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Important information

During our session please:

Keep your microphone on mute when not speaking

Type questions into the chat

Raise your hand to ask a question in Q&A

Complete our feedback survey

This session will be recorded and published on our website

   



Welcome
Kate Symons

Commissioner and Chairperson

Essential Services Commission



Agenda
Time Item Presenter

10:00 Welcome Kate Symons, Commissioner and Chairperson, 
Essential Services Commission 

10:05 Program update and market 
insights

Gabrielle Henry, Executive Director, VEU, 
Essential Services Commission 

10:20 Australia’s telemarketing 
laws and the Victorian 
Energy Upgrades Program

Jeremy Fenton, Executive Manager
Consumer, Consent & Numbers Branch, 
Australian Communications and Media Authority

10:30 Q+A session Panel

10:50 VEET Amendment Act 2022 Lashae Roulston, Director, 
Energy Demand and Efficiency Policy
Department of Environment, Land, Water and 
Planning 

11.05 Q+A session Panel

11.25 Closing remarks Gabrielle Henry, Executive Director, VEU, 
Essential Services Commission 

11.30 Close



Program update 
and market insights

Gabrielle Henry
Executive Director VEU
Essential Services Commission



Program achievements 2021 vs 2022 (to date)

657,443 633,346 24,097
758,243 695,517 62,726

13
24

New Accredited Persons 

7,512,776
7,471,266

Certificates registered

2021
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Total upgrades Residential Non-residential



Surplus of certificates keeps growing
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Source of certificates keeps expanding
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Program accreditation 

Average number of days to approve accreditation 
applications improved by 45% in 2022 compared to 2021

Applications approved in 2022 (so far)

• 24 new accreditations 

• 81 additional activities 

• 2 Project-based activities accreditations

Applications currently in the queue

• 14 accreditations 

• 46 additional activities 



Project-based activities



Project-based activities – impact reports approved



Electricity emissions factor changes  

From 1 February 2023, the electricity emissions factor 
(EEF) will change.

Activity Timeframe EEF value

All activities From 1 February 2022 to 31 
January 2023

EEF = 0.8142

From 1 February 2023 to 31 
January 2024

EEF = 0.6738

Activity 44 From 1 February 2022 to 31 
January 2023

EEF = 0.516

From 1 February 2023 to 31 
January 2024

EEF = 0.473



Program updates and engagements
Month Activity

Jul • VEU Forum – plenary session
• Code of Conduct workshop (introduction for industry)
• VEET scheme consumer fact sheet
• Code of Conduct Consumer Information Resource

Aug • Code of Conduct workshop (aggregator accredited persons)
• Updated approval forms for project-based activities
• Update on assessment of refrigerated display cabinet certificates pending registration –

investigation ongoing
• Code of Conduct workshop (small business accredited persons)
• Code of Conduct workshop (scheme participants)

Sep • Code of Conduct workshop (community sector)
• Changes to the VEU product application portal and product application guides and forms
• Update on assessment of refrigerated display cabinet certificates pending registration –

investigation ongoing
• VEU Specification changes - gas efficiency activity and other changes

Oct • Update on assessment of refrigerated display cabinets certificates pending registration –
investigation ongoing

Nov • Updated Code of Conduct Guideline 
New Code of Conduct resources and checklists for industry 

• Energy retailers’ compliance under the VEU program (2021 compliance year) – p 25, 2021-22 
Victorian Energy Market Report

• Launch of new accredited person search tool

Dec • Updates to VEU accreditation forms to reflect the Code of Conduct



Helping consumers contact accredited persons
www.esc.vic.gov.au/victorian-energy-upgrades/energy-saving-information-consumers/find-accredited-provider

14



VEU compliance 
and enforcement 
activities



Relevant entity compliance
• Victorian energy retailers were set a certificate surrender target 

of 6.5 million energy efficiency certificates for the 2021 
compliance year (1 January to 31 December 2021)

• 35 energy retailers were identified as relevant entities under 
the VEET Act

• 6,542,681 certificates were surrendered by 33 relevant entities

• 27 relevant entities surrendered sufficient certificates to meet 
their annual liability

• 8 relevant entities had an energy efficiency certificate shortfall, 
totalling 32,860 certificates

• Further information: Victorian Energy Market Report 2021-22, 
p 25



Relevant entity compliance
Issues identified for the 2021 compliance year

• Incorrect unit of measurement used in reporting of scheme 
acquisition data

• Incorrect collation of scheme acquisition data for the  
reporting period

• Error in extraction and reporting of scheme acquisition data

• Relevant entity received incorrect guidance from its auditor 
on ability to carry forward obligatory surrender liability to the 
next compliance year

Tip: Relevant entities can surrender additional certificates as a 
buffer for any administrative errors to avoid a shortfall penalty. 
Surplus certificates will be returned.



Recent enforcement actions
Suspension of accreditation

• accreditation suspended for a period of three months over 
allegations the business breached program rules

• ordered to surrender over 14,000 energy efficiency 
certificates worth approximately $1 million

Revocation of accreditation

• accreditation revoked after the business failed to meet a 
mandatory order to address allegations of non-compliance 
with the program rules

• failed to comply with a mandatory order to surrender over 
47,000 energy efficiency certificates worth approximately $3 
million



Refrigerated display cabinets activity 
investigation

• Assessments of certificates pending registration 
suspended on 24 June 2022

• Assessments of certificates pending registration 
recommenced 7 July 2022

• Most certificates pending registration have now been 
assessed

• Investigation is ongoing



VEU Complaints July to October 2021 vs 2022
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Code of Conduct complaints July to October 2022

% Alleged breach of the Code of Conduct

68% Lead generation and marketing activities (Part 3)

51% High pressure tactics (Clause 11)

27% 
Calling a number on the Do Not Call Register or 
where a consumer has requested ‘no contact’ 
(Subclause 11(2)(d))



Code of Conduct: Accreditation form changes
From Monday 5 December, providers can download the 
updated accreditation forms from the commission’s website.

The main changes to the forms are: 

• Incorporation of the Code of Conduct requirements into 
the application forms 

New providers and accredited persons will need to 
demonstrate and provide documents about their compliance 
with the code. 



Looking ahead

In 2022-23 we will:

• commence implementation of the VEET Amendment Act 
2022 reforms

• increase our resources to adapt to meet the expansion 
of the program

• keep you informed of upcoming changes and invite your 
feedback. 



Australia’s telemarketing laws 
and the Victorian Energy 
Upgrades Program
Jeremy Fenton

Executive Manager

Australian Communications and 
Media Authority

























Q&A



VEET Amendment 
Act 2022
Lashae Roulston

Director, Energy Demand and 
Efficiency Policy
Department of Environment, 
Land, Water and Planning





















Q&A



Subscribe to our e-news and stay informed

VEU ‘Essential Updates’ newsletter 
www.esc.vic.gov.au/about-us/what-we-do/our-
newsletters

VEU newsletter for households
www.energy.vic.gov.au/for-households/victorian-
energy-upgrades-for-households

VEU newsletter for business
www.energy.vic.gov.au/for-businesses/victorian-
energy-upgrades-businesses

This presentation is for general informational purposes only. It does not alter or replace any obligations contained in the Victorian Energy Upgrades Code of Conduct or any relevant law.
The Essential Services Commission has made every effort to ensure the quality of the information and accuracy as at the time of publication and provides this information in good faith, however it 
makes no representation or warranty of any kind, express or implied regarding the accuracy, adequacy, validity or completeness of the information. It is not a substitute for legal advice and we 
encourage you to consult with appropriate legal professionals.



Contact us

www.esc.vic.gov.au

veu@esc.vic.gov.au

(03) 9032 1310

/company/essential-services-commission

@EssentialVic

This presentation is for general informational purposes only. It does not alter or replace any obligations contained in the Victorian Energy Upgrades Code of Conduct or any relevant law.
The Essential Services Commission has made every effort to ensure the quality of the information and accuracy as at the time of publication and provides this information in good faith, however it 
makes no representation or warranty of any kind, express or implied regarding the accuracy, adequacy, validity or completeness of the information. It is not a substitute for legal advice and we 
encourage you to consult with appropriate legal professionals.



Feedback survey
Thanks for your attendance


