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4 May 2026

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

Lodged electronically: energyreform@esc.vic.gov.au

Dear Sir/Madam

Strengthening Protections for Energy Consumers in Victoria — Consultation Paper

Origin Energy appreciates the opportunity to provide a submission in response to the Essential Services
Commission’s (ESC) consultation on the Strengthening Protections for Energy Consumers in Victoria —
Consultation Paper.

We consider this review is an important opportunity for the ESC to examine elements of the Energy Retail
Code of Practice (the Code) that could be amended to improve the customer experience. However, it is
not clear why this review has been limited to a select number of issues and whether additional matters
may be considered as part of the reform package. We consider that the ESC should consider proposals
from stakeholders to identify areas of the Code that could be enhanced or simplified.

In particular, we support amendments to strengthen protections for customers experiencing family
violence and to align these with the NECF framework. In doing so, it is important that any additional
requirements relating to policy development are clearly targeted. For example, requirements for regular
external review of family and domestic violence (FDV) policies should be limited to circumstances where
there has been a material change to the policy.

Origin has also identified several other areas of the Code that we believe require review but have not
been raised in the Consultation Paper. These include the ongoing need for index reads to appear on
bills, deemed best offer message requirements for final bills and reminder notices for payment
arrangements. We consider these issues would benefit from further examination, with a view to reducing
operational complexity and minimising customer confusion.

Origin’s specific comments on the ESC's proposed amendments to the Code are set out in Attachment
A.

If you have any questions regarding this submission, please contact Caroline Brumby in the first instance
on or

Yours sincerely

Sean Greenup
Group Manager Regulatory Policy























