage.

All customers must have the opportunity to provide to their distribution business as many
contact points as they need to ensure they can effectively manage outages.

The onus for ensuring that all household members receive information during an outage
should fall primarily to the distribution business.
But to do this, distribution businesses must rely on retailers.

The ESC has missed the point by limiting the discussion to Retailers collecting contact
information. The relationship between Retailers and Distributor appears to be based
primarily on the requirements of Retailers and Distributors. Not on the needs of customers.

Any system that relies on a two-step process (the customer providing information for a
Distributor via a Retailer) when a one step process is available is bound to fail for some
customers.

Customers must have the option of providing their contact details for use during outages
directly to their distribution business.



The best way for customers to ensure that their distribution businesses keep them informed
during outages is to deal directly with their distribution business.

| am aware that some distribution businesses allow customers to provide contact
information directly to them. But | am also aware that this can cause confusion as their
systems do not always align with retailers to the extent that benefits customers.

The interaction between the data held by retailers and distribution businesses must be
standardised to ensure customers receive the best service including effective
communications.

There is a flaw with the way the energy industry treats households. Households are
generally treated as a single entity / person when in many cases, households consist of
multiple entities / people.

One way to address this issue would be to allow multiple names on retailer and distribution
business accounts. This would remove some of the issues associated with providing outage
information to customers whose names are not on the account.

Currently, some retailers allow multiple names on their accounts.

There are currently two people in my household. Both our names are on our energy
contract with our retailer. But the retailer then lists the first person on our contract as the
account holder and the second person as an additional account holder.

My distribution business only recognises the first person on our retailer account.

Final thoughts.

| welcome any review of the Code as currently many electricity customers are treated as
second class customers.
Any opportunity to make the Code fairer for all customers is positive.

1. Questions 9 & 10 address recommendations made by the Network Outage Review.
But it is not just major outage events that impact customers.
A significant number of customers experience frequent power outages.
Electricity Distributors have stated that weather related issues are likely to increase the
frequency and length of outages
Some distribution businesses are blaming REFCLs for causing more and longer outages.
Compounding this is the apparent inability of distribution businesses to effectively manage
REFCLs.
This is an area that should be reviewed by the ESC, ESV and Victorian Government.
Why are bushfire protection measures for the community causing more frequent and longer
power outages?

2. This review should have included Guaranteed Service Level (GSL) payments which
have been in place for 5 years.

Since 1 July 2021 customers who experience outages on a Major Event Day (MED) have
been treated unfairly.



This is an example of where customer advocates, industry, regulators and the Victorian
Government (who are all based in Melbourne) have failed to protect a class of customers
rendering them second class customers.

It is likely that GSL payments are not being reviewed in 2026 as the Victorian Government
has not yet acted on the recommendations of the 2024 Network Outage Review
recommendations in relation to the proposed Extended Loss of Supply Support Payment
Scheme (ELOSS) Payment.

The failure to review GSL payments and particularly the MED GSL continues to disadvantage
customers who experience outages during a major event.

Please contact me with any questions.

John Mumford
South Gippsland
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