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26 June 2025

Sarah Sheppard

Chief Executive Office
Essential Services Commission
Level 8, 570 Bourke Street
Melbourne 3000

Dear Ms Sheppard,

Energy Consumer Reforms — Draft Decision and Regulatory Impact Statement

Origin Energy (Origin) appreciates the opportunity to provide comment on the Essential Services
Commission (ESC) Energy Consumer Reforms Draft Decision and Regulatory Impact Statement.

Origin strongly supports regulatory reforms that aim to help hardship customers better manage their
cost of energy. It is vital that any regulatory changes ensure that each hardship customer is treated
equally and equitably and that any potential unintended consequences are fully considered.

We are concerned that the ESC’s proposal to require retailers to automatically switch customers to their
best offer without consent will not achieve the reform objectives and may have a negative impact on the
broader market.

Switching customers to different plans without their consent has the potential to create confusion and
further distrust in the industry. In our experience automatically switching customers to a better offer will
provide short term cost relief but it will not encourage the customer to engage with their retailer. This will
diminish the ability for the retailer to actively work with the customer to help them better manage their
bills and debt; which we believe delivers the best long-term outcome for customers.

We are also concerned that mandating automatic switching could have the unintended consequence of
either compressing retailer margins or creating a significant difference in best offers across retailers.
Because of the transfer of a large number of customers to potentially larger discount products, retailers
will need to manage this financial risk. One potential response is a compression in discounts. As a
result, all customers including those who are engaged will not be able to obtain the discounts they
previously could. More concerning, a hardship customer with one retailer could be significantly worse
off compared to a comparable hardship customer with a different retailer because of the potential
material difference in best offer rates. This is neither fair nor equitable.

Origin retains its position that a hardship tariff would better meet the ESC's objectives. A hardship tariff
would be a transparent, fair and equitable solution, and is supported by consumer groups.

Finally, we note the ESC and AEMC have proposed different solutions to effectively the same policy
problem. This regulatory inconsistency will create additional costs. We do not believe there has been
demonstrable evidence that the benefit of this reform will outweigh the costs or will deliver a more
preferable outcome compared to a hardship tariff.

Origin's views on each of the issues raised in the draft decision and RIS are set in Attachment A.

If yWstions regarding this submission, please contact Caroline Brumby in the firstinstance
on orﬁ

Sean Greenup
Group Manager Regulatory Policy
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ATTACHMENT A

Automatic best offer for customers experiencing payment difficulty

The ESC's proposal is overly complex and assumes that energy retailers can accurately determine for
the individual circumstance of each customer a best offer for them. This is especially challenging when
offers include non-energy value-adds (such as subscriptions) which may be important to the customer
but are not captured in a price-based calculation.

Eligibility

Extending eligibility to all customers with an outstanding debt of $1,000 or more does not effectively
differentiate between customers experiencing genuine financial hardship and those who may have
simply missed a single bill. In such cases, customers could receive notifications about being

automatically switched, despite not requiring additional support. Additionally, the $1,000 threshold is not
a static benchmark, and we are concerned about its practical application.

We believe greater consideration should be given to identifying the appropriate target audience for this
reform. In our view, the policy would deliver the most benefit to customers experiencing genuine financial
hardship — those who consistently underpay their accounts and already receive additional support from
retailers. These customers are more likely to prioritise the cost of energy over non-price value-add
features and would stand to benefit most from ensuring they are on the lowest possible energy rates.

Because the definition of tailored assistance is very broad (it captures any customer with a debt of $55
who has entered a payment arrangement with their retailer) the number of customers receiving this
assistance is significant. We are concerned this could create an unintended outcome where margins
are compressed as retailers manage the financial exposure of a large number of customers being
transferred to a larger discount plan. One potential response is a compression in discounts. As a result,
all customers including those who are engaged will not be able to obtain the discounts they previously
could.

More concerning, a hardship customer with one retailer could be significantly worse off compared to a
comparable hardship customer with a different retailer because of the potential material difference in
best offer rates. This is neither fair nor equitable.

Origin retains its position that a hardship tariff would better meet the ESC'’s objectives. A hardship tariff
would be a transparent, fair and equitable solution, and is supported by consumer groups. An
independently determined hardship tariff would ensure that all eligible customers receive access to the
same price, regardless of their retailer.

Automatic switching and informed consent

Explicit informed consent is a key consumer protection that supports customer agency and informed
decision making. Under this proposal, customers may be automatically switched to a plan that they may
not have chosen, effectively reducing their ability to select a plan that better suits their individual
circumstances and preferences. We are deeply concerned that removing this choice could lead to
dissatisfaction, particularly if the customer feels that they were not adequately consulted or informed
about the implications of the switch.

In cases where a customer has actively chosen a specific product and agreed to particular payment
terms such as pre-payment, automatic switching could remove critical support mechanisms designed to
help the customer manage their bills. The new product may not include these features, potentially putting
the customer at a disadvantage.

Exclusions to automatic switching

We believe that if the customer opts out of automatic switching, they should be excluded from future
automatic switching obligations. To the extent this is a carve out, retailers would need to provide
evidence of these customer numbers in any annual AER compliance reporting.
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