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TABLE 3.3 DISCONNECTIONS—RESIDENTIAL ELECTRICITY 
 2010-11 to 2011-12 

 

Total disconnections Disconnections 

Reconnections in the  
same name within 

seven days 

Customers  
previously on a 

budget instalment 
plan 

Customers with 
multiple 

disconnections  
within 24 months 

Concession  
card holders 

  per 100 customers % of disconnections % of disconnections % of disconnections % of disconnections 

Retailer 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 

AGL 6 090 9 640 1.04 1.74 48 56 43 38 10 16 16 17 

Australian Power & Gas 2 318 2 263 2.41 1.94 57 54 42 31 18 13 18 32 

Click Energy 44 122 1.28 1.85 32 61 23 35 7 32 14 24 

Country Energya 222 — 0.50 — 42 — 18 — 5 — 20 — 

EnergyAustraliaa 44 — 0.07 — 39 — 5 — 0 — 5 — 

Lumo Energy 985 1 219 0.57 0.70 43 29 21 27 9 9 30 19 

Momentum Energyb 8 28 0.36 0.47 — — — — — — — — 

Neighbourhood Energy 347 1 655 0.95 2.38 62 11 39 60 73 40 35 43 

Origin Energy 2 627 1 882 0.49 0.34 29 13 35 24 7 7 13 14 

Powerdirectb 14 22 0.10 0.15 — — — — — — — — 

Red Energy 1 830 2 318 1.22 1.45 50 44 23 28 13 15 32 29 

Simply Energy 2 456 2 032 2.13 2.07 57 59 26 32 10 18 17 17 

TRUenergy 886 2 624 0.19 0.46 37 45 47 23 22 9 24 27 

ELECTRICITY TOTAL 17 871 23 805 0.77 1.02 47 46 36 34 12 16 19 22 

a Origin Energy acquired Country Energy, and TRUenergy acquired EnergyAustralia on 1 March 2011. Data are reported together from 2011-12. b Retailers with fewer than 30 disconnections do not have 
percentage data reported. — Not applicable.  
  



 

 

 

TABLE 3.4 DISCONNECTIONS—RESIDENTIAL GAS 
 2010-11 to 2011-12 

 Disconnections 

Reconnections in the 
same name within 

seven days 

Customers  
previously on a 

budget instalment 
plan 

Customers with 
multiple 

disconnections  
within 24 months 

Concession  
card holders 

Concession  
card holders 

  per 100 customers % of disconnections % of disconnections % of disconnections % of disconnections 

Retailer  2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 

AGL 3 095 8 096 0.62 1.65 9 16 43 43 9 16 18 21 

Australian Power & 
Gas 

1 818 2 354 2.29 2.33 17 13 40 29 17 13 20 32 

EnergyAustraliaab 10 — 0.02 — — — — — — — — — 

Lumo Energy 1 838 1 913 1.47 1.50 41 18 25 39 41 18 34 20 

Origin Energy 3 228 1 588 0.64 0.37 28 21 35 23 28 21 9 16 

Red Energy 1 127 1 524 1.34 1.61 18 21 19 33 18 21 37 39 

Simply Energy 1 697 1 708 1.84 2.07 9 14 21 26 9 14 14 13 

TRUenergy 928 3 300 0.22 0.67 19 12 39 27 19 12 32 37 

GAS TOTAL 13 741 20 483 0.74 1.13 20 16 33 35 20 16 20 25 

a Retailers with fewer than 30 disconnections do not have percentage data reported. b TRUenergy acquired EnergyAustralia on 1 March 2011. Data are reported together from 2011-12.  — Not applicable. 
  



 

 

 

TABLE 3.5 RECONNECTIONS—RESIDENTIAL ELECTRICITY 
 2010-11 to 2011-12 

 Total reconnections Reconnections 

Reconnected customers 
previously on a budget 

instalment plan 

Customers with multiple 
reconnections within 24 

months Concession card holders 

   per 100 customers % of reconnections % of reconnections % of reconnections 

Retailer  2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 

AGL 2 921 5 364 0.50 0.97 40 47 9 19 14 19 

Australian Power & Gas 1 328 1 232 1.38 1.05 52 38 21 15 20 37 

Click Energya 14 74 0.41 1.12 — 39 — 14 — 23 

Country Energyb 94 — 0.21 — 21 — 13 — 23 — 

EnergyAustraliaab 17 — 0.03 — — — — — — — 

Lumo Energy 428 354 0.25 0.20 34 44 13 12 35 22 

Momentum Energya 2 8 0.09 0.13 — — — — — — 

Neighbourhood Energy 216 181 0.59 0.26 51 41 76 3 40 36 

Origin Energy 773 252 0.14 0.05 9 10 12 17 16 19 

Powerdirecta 1 6 0.01 0.04 — — — — — — 

Red Energy 910 1 011 0.61 0.63 29 34 13 16 34 32 

Simply Energy 1 392 1 202 1.21 1.23 29 38 10 18 21 20 

TRUenergy 327 1 185 0.07 0.21 65 17 32 9 33 33 

ELECTRICITY TOTAL 8 423 10 869 0.37 0.47 37 39 15 17 21 24 

a Retailers with fewer than 30 reconnections do not have percentage data reported.  b Origin Energy acquired Country Energy, and TRUenergy acquired EnergyAustralia on 1 March 2011. Data are reported 
together from 2011-12.  — Not applicable. 
  



 

 

 

TABLE 3.6 RECONNECTIONS—RESIDENTIAL GAS 
 2010-11 to 2011-12 

 Total reconnections Reconnections 

Reconnected customers 
previously on a budget 

instalment plan 

Customers with multiple 
reconnections within 24 

months Concession card holders 

   per 100 customers % of reconnections % of reconnections % of reconnections 

Retailer  2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 

AGL 1 476 4 002 0.29 0.81 29 51 6 19 11 25 

Australian Power & Gas 1 068 1 323 1.35 1.31 50 39 18 14 23 39 

EnergyAustraliaab 3 — 0.01 — — — — — — — 

Lumo Energy 803 516 0.64 0.40 32 57 27 21 57 24 

Origin Energy 1 035 652 0.20 0.15 85 37 27 24 22 48 

Red Energy 438 473 0.52 0.50 29 41 18 19 41 40 

Simply Energy 698 764 0.76 0.92 31 36 8 15 21 18 

TRUenergy 338 1 579 0.08 0.32 56 19 30 15 38 43 

GAS TOTAL 5 859 9 309 0.31 0.51 45 42 17 18 26 32 

a Retailers with fewer than 30 reconnections do not have percentage data reported.  b TRUenergy acquired EnergyAustralia on 1 March 2011. Data are reported together from 2011-12.  — Not applicable. 
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TABLE 4.3 COMPLAINTS, BY RETAILER—ELECTRICITY 
 2010-11 to 2011-12 

Retailer Complaints billing Complaints transfers Complaints marketing Complaints other Complaints total 

 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 

AGL  12 831 17 567 982 1 762 1 793 2 511 9 488 12 183 25 094 34 023 

Australian Power & Gas 2 241 1 257 819 423 897 463 485 188 4 442 2331 

Click Energy 103 93 8 9 11 15 106 77 228 194 

Country Energya 159 — 16 — 3 — 32 — 210 — 

Diamond Energy 0 19 0 7 0 0 0 6 0 32 

Dodo Power & Gas 164 3 909 104 640 24 208 66 805 358 5 562 

EnergyAustraliaa 597 — 186 — 667 — 104 — 1 554 — 

Lumo Energy 13 111 18 750 898 1 347 1 539 2 720 33 235 8 676 48 783 31 493 

Momentum 31 763 10 243 2 3 5 288 48 1 297 

Neighbourhood Energy 565 416 325 205 1 773 2 666 454 572 3 117 3 859 

Origin Energy 6 353 12 415 696 571 930 674 3 599 4 073 11 578 17 733 

Powerdirect 280 355 25 21 39 39 567 147 911 562 

Red Energy 1 810 3 485 198 415 636 960 512 1 802 3 156 6 662 

Simply Energy 1 039 632 73 29 884 943 1 114 704 3 110 2 308 

TRUenergy 6 227 13 823 319 1 092 251 1 435 1 661 2 764 8 458 19 114 

ELECTRICITY TOTAL 45 511 73 484 4 659 6 764 9 449 12 637 51 428 32 285 111 047 125 170 

a Origin Energy acquired Country Energy, and TRUenergy acquired EnergyAustralia on 1 March 2011. Data are reported together from 2011-12.  — Not applicable 



 

 

 

TABLE 4.4 COMPLAINTS, BY RETAILER—GAS 
 2010-11 to 2011-12 

Retailer Complaints billing Complaints transfers Complaints marketing Complaints other Complaints total 

 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 2010-11 2011-12 

AGL  4 335 4 430 433 602 308 326 3 853 2 766 8 929 8 124 

Australian Power & Gas 0 156 0 74 0 10 0 38 0 278 

Lumo Energy 857 2,301 74 267 25 298 889 1 018 1 845 3 884 

Origin Energy 2 204 5 097 450 357 434 221 1 252 2 029 4 340 7 704 

Red Energy 394 905 84 139 101 110 181 479 760 1 633 

Simply Energy 532 397 78 21 770 610 892 503 2 272 1 531 

TRUenergy 1 342 2 831 178 559 67 485 740 1 103 2 327 4 978 

GAS TOTAL 9 664 16 117 1 297 2 019 1 705 2 060 7 807 7 936 20 473 28 132 
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FIGURE 4.3
 

 

FIGURE 4.4
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TABLE 4.5 COMPLAINTS RECEIVED FOR FULL INVESTIGATION BY EWOV 
 2010-11 to 2011-12 

 Affordability Other retail Total complaints 

Retailer 2009-10 2010-11 2011-12 2009-10 2010-11 2011-12 2009-10 2010-11 2011-12 

Electricity 

AGL 1 562 1 514 540 345 205 691 1 907 1 719 1231 

Aurora Energy 0 0 0 0 0 0 0 0 0 

Australian Power & Gas 62 461 103 69 44 285 131 505 388 

Click Energy 9 26 8 1 2 6 10 28 14 

Country Energya 17 36 — 7 7 — 24 43 — 

Diamond Energy — — 1 — — 0 — — 1 

Dodo Power & Gas — 0 4 — 1 6 — 1 10 

EnergyAustraliaa 10 105 — 26 15 — 36 120 — 

Integral Energy 0 0 0 0 0 1 0 0 1 

Lumo Energy 502 1 078 143 247 142 451 749 1 220 594 

Momentum Energy 10 12 16 4 5 29 14 17 45 

Neighbourhood Energy 54 72 23 34 14 83 88 86 106 

Origin Energy 593 1 409 896 176 279 1539 769 1 688 1985 

Powerdirect 64 86 35 19 39 41 83 115 76 

Red Energy 110 232 98 34 31 151 144 263 249 

Simply Energy 236 632 197 152 97 286 388 729 483 

TRUenergy 504 1 125 1096 113 467 955 617 1 592 2051 

Electricity total 3 736 6 788 3160 1 227 1 338 4524 4 963 8 126 7684 

Continued next page 



 

 

 

TABLE 4.5 CONTINUED 
 Affordability Other retail Total complaints 

Retailer 2009-10 2010-11 2011-12 2009-10 2010-11 2011-12 2009-10 2010-11 2011-12 

Gas            

AGL 753 708 342 173 60 239 926 768 581 

Australian Power & Gas 25 239 76 49 14 140 74 253 216 

EnergyAustraliaa 2 49 — 10 3 — 12 52 — 

Lumo Energy 272 541 95 111 64 161 383 605 256 

Origin Energy 224 444 299 56 34 380 280 478 679 

Red Energy 33 76 44 12 6 33 45 82 77 

Simply Energy 104 255 98 76 21 87 180 276 185 

TRUenergy 184 475 295 53 56 320 237 531 612 

Gas totals 1 597 2 787 1249 540 258 1360 2 137 3 045 2609 

Dual fuel             

AGL 0 0 0 0 0 0 0 0 0 

Australian Power & Gas 0 0 0 1 0 0 1 0 0 

Lumo Energy 42 30 3 23 0 2 65 30 5 

Origin Energy 0 0 0 0 0 0 0 0 0 

Red Energy 0 0 0 0 0 0 0 0 0 

Simply Energy 0 0 0 1 0 0 1 0 0 

TRUenergy 7 2 2 2 0 1 9 2 3 

Dual fuel total 49 32 5 27 0 3 76 32 8 

ENERGY TOTAL 5 382 9 607 4414 1 794 1596 5887 7 176 11 203 10301 

a Origin Energy acquired Country Energy, and TRUenergy acquired EnergyAustralia on 1 March 2011. Data are reported together from 2011-12.  — Not applicable. 

Data source: EWOV. 
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