PO Box 4136 PO Box 4136

r Ed " \Jyr EastRichmond vic 3121 East Richmond VIC 3121
3 = T 131806 T 1300 115 866
energy F 1300661 086 F 1300 136 891
W redenergy.com.au W lumoenergy.com.au

4 May 2026

Mr Gerard Brody

Chairperson

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

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

Dear Mr Brody,
Re: Strengthening Protections for Energy Consumers in Victoria (Stage 2)

Red Energy and Lumo Energy (Red and Lumo) welcome the opportunity to make this
submission to the Essential Services Commission’s (the Commission’s) consultation paper
on potential amendments to the Energy Retail Code of Practice (ERCoP). Red and Lumo
agree that more can be done to support and protect vulnerable consumers. This includes
those experiencing payment difficulties and those impacted by family violence. As such, we
welcome the Commission’s consultative approach and its efforts to work with the retail sector
to identify effective regulatory options.

Strengthening Family Violence Protections

We support the Commission’s objective to improve protections for consumers experiencing
family violence and welcome opportunities to further align the ERCoP with the National
Energy Retail Rules (NERR). We apply consistent protections across all jurisdictions in
which we operate and would support formal alignment through common regulatory
obligations. This includes prohibiting retailers from seeking evidence and banning retailers
from referring debt to an external third party, in addition to obligations for annual staff training
and the use of a customer's preferred method of communication.

At the commencement of the family violence protections, we sought expert advice to develop
our policies and annual training programs. This training incorporates our extensive
experience in supporting customers, and our dedicated team is already highly trained in
providing tailored assistance to those experiencing family violence.

While specialised tools and training are essential for customer-facing roles, they cannot
replace the deep expertise our team has built over time. Consequently, we do not consider
that requiring expert advice before every annual training or broadening these requirements
across the retail business would provide significant additional benefits to consumers. Any
potential gains would likely be minimal compared to the costs of implementing prescriptive
obligations that potentially reduce operational flexibility and require extensive system,
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process and training changes. However, we remain open to ongoing discussions with the
Commission regarding further improvements to our practices.

We also encourage the Commission to carefully consider how the ERCoP might define the
circumstances under which a retailer would disclose an impacted customer’s details. Careful
implementation is required to limit the risk of a perpetrator gaining access to a victim's
personal information.

Red and Lumo do not include accounts flagged with family violence in our disconnection
process and are generally supportive of banning disconnections for debt on those accounts
flagged with family violence. However, the Commission should note that there are some
(albeit infrequent) occasions where it may be necessary for a retailer to initiate a
disconnection on an account flagged with family violence. This applies specifically when we
are aware that the victim has safely left the premises and the remaining perpetrator has
ceased engaging with us to manage their debt.

Supporting Future First Nations Customer Reforms

Red and Lumo consider that asking all customers if they identify as a First Nations person to
be a potentially culturally sensitive question. A further consideration is whether such a
question is consistent with existing privacy principles and more specifically, whether such
personal information is reasonably necessary for an energy retailer’s functions or activities.

As an alternative, we encourage the Commission to focus on reforms that strengthen
protections for those who self-identify and require more specific support. With this in mind,
any data the Commission might obtain from any additional reporting obligations would not be
a true representation or a solid basis for specific regulatory initiatives. Rather, it would only
indicate those who are willing to provide this information to their energy retailer.

We encourage the Commission to work with other organisations such as First Nations Clean
Energy Network and the Federal Government, particularly regarding the development of
“The First Nations Clean Energy Strategy 2024-2030". By working together, we can better
identify and deliver tangible benefits to consumers who self-identify as First Nations and the
precise nature of any specific support they might require.

Protections for Consumers with Secondary Meters

We do not see any need to amend the ERCoP to clarify protections for small customers with
secondary settlement points. This is because the protections that the ERCoP affords to
small customers in Victoria apply across the entire premises, regardless of whether there
was a secondary settlement point at the premises or not.
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Information for Consumers on Gas Disconnection and Abolishment

Red and Lumo do not see any benefit in adding further requirements on retailers for gas
disconnections and abolishments into the ERCoP. Much of the information that consumers
might require is already available on retailer websites and we provide customers with all
relevant options and costs directly upon request. Furthermore, we do not raise requests with
gas networks without first complying with explicit customer consent provisions and this
includes a discussion of any applicable charges.

That said, we do see value in the Commission engaging with Energy Safety Victoria to
improve the safe disconnection of gas services. This should include promoting greater
awareness of the importance of site rectification in the event of permanent disconnection
from the network. A particular risk is that some consumers choose between disconnection or
abolishment on the basis of applicable charges, rather than the safest option for their
circumstances.

Improving Consumer Contact Information For Power Outages

Red and Lumo do not support providing contact information for a secondary contact to
distributors unless there is a user of life support equipment at the premises. Increasing the
number of listed customer contacts does not necessarily improve the quality of information.
The more relevant issue is the accuracy of contact information. Hence, a more considered
approach would require retailers to confirm customer information when interacting with them
and to require distributors to work with retailers to advise when the data they've received is
incorrect. Sending additional data would not improve the quality of data that distributors have
already received.

We also note that any requirement for retailers to capture contact information for a second
person would add additional fields in retailer and distributor systems, along with additional
fields in the Customer Details Notification within B2B transactions. Furthermore, an
individual would need to provide consent for their details to be added to a customer’s
account, a process that would be laborious and time-consuming.

General Updates and Other Changes

e Removing the requirement to post price changes in newspapers - We support the
removal of this requirement. It is now an outdated process and all consumers receive
their own price change notice directly.

e Strengthening requirements for handling complaints - we see advantages in the
potential extension of billing dispute procedures and implementing requirements for
timely responses to complaints. We already review all types of complaints in
accordance with our complaints procedures. With respect to dispute record keeping,
we support making all clauses consistent with the current requirement to maintain
records for two years or until a complaint is resolved, whichever is longer.



e Aggregation of multi-site business customers - Red and Lumo support the
aggregation of multi-site businesses. The administrative and other benefits for large
consumers vastly outweigh any small customer protections that might be perceived
as ‘lost’ when they are billed as a large customer. These consumers generally sign
lengthy contracts and are thus fully aware of what protections are captured in these
contracts. This is a reform that many of our large customers have been requesting for
a number of years and this framework operates in other jurisdictions without incident.
This also means we can easily implement this reform.

e Clarifying embedded network obligations - all Victorian consumers should have the
same protections afforded to them irrespective of how they receive energy. As such,
we support the extension of protections to those who reside in embedded networks.

e Removal of Save and Win-Back Plans - the Commission removed save and win-back
plans for retailers without consultation or impact assessment during stage 1 of the
ERCoP Review. This prohibition is detrimental to competition and limits consumers’
ability to access potential savings. We request that the Commission reconsider this
decision to better support market competition and consumer interest.

About Red and Lumo

We are 100% Australian owned subsidiaries of Snowy Hydro Limited. Collectively, we retail
electricity and gas in New South Wales, Queensland, South Australia, Victoria and the
Australian Capital Territory to over 1.6 million customers.

Red and Lumo thank the Commission for the opportunity to comment on the draft report.
Should you wish to discuss or have any further enquiries regarding this submission, please
call Jordan Rigby, Regulatory Manager, on

Yours sincerely

Geoff Hargreaves

Manager - Regulatory Affairs

Red Energy Pty Ltd

Lumo Energy (Australia) Pty Ltd





