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1. Executive Summary 

M2 Energy Pty Ltd (trading as Dodo Power & Gas) (M2 Energy) welcomes the 
opportunity to respond to the Essential Services Commission’s Draft Decision on Better 
Protections for Life Support Customers in Victoria (5 March 2026).  

M2 Energy strongly supports the objective of protecting customers who rely on life 
support equipment. These customers represent some of the most vulnerable 
participants in the energy system, and the consequences of supply interruption can be 
serious. Retailers therefore recognise the importance of ensuring that life support 
protections are clear, accessible and effective in practice.  

However, it is equally important that regulatory reforms are designed in a way that 
meaningfully improves customer outcomes rather than primarily increasing 
administrative processes for retailers. Strengthening protections requires not only 
additional obligations, but also careful consideration of how those obligations operate 
across the broader energy system — including distributors, emergency services, 
medical practitioners and national market systems. 

The Draft Decision introduces a number of new requirements intended to improve the 

accuracy and usefulness of life support registers, including: 

• the introduction of a ‘life-threatening’ classification flag  
• expanded retailer responsibility for life support register management  
• the development of a standardised medical confirmation process  
• the introduction of yearly customer check-ins  
• the ability for customers to nominate secondary contacts.  

Whilst M2 Energy recognises the policy intent behind these measures, the Draft 
Decision places a significant proportion of the implementation burden on retailers, 
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particularly in relation to system changes, register management, customer engagement 
processes and ongoing compliance monitoring. 

There is also a risk that elements of the draft decision are being progressed ahead of 
fully defined operational pathways across the broader energy system. Where 
implementation expectations are established in advance of system design, retailers may 
face compressed delivery timeframes that do not align with the realities of system 
development and industry coordination. 

In several areas, the proposed framework risks increasing regulatory complexity 
without necessarily delivering clear improvements to the protection of life support 
customers. For example: 

• The proposed life-threatening classification may introduce additional data fields 
and system complexity across the market without altering the existing 
regulatory protections afforded to customers.  

• The expansion of retailer responsibilities for register maintenance may increase 
administrative obligations whilst still relying on external parties — including 
medical practitioners and customers — for critical verification processes.  

• Additional verification and contact requirements may unintentionally create 
barriers for customers seeking to register for life support protections.  

These issues highlight an important consideration: life support protections operate 
within a complex ecosystem involving multiple parties, and regulatory changes directed 
primarily at retailers may not fully address the underlying challenges affecting register 
accuracy and customer safety. 

M2 Energy therefore encourages the Commission to ensure that the final framework: 

• clearly links new regulatory obligations to demonstrable improvements in 
customer protection outcomes 

• aligns with national life support frameworks and AEMO market systems 
wherever possible  

• recognises the shared responsibilities of retailers, distributors, regulators and 
the healthcare system 

• provides clear implementation guidance and realistic implementation 
timeframes that reflect system delivery constraints across the sector.  

In particular, where reforms require system or technology changes, it is critical that 
implementation timeframes align with vendor development cycles, industry testing 
requirements and cross-market coordination processes. 

M2 Energy remains committed to working constructively with the Commission and 
industry stakeholders to ensure that life support protections in Victoria remain strong, 
practical and operationally effective. 
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2. Introduction of a ‘Life-Threatening’ System Flag 

Policy Objective  

M2 Energy understands the Commission’s objective in introducing a ‘life-threatening’ 

system flag for life support customers whose medical practitioner confirms that loss of 

electricity would present an immediate life-threatening risk. 

In principle, improving the visibility of customers facing higher medical risk may assist 

distributors and emergency services when prioritising responses during prolonged 

outages or emergency events. 

However, it is important to recognise that all registered life support customers are 

already afforded the same regulatory protections under the existing framework. The 

Draft Decision itself confirms that the proposed flag does not alter the regulatory 

protections available to these customers. 

This raises an important policy question: what practical outcomes the proposed 

classification is intended to achieve that are not already supported by the existing life 

support framework? 

If the flag does not change the level of regulatory protection provided to customers, the 

value of introducing an additional classification should be carefully assessed against the 

operational complexity it introduces. 

System Implementation Considerations 

The introduction of a new classification field will require coordinated system changes 

across the industry, including: 

• retailer customer information systems  

• retailer life support registers  

• retailer–distributor data exchanges  

• business-to-business (B2B) market procedures administered by the Australian 

Energy Market Operator (AEMO).  

 

In practice, this type of change typically requires: 

• vendor system development  

• updates to B2B data structures  

• cross-industry testing environments  

• internal operational redesign and staff training.  

 

For retailers — particularly smaller retailers that rely on third-party billing platforms 

— system changes of this nature can represent significant development effort relative 

to the policy outcome being sought. 
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It is therefore important that any additional data fields introduced into the life support 

framework are clearly linked to tangible operational benefits for outage management or 

emergency response. 

These types of changes also require sufficient implementation lead time to ensure that 

system updates can be delivered in a controlled and coordinated manner. Where 

changes involve updates to B2B procedures or vendor-managed platforms, delivery 

timelines are typically dependent on industry-wide scheduling and testing cycles. 

Where changes of this nature require updates to shared market systems or AEMO B2B 

procedures, implementation timing is typically driven by coordinated industry release 

cycles rather than individual retailer delivery. This introduces additional dependencies 

that must be factored into implementation planning. 

As such, implementation timeframes for reforms of this nature should be aligned with 

system delivery realities to avoid introducing operational risk through compressed 

development and deployment periods. 

Clarifying the Role of the Classification 

The Draft Decision appears to assume that the presence of a life-threatening flag will 

support prioritisation during outages. However, it is not clear how this information 

would be operationalised by distributors or emergency services during network events. 

Retailers do not control network restoration priorities, nor do they coordinate 

emergency response activities. Hence, the effectiveness of this measure depends heavily 

on how other parties within the energy system are able to utilise this information in 

practice. 

Without clear operational pathways for how the classification will influence real-world 

decision-making, there is a risk that the measure may primarily function as an 

administrative data marker rather than a practical tool for improving customer safety. 

M2 Energy therefore encourages the Commission to work closely with distributors, 

emergency services and AEMO to ensure that the design of the classification is 

supported by clear operational use cases across the energy sector. 

3. Retailer Responsibility for Life Support Registration and 

Deregistration 

M2 Energy supports the Commission’s proposal for retailers to assume primary 

responsibility for maintaining life support registers, provided that the existing “no-

wrong-door” approach to customer registration is preserved. 
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Customers seeking assistance may contact either the retailer or the distributor 

depending on the circumstances. Maintaining flexibility in how life support registrations 

are received is therefore important to ensuring timely access to protections. 

Given that retailers maintain the primary customer relationship and associated 

customer information systems, allocating register ownership to retailers is a reasonable 

operational approach. 

However, it is important to recognise that retailers do not control several of the key 

inputs that determine whether life support registration information is accurate and up-

to-date, including: 

• medical confirmation provided by healthcare practitioners  

• information provided directly by customers  

• changes in customers’ medical circumstances.  

As a result, retailer responsibility for maintaining life support registers must be 

accompanied by clear and proportionate compliance expectations. 

The Draft Decision expands retailer operational obligations to include: 

• maintaining comprehensive life support records  

• tracking medical confirmation requirements  

• administering yearly verification processes  

• managing deregistration decisions  

• maintaining secondary contact information  

• ensuring ongoing data exchange with distributors.  

Whilst each of these requirements may appear modest individually, their cumulative 

impact represents a meaningful expansion of ongoing register maintenance 

responsibilities. 

Where reforms significantly expand operational obligations, it is important that they are 

supported by clear implementation guidance and standardised processes. 

4. Medical Confirmation Requirements 

M2 Energy supports the Commission’s proposal to introduce a standardised medical 

confirmation form for life support registrations. 

A consistent form has the potential to improve administrative efficiency by: 

• simplifying documentation requirements for medical practitioners  

• reducing variability in the information provided to retailers  

• improving consistency of life support data across the sector.  
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However, these benefits will be maximised if the design of the confirmation process 

aligns with national life support frameworks. 

Many retailers operate across multiple jurisdictions and rely on broadly consistent 

processes across the National Energy Customer Framework. Jurisdiction-specific 

confirmation processes may introduce unnecessary complexity for retailers and 

healthcare providers. 

M2 Energy therefore encourages the Commission to pursue national alignment of 

medical confirmation processes wherever possible. 

At the same time, verification requirements must strike an appropriate balance between 

register accuracy and accessibility. 

Customers may experience difficulty obtaining medical confirmation due to: 

• limited appointment availability  

• reliance on specialist practitioners  

• regional or remote healthcare access constraints  

• limited awareness among medical practitioners of energy life support 

frameworks.  

If verification processes become overly complex, there is a risk that vulnerable 

customers may delay or avoid registering for protections. 

Maintaining a simple and accessible registration process is therefore essential. 

5. Yearly Check-Ins 

M2 Energy supports the Commission’s objective of improving the accuracy of life 

support registers over time. 

Customer circumstances can change due to relocation, changes in medical conditions or 

discontinued use of life support equipment. Periodic verification is therefore a 

reasonable mechanism to maintain register accuracy. 

However, the operational effectiveness of yearly check-ins will depend heavily on 

customer engagement and response rates. 

Retailers will be required to implement: 

• system tracking of verification cycles  

• customer communication processes  

• follow-up procedures where customers do not respond  

• escalation frameworks for unresolved cases.  
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In situations where customers do not respond to verification requests, retailers may be 

required to make decisions based on incomplete information. 

Clear regulatory guidance will therefore be important to ensure consistent and 

proportionate approaches to managing these situations. 

M2 Energy recommends that retailers be permitted to conduct verification processes on 

a rolling basis throughout the year, rather than within a fixed verification window, to 

minimise operational disruption and improve customer engagement outcomes. 

6. Secondary Contact Information 

M2 Energy supports the intent of allowing life support customers to nominate 

secondary contacts. 

In principle, secondary contacts may assist communication during outages or 

emergency situations where customers themselves may be unable to respond. 

However, the introduction of secondary contacts raises several practical considerations 

relating to privacy, consent and operational use. 

Retailers will need to ensure that: 

• secondary contact details are collected with appropriate consent  

• personal information is stored securely  

• any data sharing complies with privacy legislation.  

At present, it is not entirely clear how secondary contacts are expected to be used 

operationally, including: 

• whether distributors or emergency services may access this information  

• the circumstances in which secondary contacts may be contacted  

• how consent for information sharing should be managed.  

Clear regulatory guidance will help ensure consistent implementation across the sector. 

7. Implementation Timeframes 

M2 Energy acknowledges the Commission’s staged implementation approach, including: 

• a transitional check-in period between 1 July 2026 and 31 December 2026  

• the first full yearly check-in cycle between 1 January 2027 and 31 December 

2027  

• broader reforms commencing on 1 December 2027.  
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The staged approach is helpful in recognising the scale of operational change required.  

However, it is not clear that the proposed initial implementation milestones sufficiently 

account for the practical lead times required to design, build and deploy system changes 

across retailer and market systems.  

Specifically, the timeframes commencing shortly after the final decision—including the 

proposed July 2026 commencement—may not provide sufficient opportunity for 

system development, vendor delivery and coordinated industry testing to occur in a 

controlled and effective manner. Several elements of the proposed reforms—including 

the introduction of new data fields, expanded life support register requirements and 

enhanced verification processes—will require material system development, including: 

• updates to retailer customer information and billing systems  

• modifications to life support registers and workflows 

• potential changes to retailer-distributor data exchanges 

• alignment with AEMO B2B procedures and data schemas 

• vendor development and release cycles 

• industry testing and deployment 

• revised operational processes  

• new customer communication templates  

• updated staff training and compliance controls.  

For many retailers, particularly those relying on third-party billing platforms, system 

changes of this nature involve dependencies on vendor delivery schedules, competing 

regulatory priorities and coordinated industry testing environments. 

Implementation timeframes that do not adequately account for these factors create a 

risk of: 

• inconsistent or partial implementation across retailers 

• increased operational and compliance risk 

• reliance on inherent or manual workarounds that may undermine the intended 

policy outcomes.  

Compressed implementation timeframes may also increase the likelihood of parallel 

manual processes, interim system solutions or post-implementation remediation 

activity, all of which introduce additional operational risk in a framework designed to 

support vulnerable customers.  

Timeframes that do not align with system delivery realities risk shifting implementation 

from structured system solutions to manual or interim processes, which may reduce 

consistency and increase operational risk. 
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M2 Energy therefore considers that any regulatory changes requiring system or 

technology development should be supported by a minimum implementation period of 

six months from the date of final decision, with longer timeframes required where 

cross-industry coordination or B2B system changes are involved. Early confirmation of 

final requirements will also be critical to enable retailers and system vendors to 

appropriately plan, prioritise and deliver the required changes.  

A staged implementation approach may further assist in reducing delivery risk, 

particularly where reforms involve both system changes and new customer-facing 

processes.  

8. Key Implementation Risks 

Whilst M2 Energy supports the Commission’s policy objective, several implementation 

risks may affect the effectiveness of the proposed framework. 

Risk 1 – National Misalignment 

The proposed Victorian framework introduces several elements that are not currently 

reflected in other jurisdictions. 

Retailers operating nationally rely on largely consistent life support processes to 

manage registrations and data exchanges efficiently. 

Jurisdiction-specific requirements may introduce: 

• increased system complexity  

• duplicated operational processes  

• higher implementation costs.  

Alignment with national frameworks and AEMO B2B procedures would significantly 

improve implementation outcomes. 

Risk 2 – Administrative Burden Without System Standardisation 

The Draft Decision significantly expands retailer responsibilities for maintaining life 

support registers. 

Without standardised processes and clear guidance, these obligations may create 

substantial operational complexity, particularly for smaller retailers. 

There is also a risk that increased administrative requirements may divert operational 

resources away from direct customer engagement activities. 

Risk 3 – Potential Barriers to Customer Registration 

Additional verification processes may unintentionally discourage some customers from 

registering for life support protections. 
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Maintaining a simple and accessible registration process is critical to ensuring that 

vulnerable customers are appropriately identified and protected. 

Risk 4 – Privacy and Consent Requirements 

The introduction of secondary contacts raises important privacy considerations for 

retailers. 

Clear regulatory guidance on consent and data handling will be necessary to ensure 

consistent compliance across the sector. 

8. Recommendations 

To support effective implementation of the proposed reforms, M2 Energy recommends 

that the Commission consider the following refinements. 

Recommendation 1 – Clarify operational use of the life-threatening classification 

The Commission should clarify how the proposed classification will influence 

operational decision-making during outage events and whether distributors or 

emergency services will utilise this information. 

Recommendation 2 – Align reforms with national life support frameworks 

Where possible, reforms should align with national frameworks and AEMO B2B 

procedures to minimise jurisdiction-specific system changes. 

Recommendation 3 – Provide guidance on yearly verification processes 

Clear guidance should be provided on retailer obligations where customers do not 

respond to verification requests. 

Recommendation 4 – Clarify privacy expectations for secondary contacts 

The Commission should provide guidance on consent requirements and permitted uses 

of secondary contact information. 

Recommendation 5 – Confirm realistic implementation timelines 

The Commission should ensure that implementation timeframes are aligned with 

system delivery realities across the sector. 

In particular: 

• any reforms requiring system or technology changes should be supported by a 

minimum implementation period of six months from the date of final decision 

• longer timeframes should be provided where changes require vendor 

development, B2B procedure updates or coordinated industry testing 

• initial implementation milestones should allow sufficient time for design and 

build activities prior to any compliance obligations commencing.  
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9. Conclusion 

M2 Energy supports the Commission’s commitment to strengthening protections for 

customers who rely on life support equipment. 

Ensuring the safety of these customers is a shared responsibility across the energy 

sector. 

However, regulatory reforms must be carefully designed to ensure that additional 

obligations deliver tangible improvements in operational outcomes for vulnerable 

customers. 

Several elements of the Draft Decision introduce additional administrative complexity 

without yet clearly demonstrating how those measures will translate into improved 

real-world protections. 

Ensuring the effectiveness of the final framework will therefore require: 

• clear operational guidance  

• alignment with national market processes  

• proportionate compliance expectations  

• implementation timeframes that reflect system development, vendor delivery 

and industry coordination requirements.  

M2 Energy looks forward to continuing to engage constructively with the Commission 

and industry stakeholders as the reforms progress. 

If you have any queries about this submission, please contact  (Head of 

Consumer Risk & Compliance) on  or  

 

Yours sincerely, 

 

 

General Manager – Consumer Revenue Office 

### 




