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CHAPTER 1: THIS CODE

1.1 Introduction
1.1.1 Code objective

The objective of this Codeis to promote efficient investment in, and efficient use of,
electricity services for the long-term interests of Queensland customersbout:

@) price, quality, reliability and security of supply of electricity; and

(b) the reliability, safety and security of the Queensland electricity system.
1.1.2  Scope of the Code

The scope of this Codeis to:

@) deleted

(b) set guaranteed service levelghich require a distribution entityto provide a
payment to a smallcustomemvhere those service levels are not met;

(©) require a distribution entityto report to the QCAon its performance against
guaranteed service levels

(d) require retail entitiesto comply with specified customeiprotection provisions;

(e) set out a framework for co-ordination of services between distribution entities
and retail entities

U] impose obligations on retail entitiesand distribution entitieswvith respect to:
(1) obtaining explicit informed consent of customers prior to customer
transfers;

(i) providing information regarding certain NMI premisesincluding,
where relevant, the NMI and NMI checksumand

(iii)  notifying and advising customersegarding the transfer process;
9) require retail entitiesto comply with retail marketingand price disclosure rules;
(h) set out the principles for the metering of electricity at certain connection points
and points of supplyo which the National Electricity Ruleglo not apply and in

other specified circumstances; and

(i) statethetermsforad i st r i b u standand cenmettiontcgntiast retail
e n t istangabdsretail contracand the standard ceordination agreement

1.1.3 Authority

This Codeis made by the Minister under section 120B of the Electricity Act

Electricity Industry Code: Seventeenth Edition 10



1.1.4

1.15

1.1.6

1.1.7

1.1.8

1.1.9

Date of effect

Subject to section 120J(3) of the Electricity Act this Seventeenth edition of the Code
takes effect on and from 25 July 2014.

Application

@) Each distribution entitymust comply with this Codeas a condition of its
distribution authority

(b) Each retail entitymust comply with this Codeas a condition of its retail
authority.

(©) To avoid doubt, this Codedoes not apply to:

(1) Essential Energyn respect of non-market customersipplied under
its special approval number SA01/11 ; and

(i) Origin EnergyElectricity Limited (ACN 071 052 287) in respect of
non-market customers supplied under its special approval number
SA02/11

Obligation to remedy

If a distribution entityor retail entitybreaches this Code it must remedy that breach as
soon as practicable.

Amendment of Code

This Codemay only be amended in accordance with the procedure and consultation
processes set out in the electricity legislation

Interpretation
Words appearing like thisare defined in clause 10.1.1.
Other relevant instruments
Not all aspectsofadistr i but i oanr etnd ii Itolyligatsansiare rggblaed by
this Code Their obligations and some aspects of their relationships with a customer
are also affected by a number of instruments, including:
@) the Electricity Act
(b) the Electricity Regulation
(©) the Electrical Safety Agt
(d) the Electrical Safety Regulation
(e) the National Electricity Law
U] the National ElectricityRules

(9) adi st r i bu distribution@uthorityangad et ai | ent i t;yds

Electricity Industry Code: Seventeenth Edition 11



(h) adi stribution ent iatdgroest aiolmata mutiachbynd < o n 't
(i) the co-ordination agreemertietween a distribution entityand a retail entity;

() the Electricity Connection and Metering Mansal

(k) the Metrology Procedure

) the MSAT Sprocedures; and

(m)  consumer protection laws, including the Compeition and Consumer Act 2010
(Cth) and the Fair Trading Act

Electricity Industry Code: Seventeenth Edition 12



CHAPTER 2: MANAGEMENT OF DISTRIBUTION BUSINESSES

2.1 Application of this Chapter
@) This Chapter applies to:

(1) all distribution entitiesand

(i) in respect of clauses 2.5.5(b) and 2.5.5(c), all retail enities; and

(iii)  unless otherwise specified, in relation to smalland large customers
(b) Where, in this Chapter 2, a clause refers to a small customemaking a request

of, agreeing with or otherwise providing information to its distribution entity

that includes the retail entitydoing any of those thingsonthes ma | | Cust ome
behalf.

2.2 This clause is intentionally left blank

2.3 Distribution Annual Planning Report
2.3.1 Distribution Annual Planning Report

@) The requirements of clause 2.3.1(b) operate in conjunction with clause 5.13.2 of
the National Electricity Rules

(b) A distributionentity must publish its Distribution Annual planning Report
(DAPR) by 30 September each year. To avoid doubt, 30 September is the
“DAPR date” for the purposes of clause 5.13.2 of the National Electricity
Rules

2.4 Minimum service standards

2.4.1 Deleted.
2.4.2 Deleted
2.4.3 Deleted
244 Deleted

2.5 Guaranteed service levels

2.5.1 Distribution authorities

This clause 2.5 constitutes a guaranteed service levalsgime notified by the QCAfor
the purposes of a distribution authority

2.5.2 Application
@) Subject to paragraph (c), this clause 2.5 applies to a smallcustomer
(1) who is the named electricity account holder for a premisesor

(i) if there is a card operated meteat a premiseswho is the occupier of
that premises

Electricity Industry Code: Seventeenth Edition 13



(b) A distribution entityis required to give only one GSL paymenger electricity
account for each event giving rise to a GSL paymentegardless of the number
of account holders or premisedisted on the account affected by the event.

(©) A smallcustomeliis not eligible for a GSL paymenfior a premiseswhich does
not have a meter

(d) Adi st r i b u bbligation toegivetaiGELypaymentinder clauses 2.5.3 to
2.5.7 applies notwithstanding that a retail entitymay have caused the event
giving rise to the GSL payment

2.5.3 Wrongful disconnection

@) If a distribution entitywrongfully disconnects a smallcustomerthen that
custometis eligible for a GSL paymenfapplying on the date of the wrongful
disconnection) from the distribution entity

(b) A distribution entitywrongfully disconnects a smallcustomemvhen:

(i) it was not entitled to do so under electricity legislatioror the
connecibn contractwith that customey

(i) it fails to comply with the procedures for disconnection required of the
distribution entityunder the connection contraatvith that customeyor

(iii) it disconnects the customeiat the request of a retail entityand:

(A) the wrong premisess disconnectedue to an error in the retail
e nt irequgstdos

(B) the retail entitydoes not give the customem disconnection
warning (where required under clause 4.18) at least five
business dayisefore the disconnection occurs. To avoid
doubt, a GSL paymernis not payable where a retail entitydoes
not comply with any other disconnection procedures under
clause 4.18.

2.5.4 Connections
If:

@) a smallcustomeiis entitled, and has taken all necessary steps, to have its
premisesonnected; and

(b) thatc u s t opmeeniseds not require any extension of, or augmentation to,
the supply networlo enable the c u s t opmeenise@sbe connected; and

(c) a distribution entitydoes not connectthat c u s t opreenise®s the day
agreed (or subsequently agreed) with that customer

L A distribution entity’s right to recover a GSL payment from a retail entity is provided for in the co-ordination

agreement.
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then that smallcustomeiis eligible for a GSL paymenfapplying on the relevant day)

from the distribution entityfor each day it is late.

2.5.5 Customerreconnection

(@)

If:

(i) a smallcustomets premisesas been disconnected and the customeiis

entitled, and has taken all necessary steps, to have the premises

reconnected; and

(i) a distribution entitydoes not reconnect the premiseswithin the time
required in the table below,

then that smallcustomeiis eligible for a GSL paymenfapplying on the
relevant day) from the distribution entityfor each day it is late.

PremisesnEr g o n

Energyoés di

stributi

Premisegescription

Time required for reconnection

Premisesupplied through CBD
feeder/ urban feeder

If the request is made by the small
custometto its retail entityby 12.00pm
on a business daythen on the same day
or as otherwise agreed with the small
customer

If the request is made by the small
custometto its retail entityafter 12.00pm
on a business daythen by the next
business dayr as otherwise agreed with
the smallcustomer

If the request is made by the small
custometto its retail entityon a non-
business daythen on the next business
dayor as otherwise agreed with the small
customer

Premisesupplied through short
rural feeder

By the next business dagfter the small
C U st oregeest to iss retail entityor
as otherwise agreed with the small
customer

Premisesupplied through long rural
feeder/ isolated feeder

Within 10 business daysf the small
cCust omer i sretaicegtityers t
as otherwise agreed with the small
customer

PremisesSnENERGE X0 s

di stribution

ar ea

Premisegdescription

Time required for reconnection

All premisesther than those in
excluded locations

If the request is made by the small
custometto its retail entityby 12.00pm
on a business daythen on the same day
or as otherwise agreed with the small
customer

If the request is made by the small
custometo its retail entityafter 12.00pm

on a business daythen by the next

Electricity Industry Code: Seventeenth Edition
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Premisegescription Time required for reconnection

business dagr as otherwise agreed with
the smallcustomer

If the request is made by the small
custometto its retail entityon a non-
business daythen on the next business
dayor as otherwise agreed with the small
customer

Premisedn excluded locations Within 10 business daysf the small

C U st oregeest to iss retail entityor
as otherwise agreed with the small
customer

(b) When a retalil entityreceives a request for reconnection from a small customer
who is entitled to reconnection before 12.00 pm on a business dayhe retail
entitymust, by 1.00 pm that business dayinitiate a request for reconnection of
thes mal | ¢ ust oima&aordasce vith Ghapter § & this Code

(©) The retail entityon behalf of the small customemay request that the
distribution entityreconnect the small customesooner than is required under
clause 2.5.5(a). If the small customeor its retail entitydoes so, the distribution
entity.

(i) must use its best endeavours to reconnect the small customeimn the
requested timeframe; and

(i) if the reconnection is made in the requested timeframe, may charge the
relevant fee publishedinthed i st r i b u pricedistt ent i t yods

(d) In this clause 2.5.5, a “busiress day does not include a local holidayin the
district where the premisesds located.

2.5.6 Hot water supply
@) Subject to paragraph (b), if:

(1) a smallcustomei(or its retail entity) makes an inquiry to a distribution
entityabout a loss of hot water supplyand

(i) the distribution entityfails to attend the premiseswithin the time
required in the following table,

then that smallcustomeiis eligible for a GSL paymengapplying on the
relevant day) from the distribution entityfor each day it is late.

Feeder typdahrough which the small | Time required to attend
c ust opramiséassupplied

long rural feeder isolated feeder By the business daggreed with the
smallcustomer(or its retail entity).

All other feeder types Within one business daygf the
inquiry or as otherwise agreed with
the smallcustomei(or its retail
entity).

Electricity Industry Code: Seventeenth Edition 16



(b)

(©)

A distribution entityis not required to attend the premisesn response to a hot
water supplyinquiry under paragraph (a) if the distribution entityreasonably
believes the loss of hot water supplys not caused by its supply networlor
associated control equipmenr if the loss of hot water supplys the result of
an outage on its supply networkor associated control equipment

In this clause 2.5.6, a “business ddydoes not include a local holidayin the
district where the premisesds located.

2.5.7 Appointments

(a)

(b)

(©)

(d)

(€)

This clause 2.5.7 applies to an appointment which:

(1) is made between a distribution entityand a smallcustomet(or its retail
entity) who has an existing account for the premisesand

(i) relates to the distribution entityattending the premisedor the purpose
of:

(A) reading, testing, maintaining or inspecting the meter or

(B) inspecting, altering or addingtothec u s t oaleetricdl s
installation

This clause 2.5.7 does not apply if a smallcustomeitis eligible fora G
paymenunder clauses 2.5.4 to 2.5.6.

When making an appointment, a distribution entitymust specify a time or time
period for the appointment. Any time period must not exceed the following:

(1) for ENERGEX a five hour period within a day; and
(i) for Ergon Energy- a day.

A distribution entitymay reschedule an appointment provided it notifies the
smallcustomeiefore the day scheduled for the appointment.

Subject to paragraph (d), if a distribution entitymakes an appointment and does
not attend the premisest the specified time, or within the specified time period,
then the smallcustomeiis eligible for a GSL paymenfapplying on the date of
the appointment) from the distribution entity

2.5.8 Plannedinterruptions

(@)

(b)

(©)

Except in the case of emergenciedf a distribution entitydoes not give a small
customeiat least two business daysiotice of a planned interruptiorto that
cus t o m@emiesthen the smallcustomeiis eligible for a GSL payment
(applying on the date of the planned interruptiopfrom the distribution entity

A notice may be given by mail, letterbox drop, press advertisement or any other
means which are appropriate and reasonable in the circumstances.

If a notice is sent by post, a smallcustomers taken to have received it on the
second business dagfter posting.
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2.5.9 Reliability

(@)

(b)

Subject to paragraph (b), a smallcustomeiis eligible for a GSL payment
(applying in the relevant financial yeal from its distribution entityin either of
the following circumstances:

(i) for each interruptionto its premisesvhich, if connected to:
(A)  aCBD feeder lasts longer than eight hours;
(B) an urbanor short rural feeder lasts longer than 18 hours; or
©) a long rural or isolated feeder lasts longer than 24 hours,
(“interruption duration GSL); or

(i) once that smallcustomeiexperiences the relevant number of
interruptionsat its premisesn a financial yearas set out in the
following table (“interruption frequency GS1. Irrespective of when
during a financial yearthat a small customebecomes eligible for a
GSL paymentnder this interruption frequency GSlthe distribution
entityis only required to assess the eligibility of a small custometo a
GSL paymentincluding an automatic payment under clause 2.5.11(b))
after the end of that financial year

Distribution | Feeder typehrough which Number of interruptionsin

entity thesmallc ust o me r @ afinancial year*
premiseds supplied

ENERGEX | CBDfeeder 10
Urbanfeeder 10
Shortrural feeder 16

Ergon Urbanfeeder 13

Energy Shortrural feeder 21
Longrural feeder 21
Isolatedfeeder 21

* A customelis not entitled to more than one GSLpayment
under clause 2.5.9(a)(ii) in a financial year

The following types of interruptionsare excluded from paragraph (a):
(i) an interruptionof a duration of one minute or less;
(i) an interruptionresulting from:
(A) load shedding due to a shortfall in generation;
(B) a direction by AEMO, a system operataor any other body

exercising a similar function under the Electricity Act National
Electricity Rulesor National Electricity Law
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© automatic shedding of load under the control of under-
frequency relays following the occurrence of a power system
under-frequency condition described in the power system
security and reliability standards

(D) a failure of the shared transmission griglor

(E) a direction by a police officer or another authorised person
exercising powers in relation to public safety;

(ili)  aplanned interruption
(iv)  aninterruptionrequested, or initiated, by the smallcustomey

(v) an interruptioncaused by the smallcustomets electrical installationor
failure of that electrical installation

(vi)  aninterruptionto a small customeés premiseswithin a region in which
a natural disaster has occurred, where:

(A) the Queensland Minister for Police and Community Safety has
notified the Commonwealth of the occurrence of an eligible
disaster under the Natural Disaster RelieAnd Recovery
Arrangementsin respect of that natural disaster for that region;
and

(B) the interruptionoccurred during the period for which the
Natural Disaster Relieghnd RecovenArrangement$dave been
notified.
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2.5.10 Amount of GSL payments

This table sets out the amount of a GSL payment applicable for the date or financial
yearin which a guaranteed service levisl not met in accordance with clauses 2.5.3 to

2.5.9.

Electricity GSL GSL Payment for

Industry Code 1 July 2010 to
30June 2015

Clause 2.5.3 Wrongful disconnections $130

Clause 2.5.4 Connection not provided by the agreed date $52 per day

Clause 2.5.5 Reconnection not provided within the required time ~ $52 per day

Clause 2.5.6 Failureto attendto c u s t epreenise@withinthe  $52 per day

time required concerning loss of hot water supply
Clause 2.5.7 Failure to attend appointments on time $52
Clause 2.5.8 Notice of a planned interruptiorio supply not given  $26 for small

Clause 2.5.9(a)(i) Interruptionduration GSL
Clause 2.5.9(a)(ii) Interruptionfrequency GSL

2.5.11 Claiming a GSL payment

residential customers
and $65 for small
businessustomers
$104

$104

@) A distribution entitymust use best endeavours to automatically give a GSL
paymento a smallcustometeligible for it under clauses 2.5.3 t0 2.5.8.
However, a smallcustomeimay make a claim for a GSL paymenuithin three
months of the event giving rise to the claim where a distribution entityhas not

done so.

(b) A distributionentity must use best endeavours to automatically give a GSL
paymento a small customeeligible for it under clause 2.5.9. However, a
small cusbmermay make a claim for a GSL paymenivhere a distribution
entity has not done so:

(i)

(i)

within three months of the relevant interruptionfor an interruption

duration GSL.and

within three months of the end of the relevant financial yearfor an

interruptionfrequency GSL

2.5.12 How a GSL paymenis paid

A distribution entitymust use its best endeavours to pay a GSL paymento a small
custometentitled to it by cheque, electronic funds transfer or any other means agreed
with the small customer

2.5.13 Small austomerswith card operated meters

@) This clause 2.5.13 applies to smallcustomersvho have card operated meters
instead of clauses 2.5.11 and 2.5.12.
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(b)

(©)

(d)

A smallcustomemvho becomes eligible for a GSL paymeninder clauses 2.5.3
to 2.5.9 must make a claim from the distribution entitywithin one month of the
event giving rise to the claim to be entitled to that GSL payment

To remove doubt, if there are multiple occupiers of a premisesa distribution
entityis only required to give one GSL payment

A distribution entitymust pay a GS. paymento a smallcustometentitled to it
by cheque, electronic funds transfer or any other means agreed with the small
customer

2.5.14 Processing claims

A distribution entitymust use best endeavours to process a claim for a GSL payment

(a)

(b)

within one month after receiving a claim under clauses 2.5.11(a) and
2.5.11(b)(i); and

in respect of a claim for an interruption frequency GSiinder clause
2.5.11(b)(ii), within one month after the end of the financial yearor one month
after receiving a claim, whichever is the later.

2.5.15 Caps on entitlements

(a)

(b)

2.5.16 GST

Subject to paragraph (b), a smallcustomeiis not entitled to receive more than
$320 worth of GSL paymet(more than $416 worth of GSL payments from
1 July 2010) in any one financial yearper electricity account.

GSL paymeistreceived by a smallcustometin respect of wrongful
disconnection under clause 2.5.3 are not to be taken into account in determining
whether that customeihas reached the cap under paragraph (a).

All amounts specified in this clause 2.5 include GST(if any is payable).

2.5.17 Effect of a GSL payment

(@)

(b)

(©)

(d)

A smallcustomets receipt of a GSL paymendoes not in any way alter or
diminish any rights which it may have against any person under trade practices
or other applicable legislation, common law or contract.

A distribution entitydoes not make any admission of legal liability or a breach
of the Codein giving a GSL payment

A retail entitydoes not make any admission of legal liability or a breach of the
Codewhen a distribution entitymakes a GSL paymenivhich is reimbursed by
the retail entityunder a co-ordinationagreement

This clause 2.5 does not alter, vary or exclude the operation of sections 97 and
97A of the Electricity Actand sections 119 and 120 of the National Electricity
Law, or any other limitations of liability or immunities granted to a distribution
entityunder electricity legislation
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2.5.18 Disputes about GSL paymentsnvolving a retail entity

@) If a small customehas a dispute about a GSL paymentelating to clauses 2.5.3
to 2.5.7, where a retail entitycaused (or is claimed to have caused) the event
giving rise to the GSL paymenit must be dealt in accordance with the retail
e n t icampgladnshandling process under clause 4.6.3.

(b) If the dispute is not resolved underther e t a i | conglaitt hadiyn@ s
process, the small customemay refer the dispute to the Energyand Water
OmbudsmarQueensland

(©) To avoid doubt, the Energyand WatetOmbudsmarQueenslananay decide
whether a GSL paymeris payable or not without referring the matter to the
QCA A decision by the Energyand WateitOmbudsmarQueenslandhat a
distribution entitymust make a GSL paymen(or that a retail entitycaused the
event giving rise to the GSL payments not evidence that the relevant entity
has breached the Code

2.5.19 Review of guaranteed service levels

The QCAmust review the guaranteed service levedad GSL paymeramounts to
apply at the beginning of each regulatory control period

2.6 Reporting and monitoring
2.6.1 Distribution entity must monitor performance

@) A distribution entitymust monitor:
(i) deleted
(i) its compliance with the guaranteed service levels
to enable it to provide the reports to the QCAspecified in clause 2.6.2.

2.6.2 Reporting requirements

@) Within two months of the end of each quarter, a distribution entitymust submit
a report to the QCAdetailing the following for the preceding quarterand for the
financial yearto the end of that quarter.
(1) deleted

(i) compliance with the guaranteed service levalgluding;

(A) the number of GSL paymeistgiven by category and the amount
of such payments;

(B) the number of GSL paymentlaims by category; and
© the number of rejected GSL paymentlaims by category; and

(ili)  any other matter reasonably notified by the QCA
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(b)

(©)

The distribution entitymust also provide any other further reports reasonably
required by the QCAIn respect of guaranteed service leveliom time to time.

Each report must be submitted in the format determined by the QCA

CHAPTER 3: Deleted

Electricity Industry Code: Seventeenth Edition

23



CUSTOMER CONNECTION SERVICES

3.1 Application of this Chapter
Thischapter applies tall distribution entities

(a)

(b)

in respecif clauses3.2and3.3, in relationto all customersvith whom a
distribution entityhas a standard connection contrgand

in respectof clauses 3.4 to 3.9, in relation to all smallcustomersvith whom a
distribution entityhas a connection contra¢tand

3.2 Customer Information

3.2.1 Provision of information

A distribution entitymust, on request by a customer or a customer’s retail entity,
provide information about the customer’s energy consumption or the distribution
entity’s charges, but information requested more than once in any 12 month period
may be provided subject to a reasonable charge.

3.2.2 Obligation to publish information

(a)

A distribution entitymust publish on its website:

(i)

(ii)

(iii)

(iv)
(V)
(vi)
(vii)
(viii)

(ix)

a summary of the rights and obligations of a customeiwnder Chapter 3
of this Codeand how a copy of the Codemay be obtained;

a summary of the terms and conditions of the standard connetion
contractin Annexure A to this Code

details of a distribution entity’s service standards and any associated
GSL schemes;

details of applicable energisation and re-energisation timeframes;

notice of a customer’s rights in respect of the negotiation of different
terms;

details of charges for customer connection services;

information relation to new connections or connection alterations;

a description of the distribution entity’s and customer’s respective
rights and obligations concerning the provision of customer connection

services under this code and the Electricity Act 1994

a summary of the rights, entitlements and obligations of small
customers’ including-

(a) the distribution entity’s standard complaints and dispute resolution
procedure; and
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(b)

(©)

(d)

(b) the contact details for the Energy and Water Ombudsman
Queensland.

(x) a description of how to read a meter and the process to check the
reliability of a meter;

(xi)  information on electrical safety, including safety switches and
vegetation control;

(xii)  ifany overhead or underground lines are to be owned by the customer;

(xiii) aclear indication of the rules that are applied to determine the extent of
thec u s t oresmonsibilgy in relation to those lines;

(xiv) information on the prospect of, and preventative measures to protect
against, voltage fluctuations (ie. power surges, spikes, blackouts and
brownouts); and

(xv)  any other information reasonably required by the QCAon no less than
six months’ notice.

If a customer requests information of the kind referred to in clause (1), the
distribution entity must either:

(1) refer the customer to the distribution entity’s website; or
(i) provide the information to the customer.

However, the distribution entity must provide a copy of any information of that
kind to the customer if the customer requests a copy.

The information or a copy of the information requested under this rule must be
provided without charge, but information requested more than once in any 12
month period may be provided subject to a reasonable charge.

3.3 Standard connection contract

3.3.1 Standard connection contract

(@)

(b)

For the purpose of section 40DB(3) of the Electricity Act the terms of a
di st r i b u standandcoenectian toptiadre the terms set out in
Annexure A.

Where a distribution entityis a party to a standard connection contrgdhe
distribution entitymust comply with the terms of the standard connection
contract

3.4 Minimum terms and conditions

For the purposes of section 40DE(2) of the Electricity Act clauses 3.5 to 3.8 are
minimum terms for the provision of customer connection servicessmal customers
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3.5 Liability
3.5.1 No indemnity

A distribution entitymust not include an indemnity or other term or condition in any
negotiatecconnection contraatvith a small customethe effect of which is to entitle
the distribution entityto recover from the customeiin respect of:

@) any breach by the customeiof the contract; or
(b) any negligence by the custometin relation to the contract,

any greater amount than that which, under common law (including in equity) or statute,
the distribution entityis entitled to as compensation forthec u s t obmeach od s
contract or negligence.

3.5.2 Restrictionsond i st r i b u tlimdation ef hability im reegotiated connection
contracts

A distribution entitymust ensure that any clause in any negotiated connection contrac
it enters into with a small customelimiting the liability of the distribution entityto the
small customedoes not provide any greater limitation of liability than that provided

for in clause 6 of the standard connection contract

3.6 Disconnection
3.6.1 Disconnection

A distribution entityis only entitled to disconnectas ma | | ¢ prentisedine r 6 s

@) thes mal | ¢ vesit eatitgmforidsshe distribution entitythat they have a
right to arrange for disconnection under their retail contractwith the small
customeiand requests that the distribution entityarrange such disconnection;

(b) the small customerefuses or fails to pay the distribution entityfollowing a
request by the distribution entityfor a capital contribution towards the costs
incurred, or to be incurred, by the distribution entityin extending, or increasing
the capacity of, its supply networko provide the customer connectiogervices
to the premises

(©) the smallcustomedoes not provide and maintain space, equipment, access,
facilities or anything else the smallcustomemust provide for the customer

connectiorserviceaunder the electricity legislatioror a customer connection
contract

(d) the small customefails to give safe access as required under the electricity
legislation

(e) there are health and safety reasons;
)] there is an emergency

(9) required to do so at the direction of the relevant authority
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(h) the small customeprovided false information to the distribution entity(in
circumstances where the small customewould not have been entitled to be
connected if the false information had not been provided);

(i) either the small customedoes any of the following or fails to take reasonable
steps to ensure others do not do any of the following:

(i) illegally uses electricity supplied to the smallcud o m ererdises

(i) interferes or allows interference withanyofthed i st ri buti on er
equipment which is at the premisesxcept as may be permitted by law;

(ifi)  usesthe electricity suppliedtothes ma | | ¢ prentisesmnany 0 s
electrical equipmenin a manner which:

(aa)  unreasonably interferes with the connection or supply of
electricity to another customeyor

(bb)  causes damage or interference to any third party;

(iv)  allows customer connection servicg®vided by the distribution entity
to be used other than in accordance with the connectiorcontractor the
electricity legislation or

() the small custometampers with, or permits tampering with, any metersor
associated equipment;

(k) the distribution entityis billing the small customedirectly and the small
customerffails to pay a bill by a due date;

() the distribution entityis entitled to require a securitydepositfrom the small
customeiland upon request, the small customedoes not provide a security
deposit

(m) the distribution entityis otherwise entitled under the electricity legislatiorto
disconnect the small customer

3.6.2 Disconnection procedures

@) The distribution entitymay only disconnect the premisesinder clauses 3.6.1(b)
, 3.6.1(c), 3.6.1(d), 3.6.1(h), 3.6.1(1), if:

(1) the distribution entityhas sent the small customea disconnection
warningthat:

(A) states the date it is issued;

(B) requires the small custometo rectify, in not fewer than five
business dayafter issue of the disconnection warninghe
issue that could lead to disconnection; and

© carries a warning of the consequences of failing to comply with
the disconnection warningnd
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(b)

(©)

(i) the small customefails to comply with the disconnection warningn
not fewer than five business dayafter its receipt.

The distribution entitymay only disconnect the premisesinder clause 3.6.1(k)
if:

(i) the distribution entityhas sent the small customea reminder notice
that:

(A) states the date it was issued,

(B) requires the small custometo rectify, in not fewer than five
business dayafter issue of the reminder notice, the failure to
pay; and

©) carries a warning of the consequences of failing to comply with
the reminder notice;

(i) the distribution entityhas sent the small customea disconnection
warningupon the smallcustomeffailing to comply with the reminder
notice; and

(iii)  the small customefails to comply with the disconnection warningot
fewer than five business dayafter it receipt; and

(iv)  the amount due is not less than the amount approved by the QCA

A distribution entitymust include on a disconnection warningiven to a small
customeidetails of the existence and operation of the Energyand Water
Ombudsmaueenslangincluding the Energyand WatetOmbudsman
Queensland sontact details.

3.6.3 Limitations on disconnection

@) A distribution entitymust not disconnectas ma | | c prentiseameenr O s
clauses 3.6.1(a), 3.6.1(b), 3.6.1(c), 3.6.1(d), 3.6.1(h), 3.6.1(k) and 3.6.1(1):
(i) before 8am and after 3 pm on a business dagy
(i) on a Friday or the day before a public holiday;
(ili)  on aweekend or a public holiday; or
(iv)  between 20 December and 31 December (inclusive) in any year.

(b) To avoid doubt, paragraph (a) does not apply if the small customehas
requested the disconnection.

(c) In this clause 3.6.3, public holiday means a Queensland wide public holiday and
a local holidayin the district where the premiseds located.

3.7 Smal | c u sliabolitydor coanection services
@) A small customers not liable to pay the distribution entityfor providing

customer connection servicesthes ma | | ¢ premisesmderad s
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negotiated connection contrawith the distributionentity for the period
following:

(i) disconnection of the premises

(i) subject to paragraph (b), the end of the notice periodset out in clause
4.4.5 commencing on the small customeorthes ma |l | ¢ &t o me r ¢
entity notifying the distributionentityorally or in writing that customer
connection serviceme no longer needed at the premisesor

(iii)  electricity is supplied to the premisesy arrangement with another
customeior under a different connection contracatith the small
customer

(b) If the small customegives notice under clause 3.7(a)(ii) but does not, if
required by the distribution entity give the distribution entitysafe access to the
premisedor a final mete reading the small customeis liable for customer
connection servicgzovided at the premisesuntil the earlier of the following:

(i) the end of the noticeperiod commencing on safe access being given to
the distribution entityfor a final meter reading

(i) the end of the day the distribution entityreads the meter

(©) The standard connection contras¢ts outas ma | | ¢ Uabilityafrthe r 6 s
small customeis on a standard connection contract

3.8 Billing

@) Subject to paragraph (b), a negotiated connection contraeith a small
customemust include an obligation on the distribution entityto bill the small
customeffor network chargethroughthes mal | cust omandndts r et
directly.

(b) Paragraph (a) will not apply to a distributionentitywhere the distributionentity
has agreed in writing with a smallcustomerby obtaining that smallc u st omer 6 s
explicit informed consenthat the distributionentitymay bill the small
customedirectly, if the customer

(i) is a business customer
(i) has one or more relevant premisesr a group of premises
(iii)  isasmall customeimn respect of one or more of those premisesand

(iv)  the aggregate of the annual electricity consumptiorievel for those
premisesquals or exceeds 100MWhof electricity per annum.

3.9 Differing terms and requirements

3.9.1 Differing terms and requirements

Nothing in this Codeprevents:
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(a)

(b)

(©)

(d)

a distribution entityrequiring different small customersn negotiated
connection contract® pay differing security;

a distribution entityrequiring different small customerto pay different capital
contributions prior to entering into or during the term of a connectiorcontract

a distribution entityusing differing methods of charging for the provision of
customer connection servicwsdifferent smallcustomer®n connection
contracts and

subject to clause 3.4, a distribution entityproviding customer connection
serviceon different terms to different small customesor types of small
customer®n negotiated connection contracts
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CHAPTER 4: CUSTOMER RETAIL SERVICES

Preamble

How does Chapter 4 apply?

Market customer

Non-market customer

large U Chapter 4 does not apply.
customers

Chapter 4 does not apply.
These customers should refer
to their retail entity’sii s t a n
large customer retail contracto
available from their retail entity
(including its website) or from
the QCA.

small V Chapter 4 applies. The terms and
customers conditions of a negotiated retail
contract with a small customer
must be consistent with the
minimum terms set out in Chapter
4. The terms marked * in Chapter
4 may be varied for this category
of customers with the customer’s
explicit informed consent.

Chapter 4 applies. These
customers are on the
standard retail contract in
Annexure B.

4.1 Application of this Chapter
4.1.1 Application of this Chapter

@) This chapter applies to:

(i) all retail entities

(i) in respect of clause 4.2.10(b), all distribution entitiesand

(ili)  subject to paragraph (b), in relation to retail contractswith all small

customersand

(iv)  inrespect of clauses 4.12.6 and 4.12.7, negotiated retail contractwith
all smallcustomersnade before or after the date this Codetakes effect.

(b) Chapter 4, or specified provisions of Chapter 4, will not apply to a retail entity
where the retail entityhas agreed in writing with a customerby obtaining that
c u st oaxgiait iifermed consent a negotiated retail contracthat
Chapter 4, or specified provisions of Chapter 4, will not apply in respect of a
contract for customer retail services:

(1) the customer

(A) IS a business customer

(B) has one or more relevant premisesr a group of premises
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© is a small customeim respect of one or more of those
premise,; and

(i) the aggregate of the actual or estimated annual energy consumption
level for those premise equals or exceeds:

(A) in the case of an electricity only contract, L00MWh of
electricity per annum; or

(B) in the case of a dual fuel contragt100MWh of electricity per
annum or 1TJ of gas per annum.

4.2 Retail contracts
4.2.1 Terms of standard retail contract

@) The contract set out in Annexure B to this Codeapplies to a small customethat
does not have a negotiatel retail contractwith its retail entity.

(b) For the purpose of the Electricity Act thetermsofar et ai |stapdartd i t y 6 s
retail contractare the terms set out in Annexure B to this Code

(©) If a small customenegotiates a contract with its retail entitythen that contract
must not be inconsistent with the terms of Chapter 4 of this Code.

4.2.2  Notice of contract where no application made

A retail entitymust, as soon as practicable after becoming aware that a small customer
is a movein customeradvise that small customeof:

@) the terms and conditions of the standard retail contragtincluding access to
notified prices;

(b) the existence and a general description of the retail entityd segotiatedetail
contracs, if any; and

(©) the ability of the small custometo choose a retail entityfrom whom it wishes
to purchase customer retail services

4.2.3 Minimum terms and conditions for negotiated retail contract

@) Subject to paragraph (d), the provisions of Chapter 4 which are not permitted to
be varied under this clause 4.2.3 are the minimum terms for the provision of
customer retail services small customerfor the purposes of section 55C(2)
of the Electricity Act

(b) The terms and conditions of a negotiated retail contraawvith a small customer
must not be inconsistent with such provisions and are unenforceable to the
extent they are.

(©) At the request of a retail entitythe QCAmay at its absolute discretion, prior to
the commencement of a negotiated retail contractpprove terms and
conditions for that negotiated retail contracwhich do not conform with all or
any of the provisions of Chapter 4 of this Code
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(d)

For the purposes of paragraph (a), the following clauses of Chapter 4 (marked
with an asterisk (*) and an annotation throughout) may be varied in a negotiated
retail contract

(i) Clause 4.9.1 (obligation to bill quarterly);

(i) Clause 4.9.6(r) (list of available payment methods on bill);

(iii)  Clause 4.9.6(s) (notice of customer'sight to nominate apportionment
being on bill);

(iv)  Clause 4.12.3 (customeiapplications for alternative tariffs or tariff
options);

(v) Clause 4.13.1 (minimum time for payment of a bill);
(vi)  Clause 4.13.3 (minimum payment methods offered);
(vii)  Clause 4.13.7 (acceptance of payments in advance); and

(viii)  Clause 4.14.1 (minimum instalment payment options).

4.2.4  Cooling-off

(@)

(b)

(©)

(d)

()

A retalil entitymust ensure that each negotiated retail contraat enters into
with a small customeconfers on the small customethe right to rescind that
negotiated retail contraan accordance with this clause within the period of 10
business daysommencing on, and including, the date of receipt by the small
customeiof the disclosure statement provided in respect of that negotiated
retail contract

A right of rescission conferred under this clause may be exercised
notwithstanding affirmation of the contract by the small customer

Notice of rescission must be provided to the retail entityby the small customer
in a form which clearly indicates an intention on the part of the small customer
to rescind the negotiated retail contract

A notice of rescission provided in writing by a small customewill be deemed
to have been received by the retail entityon the date it was sent where the
notice was sent by:

(1) posttother e t a i | postalraddress aystated in the disclosure
statement provided in respect of the negotiated retail contract

(i) facsimile to the retail entity's facsimile number as stated in the
disclosure statement provided in respect of the negotiated retail
contract or

(iii)  email to the retail entity's email address as stated in the disclosure
statement provided in respect of the negotiatel retail contract

Nothing in this clause affects other rights in law or in equity which a small
customemmay have in relation to the negotiated retail contraatr the conduct of
a retail entity.
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( A retail entitymust include in each negotiated retail con#ict it enters into with
a small customeexpress provisions setting out the rights and obligations
provided for by this clause 4.2.4.

9) A retalil entity must retain records of a notice of rescission given by a small
customeiunder clause (c) for a period of two years and in a format which
permits the retail entityto answer any enquiries relating to that notice by the
small customerthe QCA the Energyand WateilOmbudsmaQueenslanar
any other entity permitted by electricity legislatiorto access that information.

4.2.,5 Compliance with applicable regulatory instruments

A retail entitymust ensure that when a negotiated retail contradt enters into with a
small customeconfers an obligation on the small custometo comply with all relevant
requirements imposed by electricity legislationthat negotided retail contractnust
also confer on the retail entitya contractual obligation to comply with all relevant
requirements imposed by electricity legislation

4.2.6 Commencement of financial responsibility under negotiated retail contract
The obligation under a negotiated retail contradior a retail entityto provide customer
retail servicesand for a small custometo pay for such services, does not become
binding between the retail entityand the small customeuntil and unless:

@) the retail entity becomes the financially responsibleetail entityfor the
premisesand

(b) any cooling-off period applicable to the negotiated retail contradtas expired.
4.2.7 Laws of Queensland to govern negotiated retail contract

A retail entitymust ensure that each negotiated retail contradt enters into with a
small customeis governed by the laws of Queensland.

4.2.8 No indemnity

A retail entitymust ensure that any negotiated retail contragt enters into with a small
customeidoes not include an indemnity or other term and condition the effect of which
is to entitle the retail entityto recover from the small customeimn respect of:

@) any breach by the small customeof the contract; or
(b) any negligence by the small customein relation to the contract,
any greater amount than that which, under common law (including in equity) or statute,
the retail entityis entitled to as compensation forthes ma |l | ¢ breadchofme r 6 s
contract or negligence.
4.2.9 Restrictions on retail entities 6mithtion of liability in negotiated retail contract
A retail entitymust ensure that any clause in any negotiated retail contraat enters
into with a small customelimiting the liability of the retail entityto the small customer

does not provide any greater limitation of liability than that provided for in clause 7 of
the standard retail contract
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4.2.10 ldentifying who is obliged to offer a standard retail contract

@) If a retail entityis contacted by a smallcustomeifor a premisesand the retalil
entity does not offer the smallcustomem negotiated retail contraatn request,
the retail entitymust:

(i) if the retail entityis not the financially responsibleetail entityfor the
premises

(A) refer the smallcustometo the distribution entityfor the
premses and

(B) inform the smallcustomethat the distribution entitywill be
able to advise the customemhich retail entityhas the
obligation to provide customer retail services the small
customeion the terms of the standard retail contracat notified
prices or

(i) if the retail entityis the financially responsible retail entitfor the
premisesadvise the small customethat it has an obligation to provide
customer retaikervicego the small customeon the terms of the
standard retail contrat at notified prices

(b) If a distribution entityis contacted by a smallcustomedirectly or on referral
from a retail entityseeking the information referred to under paragraph (a), the
distribution entitymust:

(1) where the smallcustomeiis a movein custaneror is seeking to
connect the premisedo the supply networkinform the smallcustomer

(A)  thatassociated service order requestaust be made through a
retail entity,

(B) that the smallcustomemay be able to choose their retail entity
and may benefit from exercising this choice;

©) that a list of retail entitieswho are offering small customers
negotiated retail contractsan be obtained from the QCAor
the Q C A website; and

(D) if requested, the retail entitywho has the obligation to provide
customer retail services® the small customeon the terms of
the standard retail contracat notified prices; or

(i) in all other circumstances, inform the smallcustomeuof the retail entity
who has the obligation to provide customer retail service® the small
customeion the terms of the standard retail contracat notified prices

4.3 Commencement of standard retail contracts

4.3.1 Commencement of standard retail contract

A standard retail contractommences on the provision of customer retail servicets a
small customeby the retail entityin accordance with the Electricity Act
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4.4 Ending of retail contracts
441 When a standard retail contracends

(@)

(b)

(©)

A standard retail contracénds on the earliest of the following to occur:

(1) subject to paragraph (c), the end of the noticeperiodset out in clause
4.4.5 after the small customenotifies the retail entity(a “termination
notice’) that it wishes the provision of customer retail services the
small customeat the premisedo be terminated (even if the small
customeihas vacated the premisearlier);

(i) a date agreed between the retail entityand the small customer

(ili)  when the provision of customer retail service®s the premises
commences under a negotiated retail contradietween the retail entity
and the small customer

(iv)  when a smallcustomeibecomes a large customewith respect to the
premises

(v) when the provision of customer retail service® the premises
commences under a retail contractwith a different customer

(vi)  adifferent retail entityhas become the financially responsibleetail
entityfor the premisesor

(vii) thes mal | ¢ prenmisessdscodnected and the small customer
no longer has a right to be reconnected under clause 4.19.

Where a small custorar gives a terminationnoticeand notifies the retail entity
of a date on which the small customemtends to vacate the premisesthe retail
entitymust:

(1) use its best endeavours to ensure that the relevant metersare read, or
the relevant metering datare obtained, at that premisesn the date
and at the time agreed with the small custome(or as soon as possible
after that date if the small customehas not provided access to the
relevant meterson the date or at that time); and

(i) prepare and send to the small customeat the forwarding address
provided by the small customea final bill based on the relevant
metering data

If the small customegives a terminationnoticebut does not give safe access to
the premisedo conduct a final meter readingdwhere relevant), then the
standard retail contractvill not end under subparagraph (a)(i) until the earlier
of:

(i) the end of the notice periodcommencing on safe access being given; or

(i) when the meteris read or the relevant metering datare obtained.
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4.4.2 Term of a negotiated retail contract

@) Subject to paragraph (c), a retail entitymust ensure that each negotiated retalil
contractit enters into with a small customeconfers on the small customethe
right to effect:

(i) an in-situ terminatiof of that contractby providing at least 20
busi negofice;dndy s 0

(i) termination of that contractby giving a notice where the small
customelis vacating the premisega “vacation notic&). The vacation
noticemust be given in advance of the vacation. The period of
advance notice must be at least the required notice periodset out in
clause 4.4.5.

(b) Where a small customegives a vacation noticend notifies the retail entity of
the date on which the small customeimtends to vacate the premiseghe retail
entitymust:

(i) use its best endeavours to ensure that the relevant metersare read, or
the relevant metering datare obtained, at that premisesn the date
and at the time agreed with the small custome(or as soon as possible
after that date if the small customehas not provided access to the
relevant meterson the date or at that time); and

(i) prepare and send to the small customeat the forwarding address
provided by the small customea final bill based on the relevant
metering data

(©) If the small customegives a vacationnoticebut does not give safe access to
the premisedo conduct a final meterreading(where relevant), then the
negotiated retail contraawill not end until the earlier of:

(i) the end of the noticeperiodcommencing on safe access being given;
(i) when the meteris read or the relevant metering datare obtained;

(ili)  when the provision of customer retail service® the premises
commences under a retail contractwith a different customeyor

(iv)  adifferent retail entityhas become the financially responsibleetail
entityfor the premises

(d) If the small customehas entered into a fixedtermcontractwith the retail entity
and has terminated that contract prior to the expiry of the fixed termin
accordance with paragraph (a), the retail entitymay only impose an early
termination charge if:

(1) the negotiatedetail contractincludes details of the amount or manner
of calculation of the early termination charge;

In-situ termination refers to the situation where the retail contract is terminated but the customer continues
to occupy the premises.
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(i) the early termination charge is a reasonable estimate of the costs to the
retail entity resulting from the early termination; and

(iii)  the imposition of the early termination charge is not prohibited under
the electricity legislatioror in law or in equity.

4.4.3 Termination of retail contracts by retail entities

A retall entitymay not terminate a retail contractwith a small customeby reason of
the small custome¥ Breach of the retail contractunless and until whichever is the
earliest of the following events occurs:

@) the small customey premisesas been disconnected in accordance with the
terms of the retail contractand the small customeno longer has a right to be
reconnected under clause 4.19 of this Code

(b) the small customeand the retail entityhave entered into a new retail contract
in respect of the premisesor

(©) a different retail entityhas become the financially responsibleetail entityfor
the premises

4.4.4 Expiry of fixed-term contracts

No earlier than 40 business dayand at least 20 business daygrior to the expiry of a
fixedtermcontract a retail entitymust advise a small customeof the:

@) date on which the fixedtermcontractwill expire;

(b) terms and conditions for the provision of customer retail service®s the small
customely the retail entitywhich will come into effect after the expiry date if
the small customedoes not elect before that date to enter into a new retail
contractwith the retail entityor another retail entityfor the small customey s
premises

(©) existence of the other contractual options that may be available for the purchase
of customer retail servicdsy that small customeat that premisesnd a general
description of each; and

(d) ability of the small custometo choose the retail entityfrom whom it wishes to
purchase customeretail services

4.4.5 Notice period

For the purposes of clause 4.4, the notice periodfor a retail contractis dependent on

whothes mal | cust omer Oisandthe Iecdtion or feederitypafthee nt 1 t y
premisego which the retail contractrelates. The tables below sets out the relevant

notice periods
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Premisean ENERGEX6s di stri buti on ar ea

Premisedescription Notice period

All premisesther than excluded | 5° businesslays
locations

Premisedn excluded locations | 10 businesslays

PremisesnEr gon Energyods distribution area

Premisedescription Notice period

Premisesupplied through CBD | 5 businesslays
feeder / urban feedérshort rural
feeder

Premisesupplied through long | 10 businesslays
rural feeder/ isolated feeder

In this clause 4.4.5, a “business ddydoes not include a local holiday in the district
where the premisesds located.

4.4.6 Transitional notice period

Until the end of 30 June 2008, the relevant notice periodfor the purposes of clause 4.4
forall premisesanENERGE X6 s d i sadther tham préniisedn exculed a
locations is six business days

4.4.7 Expiry of fixed-term benefits

No earlier than 40 business days and at least 20 business days prior to the expiry of a
fixed benefit perioda retail entitymust advise a small customeof the:

@) date on which the fixedbenefit periodwill expire;

(b) existence of the other contractual options that may be available for the purchase
of customer retail servicdsy that small customeat that premisesnd a general
description of each;

(©) ability of the small custometo choose the retail entityfrom whom it wishes to
purchase customer retail serviceand

(d) termination fees and other fees (if any) that will apply if the customer decides to
end the contract.

8 This is subject to the transitional provisions in clause 4.4.6.
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4.5 Customer Information
45.1 Obligation to prepare Customer Information

(a) Each retail entity must publish on its website a summary of the rights,
entitlements and obligations of small customers, including—

(i) ther et ai | starelandtcamplayn®d and dispute resolution
procedure; and

(if) the contact details for the Energy and Water Ombudsman Queensland.

(b) If a small customerrequests information of the kind referred to in
subparagraph (a), the retail entitymust either—

(i) refer the customer to the retail entity’s website; or
(if) provide the information to the customer.

(c) The retail entity must provide a copy of any information of that kind to the
customer if the customer requests a copy.

(d) The information or a copy of the information requested under this clause
must be provided without charge, but information requested more than
once in any 12 month period may be provided subject to a reasonable
charge.

4.6 Dealing with small customers

4.6.1 Retailentitiesto prepare enquiry procedures
A retail entitymust, within 20 business dayafter it first provides customer retalil
servicedo a small customeafter the FRC commencement dapeepare and submit to
the QCA for approval, its procedures for handling small customeenquiries. The
procedures must deal with at least the following matters:

@) the establishment of a customesenquiry line (for the cost of a local call from
anywhere in Queensland) or information desk to provide information about:

(1) the provision of customer retail service® small customes;

(i) the referral of questions by smal customes concerning the quality,
reliability and safety of electricity supply to their premisego the small
customed distribution entity,

(il))  payment options available to small customes;

(iv)  what small customexcan do if they are having trouble paying the
retail entitys bills;

(V) how small customescan make enquiries or lodge complaints; and

(vi)  the existence and operations of the Energyand WatetOmbudsman
Queensland
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(b) the registration of special needs (see clause 4.20);
(©) referral to interpreter services; and
(d) any other matter required by the QCA

4.6.2 Approval and implementation of enquiry procedures

The QCAmust notify the retail entitywhether it approves the enquiry procedures. If
the QCAnotifies the retail entitythat it does not approve the enquiry procedures, the
retail entitymust submit revised procedures as soon as practicable until a set of
procedures is approved. The retail entity must implement the procedures within 20
business dayafter the date they are approved by the QCA

4.6.3 Complaint handling

@) If there is a dispute between the small customeand the retail entityabout the
terms of a retail contractor any rights or obligations under this Code the small
customemay complain to the retail entity.

(b) The retail entitymust handle a complaint made by a small customein
accordance with the Australian Standard.

(©) When the retail entityresponds to a small customdy somplaint, the retail
entitymust inform the small customer

(1) that the retail entityis obliged to handle a complaint made by a small
customelin accordance with the retail entity’s standard complaints and
dispute resolution procedures, which can be found on the retail entity's
website or provided to the customer on request;

(i) the retail entitymust inform the small customer of the outcome of the
customer’s complaint; that the small customehas a right to raise the
complaint to a higher level within the retail entity's management
structure; and

(iii)  that, if after raising the complaint to a higher level the small customer
is still not satisfied withther e t a i | responset the snyald cistomer
can refer the complaint to the Energyand WatetOmbudsman
Queensland

(d) If requested by the small customerthe information in paragraph (c) must be
provided in writing.

4.6.4 Customercommunications

@) Notices and bills are deemed to have been received by a party to a retalil
contract

(1) on the date the retail entityhands it to the small customent is left at
the small customér s p r @ sudcessklby faxed to the small
customei(which occurs when the sender receives a transmission report
to that effect);
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(i) on the date two business dayafter it is posted to a premisesr a small
customeds contact address; or

(iii)  where use of email has been agreed, on the date of transmission unless
the sender receives notice that delivery did not occur or has been
delayed.

4.7
471

4.7.2

Applications and connections

Retail entitesdrequirements

If a small customewishes to purchase customer retail servicefsom a retail entityat a
premisesinder a retail contract the retail entitymay require that the small customer
must first apply to the retail entity (in person, by telephone or in writing) to provide
customer retail services that small customeat that premisesand, if requested by the
retail entity.

@) provide acceptabladentificationwhen required by the retail entity;
(b) provide credit history informatiorwhen required by the retail entity;
(©) pay any relevant fees and charges applicable to that small customer
(d) provide contact details for billing purposes;

(e) provide contact details for the owner (or the agent of the owner) of the premises
if the application is for a rental property;

U] ensure that there is safe and convenient access to the meterat the premises

9) where appropriate, provide estimated electricity load information for the small
customed proposed use of electricity at the premises

(h) (subject to clause 4.17) provide a security deposjta bank guarantee or enter
into a payment arrangement; and

(1) satisfy any other pre-condition set out in the electricity legislation

Ret ai | reguiréemerttsiwles asmall customemoves in without first
making an application for services

If a small customers a movein customerthe retail entitymay require that the small
customer

@) make an application to the retail entityfor the provision of customer retail
servicesand

(b) comply with the requirements set out in clause 4.7.1(a) to (k).

4.7.3 Use of credit history informationwhere a small customeseeks a standard retail

contract

@) Nothing in clause 4.7.1 will permit a financially responsibleetail entityto
refuse to enter into a standard retail contractvith a small customeon the basis
of credit history information
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(b) Subject to clauses 4.17.4 and 4.17.5, where a small customeenters into a
standard retail contragtcredit history informationmay only be used by the
financially responsibleetail entityin determining whether to require the
payment of a security deposiby the small customer

4.7.4 Retail entifes abligations to advise the distribution entity of connection
applications

Subject to the small customecomplying with clause 4.7.1, as soon as possible after
receiving an application from a small custometo start providing customer retail
servicedo the small customeror a request from a small custometo arrange for
connection, a retail entitymust forward relevant details of a small customerincluding
their classification as a smallbusiness customer small residential customéo the small
customed distribution entityfor the purpose of:

@) updating the distribution entityd gecords for that premisesand small customer
if the smallcustomed premiseds already connected; or

(b) arranging for the connection of that premisesif the small customey premises
is not already connectedtothed i st ri buti on entityds sup

4.8 lllegal use

4.8.1 Retail entities bights of recovery for illegal use

The restrictions on recovery of undercharged amounts in clause 4.11.2 do not apply if a

small customehas been undercharged or not charged asaresultofas mal | cust o me
or an occupier of the p r e mifraideosidentional consumption of electricity

otherwise than in accordance with the electricity legislation

4.8.2 Non-application of payment difficulties

Clause 4.13.10 does not apply if, during the course of the small customey dealings
with the retail entity, the small customeis convicted of an offence involving fraud or
theft of electricity.

4.9 Billing
49.1 Obligation to bill quarterly*

(Note: this clausel.9.1may be varied in aegotiated retail contragyt

@) A retail entitymust use its best endeavours to issue a bill to a small customeat
least quarterly.

(b) Nothing in paragraph (a) will prevent a retail entityfrom issuing a bill more
frequently than quarterly to a business customer

(©) Nothing in paragraph (a) will prevent a retail entityfrom issuing a bill more
frequently than quarterly to a residential customewhere the retail entityhas
obtainedar esi dent i al cust ome rtdisue l@lsgnthat c i t i
basis.

(d) This clause 4.9.1 does not apply to small customerwith card operaed meters

Electricity Industry Code: Seventeenth Edition 43



49.2

4.9.3

494

49.5

How bills are issued

The retail entitymust issue a bill to a small customeat the premisesunless the small
customemominates another address.

Information on charges which comprise a bill

If requested by a small customewho is party to a negotiated retail contracin relation
to a bill, a retail entitymust provide the small customewith reasonable information on
networkcharges(to the extent it is readily available), retail charges and any other
charges relating to the sale or sale and supply of electricity comprising the amount
payable in respect of the small customeT kill.

Simultaneous payments for gas and electricity
Where a retail entityand a small customehave entered into:
@) a dual fuel contractor

(b) two negotiated retaitontracs for the sale of electricity and the sale and supply
of gas,

under which a single bill is, or two simultaneous bills are, for electricity and gas, issued
to the small customerand the small customedoes not pay the entire amount owing
under that bill or those bills, the retail entitymust (subject to the Community
Ambulance Cover Act 20qQId)):

(©) apply a payment received from a small customefor charges for the sale of
electricity or the sale and supply of gas respectively as agreed between the
retail entityand the small customeror

(d) if no agreement is in place between the retail entityand the small customer
apply a payment received from a small customefor charges for the sale of
electricity or the sale and supply of gas respectively as directed by the small
customeyor

(e) if paragraphs (c) and (d) do not apply, apply the payment in proportion to the
relative value of each of the charges.

Other goods and services to a small customer

Where a retail entityalso provides goods or services (other than customer retalil
service$ to a small custometthe retail entitymust bill for those goods or services
separately or:

@) include the charges for those goods and services as separate items in its
combined bills, together with a description of the other goods or services
supplied;

(b) subject to the Community Ambulance Cover Act 2003 (Qégply any payment
received from a small customeas directed by the small customerand

(©) subject to the Community Ambulance Cover Act 2003 (Qid)ere a small
customeidoes not direct how the payment is to be applied, the retail entitymust
apply the payment in satisfaction of the charges for the provision of customer
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retail servicesand the supply and sale of gas before applying any portion of it
to the charges for any other goods or services.

4.9.6 Particulars on each bill
A retall entitymust include at least the following particulars on each bill:

@) the date of the last meterreading (or reading of metering dataas the case may
be) or estimate and the number of days since the previous reading or estimate;

(b) the estimated date of the next meterreading;

(©) the meterreadings, metering dataor estimates for the bill;

(d) consumption, or estimated consumption, in units used (kwWh or kVAh);
(e) the relevant fees, charges and tariffs applicable to the small customer
U] the pay-by date;

(0) the telephone number for billing, payment enquiries and instalment payment
options (for the cost of a local call from anywhere in Queensland);

(h) a 24 hour contact telephone number for faults, emergencies and force majeure
events

(i) the small customer premisesind any relevant other address;

() the small customey same and account number;

(k) the amount of arrears or credit;

() the amount of any security deposiprovided by the small customer

(m)  the amount of any other charge (as described in clause 4.9.5) and details of the
goods or service provided;

(n) on residential customeébills only, advice in languages common to the
residential customevase on how to access interpreter services;

(0) on residential customedbills only, a reference to the availability of
concessions, if any;

(p) if the bill is a reminder notice issued in accordance with clause 4.13.2, contact
details for the retail entityd siternal complaint handling processes;

) all NMI and NMI checksunapplicable to the bill;
N a list of the available payment methods;* and

(paragraph(r) may only be varied in a negotiated retail contract where clause
4.13.3is also vaied)

(s) if the bill contains charges for the sale of both electricity and gas, a notice
advising of the small customey dght to nominate apportionment of any
payment between those charges under clause 4.9.4.*
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(Paragraph(s)(s) may only be varied where claué®.4(c)applies)
4.9.7 Average daily usage

@) Subject to paragraph (b), a retail entitymust, for a small customes current
premisesdisplay on each bill the small customé¥ surrent average daily usage
and, to the extent that data are available, a comparison of the small custome¥ s
average daily usage for the same period during the previous year for that
premises

(b) A retail entityneed not include a comparison of average daily usage:
(1) when it is the small customey &rst bill for a premises

(i) where there has been no or very low relevant electricity consumption;
or

(iii)  where relevant comparable data are not available.
4.9.8 Historical billing data

@) A retail entitymust keep a small custome¥ killing data for a minimum of two
years.

(b) Where a small customerequests, and the data are available, a retail entitymust
promptly provide to the small customefree of charge the small customey s
billing data appearing on the small customeT bills for a premisedor the
previous two years.

(©) Where the small customerequests billing data before this period, the retail
entitymust use its best endeavours to provide that data to the small customer
and may impose a reasonable charge for providing that data.*

4.9.9 Bill format

A retail entitymust issue a bill in a format which permits a small custometo easily
verify that the bill conforms with its retail contract

4.10 Meter reading
4.10.1 Meterreading for billing purposes
A retail entitymust:
@) baseas ma | | c bilbkon:o mer 6 s
(1) the meterreading or metering datéor the relevant metersat the small
customets premisegrovided by the responsible persodetermined in

accordance with Chapter 9 of this Codeor the Metrology Proceduréas
appropriate); or

*  The amount charged may be the subject of a maximum charge under the notified prices, Electricity

Regulation or Schedule 4.
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(i) any method agreed between the small customeand the retail entity;
which may include a customesself read;

(b) use its best endeavours to ensure that an actual meter readings obtained at
least once every 12 months; and

(©) use an estimate of the amount of electricity consumed atthes mal | cust o me
premise®nly if an actual meter readings not obtained from the premisedor
the billing period under consideration.

4.10.2 Advice that a bill is estimated

If a retail entityissues a small customewith a bill that is not based on an actual meter
reading or is based on a substituted meter reading must publish a notice in a
prominent location on that bill advising that the bill is based on an estimate.

4.10.3 Adjustments to subsequent bills

Where a retail entityhas issued a small customewith a bill based on an estimate and
the retail entitysubsequently issues the small customewith a bill that is based on an
actual meter reading

@) the retail entitymust include an adjustment on the bill to take account of any
overcharging of the small customethat has occurred; and

(b) unless the actual metereadingcould not be obtained as a result of an act or
omission by the small customerthe retail entitywill, at the request of the small
customeroffer the small custometime to pay the undercharged amount by
agreed instalments (which is not an instalment plar), over a period being no
longer than:

(i) the period during which an actual meter readingvas not obtained,
where this period is less than 12 months; or

(i) in any other case, 12 months.
4.10.4 Pass through of cost where access is denied

Where a small customehas denied access to a meterfor the purpose of reading that
meterand subsequently requests the retail entityto replace an estimated bill with a bill
based on an actual meter readinghe retail entitymust use its best endeavours to
comply with that request but may pass through to that small customeany costs it
incurs in doing so.

4.10.5 Unmetered supplies

If there is no meterin respect of a small customey premisesa retail entitymust base a
bill on the provisions relating to unmetered premisesn the notified prices Where the
notified pricesdo not apply, the retail entitymust base a bill on metering data
calculated in accordance with the Metrology Procedurer Chapter 9 of this Code(as
appropriate).

Electricity Industry Code: Seventeenth Edition 47



4.11 Undercharging and overcharging
4.11.1 Recovery of undercharges from small customes

Subject to clause 4.11.2, where a retail entityhas undercharged a small customeit may
recover from the small customethe amount undercharged.

4.11.2 Process and limitations on recovery

Where a retail entityproposes to recover an amount undercharged the retail entity
must:

@) if the amount was undercharged as aresult of ther e t a i | or dastribuiion y 6 s
e n t iact oy anission, limit the amount to be recovered to the amount
undercharged in the 9 months prior to the date the small customeis notified of
the undercharging;

(b) list the amount to be recovered as a separate item in a special bill or in the next
bill, together with an explanation of that amount;

(©) not charge the small customeinterest on that amount; and

(d) offer the small custometime to pay that amount by agreed instalments, over a
period nominated by the small customebeing no longer than:

(1) the period during which the undercharging occurred (if the
undercharging occurred over a period of less than12 months); or

(i) in any other case, 12 months.

4.11.3 Notice and payment to small customes of overcharges

@) Subject to paragraph (b), where a small customehas been overcharged, the
retail entitymust inform the small customeaccordingly within 10 business
daysof the retail entity becoming aware of that overcharging and:

(1) if the small customehas already paid that amount, credit that amount
to the small customey sext bill unless the small customereasonably
requests otherwise in which case the retail entitymust comply with that
request; or

(i) if the small customehas ceased to purchase customer retail services
from that retail entity, use its best endeavours to pay that amount to the
small customewithin 10 business days

(b) If the small customehas been overcharged otherwise than as a result of an act
or omission of the retail entityor distribution entity the retail entityis only
required to credit or pay the small customethe amount the small customewas
overcharged in the 12 months before the error was discovered.

(©) No interest shall accrue to a credit or refund referred to in paragraph (a) or (b).
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4.12 Tariff changes and options
4.12.1 Obligations on retail entities

Subject to clauses 4.12.6 and 4.12.7 where during a billing cyclea small customer
changes from one type of tariff to another type of tariff for customer retail servicethe
retail entity must (if it is necessary to do so due to the change in the type of tariff
applying to that small customer

@) obtain a meterreading (or metering dataat the time the type of tariff changes;
and

(b) calculate the small customeés bill using the type of tariff applying:

(i) the old type of tariff up to but not including the date of the meter
reading; and

(i) the new type of tariff from and including the date of the meterreading.

4.12.2 Change of tariff within a billing cycle

Subject to clauses 4.12.6 and 4.12.7 where during a billing cyclethe tariff rate or
charge applying to a small customechanges, the retail entitymust calculate the bill on

a pro rata basis using:

@) the old tariff rate or charge up to but not including the date of change; and

(b) the new tariff rate or charge from and including the date of the change to the
end of the billing cycle

4.12.3 Customerapplications*
(Note: this clausel.12.3may be varied in aegotiated retail contragt
Where a retail entityoffers alternative tariffs or tariff options and a small customer

@) requests that the retail entity transfer from that small customer's current tariff to
another tariff; and

(b) demonstrates to the retail entitythat it satisfies all of the conditions relating to
that other tariff and any conditions imposed by the small customes distribution

entity,

the retail entitymust transfer the small custometo that other tariff within 10 business
daysof satisfying those conditions.

4.12.4 Effective date of transfer between tariffs

Where a small custometransfers from one tariff type to another in accordance with
clause 4.12.3, the effective date of the transfer will be:

@) subject to paragraph (b), the date on which the meterreading referred to in
clause 4.12.1(a) was obtained; or
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(b) where the transfer requires a change to the meterat the small customey s
premisesthe date the meterchange is completed.

4.12.5 Change in use

@) Where a small customenotifies a retail enfty of a change in use of the small
customed premisesthe retail entitymay require the small custometo transfer
to a tariff applicable to the small customé¥ sse of that premises

(b) If a small customefails to give the notice required under paragraph (a), the
retail entitymay, upon written notice to the small customertransfer the small
customerretrospectively to the applicable tariff.

4.12.6 Notification of price changes

@) A retail entity must set out in a negotiated retail contract with a small customer
all tariffs and charges payable by the customer.

(b) The retail entity must give notice to the customer of any variation to the tariffs
and charges that affects the customer.

(©) The notice must be given as soon as practicable, and in any event no later than
the customer’s next bill.

(d) The retail entity must set out in the negotiated retail contract the obligations
with regard to notice that the retail entity must comply with where the tariffs
and charges are to be varied.

4.13 Payment
4.13.1 Minimum time for payment of a bill*

(Note: clauset.13.1may be varied in aegotiated retail comact)

Unless otherwise agreed with a small custometthe pay-by date specified in the bill
must not be less than 13 business dayafter the date the retail entitysends the bill.

4.13.2 Issue of reminder notices
If a small customehas not paid a bill by the pay-by date, the retail entitymay send to
that small customea reminder notice that its bill is past due, giving the small customer
a further pay-by date (not less than five business dayafter the date the notice is sent).
4.13.3 Payment methods*

(Note:this clause may be varied inn@gotiated retail contragt

A retail entitymust offer at least the following payment methods to its small
customes:

@) in person at a network of agencies or payment outlets;

(b) by mail; and
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(c) by direct debit under a payment arrangement agreed by the small customerthe
retail entityand a banknominated by the small customer

4.13.4 Direct debit

@) Where a direct debit arrangement is to be entered into between a retail entity
and a small customer:

(i) the retail entityand the small customemust agree the amount, initial
date and frequency of the direct debits; and

(i) the explicit informed consent of the small customeis required for
entering into the arrangement.

(b) Where a direct debit arrangement is entered into between a retail entityand a
small customer, the retail entitymust

(i) notify the small customeim writing that if the customer requests the
retailer to cease to rely on the arrangement, the retail entitywill no
longer rely on the direct debit authority; and

(i) terminate the arrangement on being requested by the customer to do so.
4.13.5 Other retail fees and charges

@) In addition to charges for electricity consumption, a retail entitymay impose
other fees and charges on a small customerelating to the provision of customer
retail services

(1) under a negotiated retail contractvhether or not the imposition of that
fee or charge is expressly provided for in this Code and

(i) under a standard retail contragtonly where the imposition of that fee
or charge is expressly provided for in the notified prices

(b) In a negotiated retail contragthe amount of any such fee or charge must be
fair and reasonable having regard to related costs incurred by the retail entity.

4.13.6 Pass through of distribution non-network charges

@) A retail entitymay bill a small cusomerunder a retail contracta distribution
nontnetworkchargewhich:

(1) the distribution entityis entitled to charge the small customeunder
their connection contractind

(i) has been charged to the retail entityin accordance with the co-
ordinationagreemenbetween the retail entityand the distribution
entity.

Examples of distributionnon-network chargesre disconnection fees,
reconnection fees and metertest fees.
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(b)

If a small customeis on a standard retail contracgta retail entitymust not
charge the small customeany administration fees or surcharge with respect to
distributionnon-network charges

4.13.7 Payments in advance*

(Note this clause4.13.7may be varied in aegotiated retail contragt

(@)

(b)

A retall entitymust, at the request of a small customeraccept payment in
advance.

The acceptance of an advance payment by a retail entityin accordance with
paragraph (a) will not require the retail entityto credit any interest to the
amounts paid in advance.

4.13.8 Long absence or illness

Where a residential customeis unable to arrange payment by one of the methods
specified in clause 4.13.3, whether due to illness or long absence, the retail entitymust

offer:

(@)

(b)

payment in advance facilities (unless a negotiated retail contradtetween the
small customeand retail entityhas varied clause 4.13.7); and

redirection of the small custome¥ Bill as requested by the small customefree
of charge.

4.13.9 Concessions, rebates or grants

The retail entitymust, when requested by a residential customepass on to the
residential customeas soon as is reasonably practicable, any information about the
availability of concessions, rebates or grants (in particular, the electricity pensioners’
and seniors’ rebate), which information has been provided to the retail entityby the
organisation or Government department responsible for the administration of that
concession, rebate or grant.

4.13.10 Payment difficulties

(@)

Where a residential customeinforms the retail entityin writing or by
telephone that the customelis experiencing payment difficulties, or the retalil

e n t icredig Masagement processes indicate or ought to indicate to the retail
entitythat a residential customeis experiencing payment difficulties, the retail
entitymust offer the residential customeas soon as is reasonably practicable,
an instalment plarwhich complies with clause 4.14 and, where appropriate:

(1) information about the right to have a bill redirected to a third person, as
long as that third person consents in writing to that redirection;

(i) information on independent financial and other relevant counselling
services;

(ili)  advise the residential customeuf any concessions, rebates or grants
that may be available to the residential custometio assist with financial
hardship; and
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(iv)  tothe extent available, advice on how a residential customemay
arrange for an electricity auditofther e si dent i al c.ust ome

(b) Where a residential custometrequests information or a redirection of its bills
under this clause, the retail entitymust provide that information or redirection
free of charge.

4.14 Paying by instalments

4.14.1 Minimum instalment payment options*
(Note this clause4.14.1may be varied in aegotiated retdicontrac)
A retail entitymust offer residential customerat least the following payment options:

@) a system or arrangement under which a residential customemay make
payments in advance towards future bills; and

(b) an interest and fee free instalment plarunder which the residential customeis
given more time to pay a bill or to pay arrears (including any disconnection or
reconnection charges).

4.14.2 When a retalil entity may require instalments in advance

A retail entitymay require a residential custometio pay by instalments in advance if
the residential customeis in arrears or as an alternative to the residential customer
paying a security deposit

4.14.3 When a retail entity does not need to offer an instalment plan
A retail entitydoes not have to offer a residential customean instalment plarif the
residential customehmas, in the previous 12 months, had two instalment plas
cancelled due to non-payment. In such a case, the retail entitymust offer another

instalment plaronly if the retail entityis reasonably satisfied that the residential
customemill comply with that instalment plan

4.14.4 Obligations on retail entities when offering instalment plars
A retail entityoffering an instalment plamust:

@) in determining the period of the plan and calculating the amount of the
instalments, take into account information from the residential customeabout
ther e si dent i ashge needssnd capacty tadpay;

(b) specify the period of the plan;

(c) specify the number of instalments (not less than four, unless the residential
customeiagrees otherwise);

(d) specify the amount of the instalments which will payther e si dent i al Cu:
arrears (if any) and estimated usage during the period of the plan;

(e) state how the amount of the instalments is calculated,
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( state that due to seasonal fluctuationsinther e si dent i ashge,c ust omer

paying by instalments may result in the residential customeseing in credit or
debit during the period of the plan;

9) monitorther e si d e nt i a@dmpliance with thanh@an; and

(h) have in place fair and reasonable procedures to address payment difficulties a
residential customemay face while on the plan.

4.14.5 No limitation on payment options

Nothing in this Codelimits the payment options that a retail entitymay offer to a small
custamer.

4.15 Review of a bill

4.15.1 Obligation to review a bill on request
A retalil entitymust review a small custome¥ Bill when asked by that small customer
4.15.2 Time frame for report on request

The retail entitymust inform the small customeof the outcome of that review as soon
as reasonably possible but, in any event, within 20 business days

4.15.3 Payments during a review of a bill

Where a retail entityis reviewing a bill, the retail entitymay require the small
custometto pay:

@) the greater of:

(i) that portion of the bill under review that the small customeand the
retail entityagree is not the subject of review; or

(i) an amount equal to the average amount of the small customéy bills in
the previous 12 months (excluding the bill in dispute); and

(b) any future bills that are properly due.
4.15.4 Customer requests for testing of metersor metering data
@) Where the small customerequests that, in reviewing the bill, the meterreading

or metering databe checked or the metertested, the retail entitymust, as the
case may be:

(1) arrange for a check of the meterreading or metering dataor
(i) request the small custome¥ sesponsiblepersonto test the meter

(b) The small customemust pay any distributionnortnetwork chargdevied by the
distribution entityfor testing the meter The fee may be requested in advance.

4.15.5 Procedures following a review of a bill

Where, after conducting a review of the bill, a retail entityis satisfied that it is:
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(a)

(b)

correct, the retail entitymay require the small custometo pay the amount of
that bill which is still outstanding; or

incorrect, the retail entity.
(i) must correct the small customé kill in accordance with clause 4.11;

(i) must refund (or set off against the amount in (iii)) any fee paid in
advance under clause 4.15.4;

(ili))  may require the small custometo pay the amount of that bill which is
still outstanding; and

(iv)  must advise the small customeof the existence of its complaint
handling processes under clause 4.6.3 of this Code

4.16 Shortened collection period
4.16.1 Shortened collection period

Where a retail entityhas issued a small customewith:

(a)
(b)
(©)

reminder notices in respect of two consecutive electricity bills; or
reminder notices in respect of three consecutive dual fuel contrachbills; or

two consecutive disconnection warnings

the retail entitymay place the small customeon a shortened collection period in
relation to the relevant retail contract

4.16.2 Retail entiti e abl@ations prior to placing a small customeon a shortened
collection period

Before a retail entitymay place a small customeon a shortened collection period, the
retail entitymust inform the small customeby notice that:

(@)

(b)

(©)

(d)

()

receipt of a second reminder notice (or second disconnection warningmay
result in the small customebeing placed on a shortened collection period;

being placed on a shortened collection period will result in the small customer
not receiving a reminder notice until the smdl customerhas paid three
consecutive bills by the pay-by date;

the small customemay obtain further information from the retail entityon a
specified telephone number;

once on a shortened collection period, the small customemust pay three
consecutive bills by the pay-by date to return to its previous collection period,;
and

in the case of a residential customeonly, alternative payment arrangements,
such as instalment plas offered by the retail entity, are available.
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4.16.3 Notice

@) Where after giving notice as required in clause 4.16.2, a retail entitydecides to

shorten the collection period in respect of a small custometthe retail entity

must give the small customewritten notice of that decision within 10 business

days of the decision.

(b) Any notice given under paragraph (a) must advise the small customeof the
existence of the retail entityd somplaint handling processes available under
clause 4.6.3 of this Code

4.16.4 Effect of small customercompliance with shortened collection period
Where a small customeon a shortened collection period pays three consecutive bills

by the pay-by date, the retail entitymust return the small custometo the collection
period that applied before the shortened collection period commenced.

4.17 Security deposits

4.17.1 Requirement for security deposit

@) A retail entitymay require a small custometo provide a security deposiit the

time the small customemakes an application under clause 4.7 (or an

application for reconnection after being disconnected by reason of clause 4.18),

or before providing customer retail services the small customer

(b) A small customemust provide the security deposifany increase in the searity

depositor, if the retail entitypermits a bank guarantee to be provided in place
of a security depositthe bank guarantee, within five business dayafter the
retail entityrequests such security deposijtincrease or bank guarantee when
requested by the retail entity.
4.17.2 Amount of security deposit

A retail entitymust ensure that the amount of a security deposit for a small customer

is not greater than 37.5% of the customer’s estimated bills over a 12 month period,

based on—

@) the customer’s billing history; or

(b) the average usage of energy by a comparable customer over a comparable 12
month period.

4.17.3 Estimated monthly or quarterly bills

For the purposes of clause 4.17.2, a retail entitymustbaseac u s t oestimated s
monthly or quarterly bill on:

@) thec u s t opmeiqustisling history;
(b) the previous billing history at the premisesor

(©) typical electricity usage of customer®f the same type as the customer
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4.17.4 Residential customers

A retall entitymust not require a residential custometo provide a security deposit
unless:

@) the residential customenas left a previous premiseswithout settling an
outstanding electricity debt owing to that retail entity, the debt remains
outstanding, and the residential customerefuses to make arrangements
(acceptable to both parties) to pay the debt;

(b) the residential customeas within the previous two years fraudulently
acquired or intentionally consumed electricity otherwise than in accordance
with electricity legislation

(©) the residential customeis a new customeland has refused or failed to produce
acceptable identificatign

(d) the residential customeas not provided credit higory informationrequired by
the retail entity, or

(e) the retail entityhas reasonably formed a view that the residential customeas
an unsatisfactory or no credit history.

4.17.5 Business customers

@) A retail entitymust not require a business customéw provide a security
depositunless:

(1) the business customeboes not have a satisfactory credit rating; or

(i) the business customeoes not have a satisfactory electricity account
payment history.

(b) A retail entitymust accept a bank guarantee from a smallbusiness customeis
an alternative to a cash security deposit

(©) Despite clause 4.17.1, a retail entitymay increaseasmallb usi ness cust o
existing security deposiat any time to ensure the security depositeld is
sufficient to secure thatb u s i n e s s cuwrentelectriciteusade $aking into
account the limits on security depositander clause 4.17.2 as calculated using
the average oftheb u s i n e s s lastthrsetbibsme r 6 s

4.17.6 Interest on security deposits

Where a retail entityhas received a security deposifrom a small customerthe retail
entitymust pay interest, if any, to the small customeron the deposit at the contract
interest rate

4.17.7 Obligation to return a security deposit

@) Where a small customehas been required by a retail entityto pay a security
deposif the retail entitymust repay to the small customeim accordance with
thes mal | ¢ weadnablemstrudiens the amount of the security deposit
together with accrued interest, within 10 business daysf the small customer
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(1) completing one year’s payment (in the case of a residential custom@r
or two years’ payment (in the case of a business custompgby the pay-
by datesonther et a i | initelmitlsiot y 6 s

(i) ceasing to take supply at the relevant premises

(b) If no reasonable instructions are given by the smallcustomera retail entity
must credit the amount of the security depositogether with accrued interest,
onthes ma | | c vegtbilb mer 6s

4.17.8 Return of bank guarantee

Where a retail entityhas accepted a bank guarantee from a business customén lieu of
a security deposjthe retail entitymust return the bank guarantee within 10 business
daysto the business customan the circumstances set out in clause 4.17.7.

4.17.9 ldentification in a retail entityd accounts

A retail entitymust keep security depositi a separate account and separately identify
in its company accounts, at all times, the value of searity depositsvhich it holds for

small customex

4.17.10 Use of a security deposit

Despite clause 4.17.7, a retail entitymay, subject to clause 4.17.11, use a small
customed s s e c u randtinteresiowhigh das acctued to it to offset any amount

owed by that small custometo the retail entity.

@) if the small customefails to pay a bill resulting in disconnection of the
premisesor
(b) in relation to a final bill issued by the retail entitywhen the small customer

vacates a premisesr ceases to purchase customer retail servicefsom the retail
entityat that premiser asks that the premisese disconnected.

4.17.11 No unauthorised offset for goods and services other than electricity

The retail entitymust not, without the small customes explicit informed consentse a
small customé&r s s e c u rto offsgt chdrgesanarespect of any goods or services
(other than customer retail servic@provided by the retail entity.

4.17.12 Obligation to account

The retail entitymust account to the small customefor any use of the security deposit
(and pay the balance, if any, to the small custom@grwithin 10 business days

4.17.13 Transitional provision

A retail entityis not required to return any security depositgor any amount which is in
excess of that permitted under clause 4.17.2) collected prior to the FRC commencement

dateuntil the earlier of:

@) the date the customeiqualifies under clause 4.17.7(a) for its return based on:
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(1) the one year period commencing on the FRC commencement datehe
customeiis a residential customeior

(i) the two year period commencing on the FRC commencement dafe
the customelis a business customgeand

(b) the date the small customewould have qualified for its return under section
4.17.8 of the Codeas it applied immediately prior to the FRC commencement
date

4.18 Disconnection of a premises
4.18.1 Disconnection

A retall entitymust not arrange to disconnectas mal | cust oereeptid s pr em
accordance with this clause 4.18.

4.18.2 Non-payment disconnection
Subject to clauses 4.18.3 to 4.18.9, a retail entitymay arrange to disconnect a small
customed premisedn accordance with this clause 4.18 if a small customehas not
paid a bill and has not:

@) agreed to an offer (made in accordance with clauses 4.13.10 and 4.14) of an
instalment plaror other payment option to pay a bill; or

(b) adhered to the small custome¥ gbligations to make payments in accordance
with an agreed instalment plaror other payment option relating to the payment
of bills.

4.18.3 Limitation on disconnection of residentialcustonersin cases of financial
difficulties

Where, because of a lack of sufficient income on the part of a residential customeand
any other person normally residentatthe c u s t opmeenisedtke residential customer
is unable to pay a bill, the retail entity must not arrange for disconnection of the
residenti al c exseytwherethe tetwil eptityleasnin aslditien to
complying with the requirements of clauses 4.18.4 and 4.18.5:
@) used its best endeavours to contact the residential customegither:

(i) by telephone;

(i) by mail;

(i) by lettergram;

(iv) by facsimile;

(v) by email; or

(vi) by any other method approved by the regulatorfrom time to time;

Electricity Industry Code: Seventeenth Edition 59



(b) given the residential customeinformation on government funded concessions,
rebates or grants as outlined in clause 4.13.9, if applicable, and referred the
residential custometo the organisation responsible for that concession; and

(©) offered the residential customealternative payment options of the kind
referred to in clauses 4.13 and 4.14.

4.18.4 Obligations prior to disconnection of residentialcustomers

Subject to clause 4.16, before the retail entityarranges for disconnection of any
residential customethe retail entitymust have:

@) given the residential customea reminder notice;

(b) after the expiry of the period referred to in the reminder notice, given the
residential customea written disconnection warninghat states the date it was
issued and that allows not less than five b u s i n e gofice af igs intsntion to
arrange for the disconnection (the five business dayshall be counted from the
date of issue of the disconnection warningand

(©) included details of the existence and operation of the Energyand Water
Ombudsmaueenslangincluding the Energyand WatetOmbudsman
Queensland eontact details, on the disconnection warning

4.18.5 Circumstances when a residentialcustomermay be disconnected

@) Provided the retail entityhas complied with clause 4.18.4, the retail entitymay
arrange for disconnection of the residential customer

(1) if the retail entitywas required to make an offer under clause 4.18.3(c),
immediately if the residential customer

(A) has refused or failed to accept the offer before the expiry of the
period in the disconnection warningr

(B) has accepted the offer, but has refused or failed to take any
reasonable action towards settling the debt before the expiry of
the period in the disconnection warningnd

(i) in all other circumstances, immediately after the expiry of the five
business daygeriod in the disconnection warmig, if the customeihas
not rectified the situation that gave rise to the right to arrange for the
disconnection of thes ma | | customerds premises

(b) Where the retail entityand the residential customemave entered into a dual
fuel contractor two negotiated retail contrastfor the sale of electricity and
the sale and supply of gas, under which a single bill, or two simultaneous bills,
for electricity and gas are, issued to the residential customethe retail entity
may:

(i) arrange for the disconnection ofther e si dent i gassupply st o me |
in accordance with the duel fuel contragtand

(i) only arrange for disconnection ofther e si d e nt i aléctriocityu st o me
supply 15 business dayafter disconnectingther e si dent i al ¢ us

Electricity Industry Code: Seventeenth Edition 60



gas supply if the residential customelnas refused or failed to take any
reasonable action towards settling the debt since the date of
disconnectionofther e si dent i @assupplyumdercubre r 6 s

paragraph (i).
4.18.6 No obligation to offer instalment plan

A retall entityis not obliged to offer an instalment plaras provided in clause 4.14
where the residential customelnas in the previous twelve months had two instalment
plans cancelled due to non payment.

4.18.7 Limitation on disconnection of business customers

A retail entitymust not arrange for the disconnectionofab usi ne s s premist o mer
for failure to pay an account except in accordance with clauses 4.18.8 and 4.18.9.

4.18.8 Obligations on retail entity prior to disconnection of a business customer

Subject to clause 4.16, before the retail entityarranges for disconnection of any small
business customéie retail entitymust have:

@) if requested, offered the business customan extension of time to pay on terms
and conditions;

(b) given the business customarreminder notice;

(©) after the expiry of the period referred to in the reminder notice, given the
business customarwritten disconnection warningvithfiveb usi ness day ¢
notice of its intention to arrange for the disconnection (the five business days
shall be counted from the date of issue of the disconnection warningand

(d) included details of the existence and operation of the Energyand Water
Ombudsmaueenslangdincluding the Energyand WatetOmbudsman
Queensland sontact details, on the disconnection warning

4.18.9 Circumstances when a business customemnay be disconnected

Provided the retail entityhas complied with clause 4.18.8, the retail entitymay arrange
for the disconnection of the business custom@&mnmediately if the busness customer

@) has failed to request or refused or failed to accept the offer which the business
customeicould request under 4.18.8(a) before the expiry of the five business
daysperiod in the disconnection warningr

(b) has accepted the offer which the business customeould request under
4.18.8(a), but has refused or failed to take any reasonable action towards
settling the debt before the expiry of the five business daygeriod in the
disconnection warning

4.18.10 Denying access to a meter

@) Where a small customefails to allow, for three consecutive scheduled meter
readngs, access to the small customer premisedo read a meter the retail
entitymay arrange for the disconnection of the small custome¥ premises
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(b) A retail entitymust not exercise its right to arrange for disconnection under
paragraph (a) unless the retail entityhas:

(i)

(ii)

(iii)

(iv)

v)

4.18.11 lllegal use

given the small customean opportunity to offer reasonable alternative
access arrangements that are acceptable to the responsible persgn

on each of the occasions access was denied, arranged for the small
custometto be given written notice requesting access to the meteror

metersat the premisesind advising of the retail entityd gbility to
arrange for disconnection under this clause 4.18.10;

used its best endeavours to contact the small customeeither:

(A) by telephone;

(B) by mail;

© by lettergram;

(D) by facsimile;

(E) by email; or

(F) by any other method approved by the QCAfrom time to time;

given the small customea written disconnection warningvith five

b us i n e gofice af its yntsnéion to arrange for the disconnection
(the five business dayshall be counted from the date of receipt of the
disconnection warningand

included details of the existence and operation of the Energyand Water
Ombudsmarnincluding the Energyand WatetOmbudsman
Queensland sontact details, on the disconnection warning

Notwithstanding any of the requirements in this clause 4.18, excepting the provisions
of clause 4.18.14(a)(ii), a retail entitymay arrange for the disconnection of a small
customed premisedmmediately where the small customehas fraudulently acquired
or intentionally consumed electricity otherwise than in accordance with the electricity

legislation

4.18.12 Security deposits

@) A retail entitymay arrange for the disconnection of a small custome¥ s
premiseswhere the small customerefuses to pay a security deposior provide
a bank guarantee in accordance with clause 4.17.

(b) A retail entitymust not exercise its right to disconnect under paragraph (a)
unless the retail entityhas given the small customenot less than five business
d a ywsitten notice of its intention to arrange for the disconnection (the five
business dayshall be counted from the date of receipt of the notice).
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4.18.13 Acceptabladentification

@) A retail entitymay arrange for the disconnection of a small custome¥ s
premiseswhere the small customerefuses to or fails to provide acceptable
identificationwhen requested by the retail entity.

(b) A retall entitymust not exercise its right to arrange for disconnection under
paragraph (a) until the retail entityhas:

(1) given the small customea written notice; and

(i) after the expiry of the period referred to in the reminder notice, not
being less than five business dayafter it is sent, given the residential
customeia written disconnection warningiithfiveb usi ness days
notice of its intention to arrange for the disconnection (the five
business dayshall be counted from the date of recept of the
disconnection warning

4.18.14 When a retail entity must not arrange disconnection

@) Despite any other provisions of this clause 4.18, a retail entitymust not arrange
for the disconnection of a small customey premises

(1) for non-payment of a bill where the amount outstanding is less than an
amount approved by the QCAand the small customehas agreed with
the retail entityto repay that amount;

(i) where the small customeor a person residing at the small customer s
premisedas advised the retail entitythat a person ordinarily residing
at the premiseds dependent on life support equipmelih accordance
with the provisions of clause 4.20;

(iii)  where a small customehas made a complaint, directly related to the
reason for the proposed disconnection, to the Energyand Water

Ombudsmaueenslanar another external dispute resolution body
and the complaint remains unresolved,

(iv)  where the small customehas formally applied for assistance from the
agencies referred to in clause 4.13.9, and a decision on the application
has not been made;

(v) where the small customenhas failed to pay an amount on a bill which
relates to the charges listed in clause 4.9.5;

(vi)  before 8.00am or after 3.00pm on a busines day

(vii)  ona Friday, on a weekend, on a public holiday or on the day before a
public holiday; or

(viii)  between 20 December and 31 December (inclusive) in any year,
except where requested by a small customer

(b) In this clause 4.18.14, public holiday means a Queensland wide public holiday
and a local holidayin the district where the premisess located.
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4.18.15 Request for final account or disconnection

If a small customerequests the retail entityto arrange for the preparation and issue of
a final bill for, or the disconnection of, the small customeés premisesthe retail entity
must use its best endeavours to arrange for that bill or disconnection in accordance with
the small custome¥ sequest.

4.19 Reconnection after disconnection

4.19.1 Retail entityand small customewobligations

Where a retail entityhas arranged for the disconnection of a small customé&rs pr e mi s e
and the small customehas within 10 business daysf the disconnection:

@) if relevant, rectified the matter that led to the disconnection;
(b) made a request for reconnection; and

(©) paid any distributionnonnetwork chargdevied by the distribution entityfor
reconnection,®

the retail entitymust, in accordance with clause 2.5.5(b), initiate a request for
reconnection with respectto thes ma | | C U st oima&agordasce with e mi s e s
Chapter 5 of this Code

(Clause2.5.5sets out themaximuntimeframes in which reconnection of a small
customed s p r rustiocw & the small customer is entitled to reconnegtion

4.20 Special needs
4.20.1 Life support equipment

Where a small customeprovides a retail entitywith confirmation from a registered
medical practitioner or a hospital that a person residing at the small customey s
premisegequires life support equipmenthe retail entitymust:

@) register the premisesas having life support equipmerand give to the
distribution entityrelevant information about the premisedor the purposes of
updating the distribution entityp scords and registers;

(b) not arrange for the disconnection of that premiseswhile the person continues to
reside at that premisesnd requires the use of life support equipmenand

(©) give the small customean emergency telephone contact number for the small
customeds distribution entity

4.20.2 Cessation of requirement for life support equipment
A smallcustomemhose premisesas been registered under this clause must inform

the retail entityif the person for whom the life support equipmens required vacates
the premiser no longer requires the life support equipment

> The amount charged may be the subject of a maximum charge under the Electricity Regulation or

Schedule 4.
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4.20.3 Definition of life supportequipment

For the purposes of this Code “life support equipmeitmeans:

(@)
(b)
(©)
(d)
(€)
(f)
(@)

an oxygen concentrator;

an intermittent peritoneal dialysis machine;

a kidney dialysis machine;

chronic positive airways pressure respirators;

crigler najjar syndrome photo therapy equipment;

a ventilator for life support; or

in relation to a particular customer—any other equipment that a registered

medical practitioner certifies is required for a person residing at the customer’s
premises for life support.

4.20.4 Language and large print needs

A retail entitymust:

(@)

(b)

provide referral to multi-lingual services (for languages common to the relevant
residential customevase) to meet the reasonable needs of its residential
customersand

provide, on request by a residential customeiarge print versions of:

(1) Chapter 4 of this Code at a reasonable charge; and

(i) theretailentityd s Cu st o mieegofcBalga r t e r

4.21 Advice on the use of electricity
A retalil entitymust provide to a residential customewn request and free of charge:

(@)
(b)

(©)

general advice on how a residential customemay reduce its electricity costs;

to the extent available, advice on how, from whom, and at what estimated cost,
a residential customemay arrange for an electricity audit of the residential
C U st opreenisedand

advice on the typical running costs of major domestic appliances.

4.22 Force majeure

4.22.1 Effect of force majeure event

If, but for this clause 4.22, a retail entityor a small customewould breach their retail
contractdue to the occurrence of a force majeure event

(@)

the obligations of the retail entityor the small customerther than an
obligation to pay money, under their retail contractare suspended to the extent

Electricity Industry Code: Seventeenth Edition

65



to which they are affected by the force majeure everfor so long as the force
majeure eventr its effects continue; and

(b) the retail entityor the small customemust use its best endeavours to give the
other prompt notice of that fact including full particulars of the force majeure
evenfan estimate of its likely duration, the obligations affected by it and the
extent of its effects on those obligations and the steps taken to remove,
overcome or minimise those effects.

4.22.2 Deemed prompt notice

For the purposes of clause 4.22.1, if the effects of a force majeure evente widespread
the retail entitywill be deemed to have given a smallcustomeiprompt notice if it
makes the necessary information available by way of a 24 hour telephone service
within 30 minutes of being advised of the force majeure evemtr otherwise as soon as
practicable.

4.22.3 Situations where clause 4.22.1(a) does not apply

A retail entitymay agree with a small customethat the retail entityis not to have the
benefit of clause 4.22.1(a) in respect of any force majeure event

4.22.4 Obligation to overcome or minimise effects of force majeure event

A retail entityor a small customerelying on clause 4.22.1(a) by claiming a force
majeure evenmust use its best endeavours to remove, overcome or minimize the
effects of that force majeure evems quickly as practicable.

4.22.5 Settlement of industrial disputes

Nothing in clause 4.22.4 requires a retail entityor a small custometo settle an
industrial dispute which constitutes a force majeure evernh any manner other than the
manner preferred by that retail entityor a small customer

4.22.6 Non-exclusion

Nothing in this clause 4.22 varies or excludes the operation of sections 119 and 120 of
the National Electricity Lawor sections 97 and 97A of the Electricity Act

4.22.7 Obligation to include force majeure clause in negotiated retail contract
A retail entitymust ensure that each negotiated retail contradt enters into expressly

confers on the retail entityand the small customethe rights and obligations provided
for in this clause 4.22, except as provided in clause 4.22.3.
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CHAPTER 5: SERVICES BETWEEN DISTRIBUTION AND

RETAIL ENTITIES

5.1

Application of this Chapter
This chapter applies to:

@) all distribution entitiesand

(b) all retail entities

5.2

Standard co-ordination agreement

For the purposes of section 551 of the Electricity Act the terms of the standard
co-ordination agreemerdre the terms set out in Annexure C to this Code

5.3

Network billing

@) The distribution entitieswill be responsible for the development of standardised
B2B Proceduredor network billing in Queensland, and the amendment of
those B2B Proceduredor network billing as required from time to time.

(b) The B2BProceduredor network billing in Queensland will be based upon the
equivalent B2B Proceduredn New South Wales, varied as required to account
for jurisdictional differences and operational efficiencies not otherwise
accounted for in the New South Wales B2B Procedures.

(©) The distribution entitieswill be responsible for the establishment of a
consultative forum at which retail entitiesand other interested parties can
participate in the development of B2B Proceduresfor network billing.

(d) Distribution entitiesand retail entitiesmust act in a cooperative and timely
manner and do all such things as are reasonably necessary to establish, maintain
and operate systems, processes and procedures that are compatible and
compliant with the B2B Proceduredfor network billing established under clause
5.3(a).

(e) Nothing in clause 5.3(a) prevents a distribution entityand retail entityagreeing
to vary the B2B Proceduredor network billing as it applies between those
parties.

) In the event that a network billing specification is approved by the Information
Exchange Committger its successor), the distribution entitiesand retalil
entitiesagree that, from the date the national network billing specification
becomes effective:

M the B2B procedurdor network billing in Queensland established under
clause 5.3(a) will cease to apply; and

(i) the national network billing specification will apply.
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5.4 Service requests
5.4.1 Purpose of clause 5.4 t0 5.7

@) The requirements of clauses 5.4 to 5.7 operate in conjunction with the National
Electricity Rulesand the B2B Procedureg(service order proce¥svhich form
part of the B2B Proceduresaunder the National Electricity Rules.

(b) The purpose of clauses 5.4 to 5.7 are to identify the obligations and timeframes
required to support the initiation and completion of standard service orders
from a retail entityto a distribution entityrelating to supplytoac ust o mer 0 s
premises

5.5 Process for initiating

5.5.1 Authority for standard service orders

A distribution entitymust not carry out a standardservice ordeiin relation to a
cust omer Ouslesspr emi ses

@) a request to do so is made by:
(1) ac u s t ocorent rétail entity, prospective retail entityor former
retail entity, as permitted by the B2B Procedures gerviceorder
process) or

(i) a customerif the customeiis a wholesale rarket customein the
wholesale market;

(b) there is a relevant emergencyor

(©) the activity is otherwise expressly authorised or required by the electricity
legislation

5.5.2 Initiating standardserviceorders
Unless otherwise agreed between the retail entityand distribution entity a retail entity

may only initiate a request of the distribution entityto undertake a standard service
order by raising a service order requestith the distribution entity

5.6 NMiI classification
5.6.1 NMI classificationT 6 L ARGE 6
Where a NMI for a connection pointhat is the subject of a service order requesias a

NMI classification codef ‘LARGE’, the service order requestill be carried out by
the distribution entityin accordance with the timeframes agreed between the parties.

5.6.2 NMI classificationi 6 SMAL L 6

Where a NMI for a connection pointhat is the subject of a service order requesias a
NMI classification codef ‘SMALL’, the service order requestill be carried out by
the distribution entityin accordance with the timeframes specified in clause 5.7.
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5.7 Completion of standard service order
5.7.1 Requirement to complete standard service order

(@)

(b)

(©)

Except as otherwise stated in clause 5.7, a distribution entitymust complete
each type of standard service order

(1) on the date agreed (or subsequently agreed) with the retail entityor
retail entityon behalf of the customei(as appropriate); or

(i) where no date is agreed, within the period specified in clause 5.7.3.

If a service order requestlates to a new connection, a distribution entitymust
complete the standard service order

(i) on the date agreed (or subsequently agreed) with the customerthe
C u s t oefaricabcentractor on behalf of the customeyor with the
retail entityon behalf of the customeyor

(i) where no date is agreed and the customeidoes not require any
extension of, or augmentation to, the supply networko enable the
premisego be connected, then within the period specified in clause
5.7.3.

If a service order requestlates to a new connection where the distribution
entitydeals directly with the customeror thec u s t oelaaricabcentractor on
behalf of the customerthe distribution entitymust use its best endeavours to
immediately notifythec u st o me r 0 sof anyeharaei inl circemstdnde t y
likely to impact completion of the standard service order the fee associated
with the standard service ordeproviding such information as the retail entity
may reasonably request.

5.7.2 Preconditions for completion

(@)

(b)

(©)

The timeframes for completion of a standard service ordewill commence on
the later of:

(1) satisfaction by the customeror the retail entity (as appropriate) of all
preconditions required under electricity legislationand

(i) receipt by the distribution entityof all relevant documentation,
including a valid service order request

Once all preconditions have been satisfied and all relevant documentation has
been received, the distribution entitymust carry out the standard service order
in accordance with the requirements of this Chapter, the B2B Procedures
(service order procedsnd the electricity legislation.

Where a distribution entityis not obliged to comply with its obligations under
clause 5.7.2(a) by virtue of a failure by the customeiror the retail entityto
satisfy all preconditions, the distribution entitymust comply with such
obligations as soon as practicable after the satisfaction, removal or elimination
of the reason for which the standard service ordemas not commenced.
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5.7.3 Timeframes for completion

(@)

(b)

(©)

(d)

(€)

Premisedn Ergon Energyo s d i

The following timeframes for completion apply to each type of standard service

order for the respective distribution entitesand feeder type

In this clause 5.7.3, a “business ddydoes not include a local holidayin the
district where the premisesds located.

Unless the small customehas requested to be disconnected, for the purposes of
this clause 5.7.3, where the relevant customeiis a small customeand the
standard service ordes “disconnection”, a “business daydoes not include a
day between 20 December and 31 December (inclusive) in any year.

If the timeframe for completion of a standard service ordefor “disconnection”
ofsmal | ¢ ust oendson@ Bridapar @ emdayhefse a Queensland
wide or local holidayin the district where the premiseds located, the
distribution entityis not required to disconnect on that day but must disconnect
by the next business dayThis does not apply if the small customehas
requested the disconnection.

Until the end of 30 June 2008, the time required for completion of works on
premisesSnENERGE X6 s d i sdtherthdm prémisedn exadudesl a
locations is six business daygom receipt of a valid service orderequest,
where the standard service ordes “disconnection”.
buti on

stri area

Standard service

Feeder typdhrough Time required for completion of

ordertype

whichthec ust on
premiseds supplied

works

New connection

CBD feeder / urban
feeder

5 business daysf receipt of a valid
service order requestnd all relevant
documentation.

short rural feeder

10 business daysf receipt of a valid
service order requestnd all relevant
documentation.

long rural feeder

10 business daysf receipt of a valid
service order requesind all relevant
documentation.

isolated feeder

30 business daysf receipt of a valid
service order requesind all relevant
documentation.

Reconnection

CBD feeder / urban
feeder

If a valid service order requests
received by 1.00pm on a businessiay,
then on the same day. Otherwise the
next business day

short rural feeder

The next business dawfter receipt of
a valid service order request
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Standard service
ordertype

Feeder typdhrough
whichthec ust on
premiseds supplied

Time required for completion of
works

long rural feeder /
isolated feeder

10 business daysf receipt of a valid
service order request

Disconnection

CBD feeder / urban
feeder / short rural
feeder

5 businessdays of receipt of a valid
service order request

long rural / feeder
isolated feeder

10 businesgdaysof receipt of a valid
service order request

Special read

CBD feeder [/ urban
feeder

4 business daysf receipt of a valid
service order request

short rural feeder

4 business daysf receipt of a valid
service order request

long rural feeder

5 business daysf receipt of a valid
service order request

isolatedfeeder

By the business daygreed between
the distribution entityand the retalil
entity after receipt of a valid service
order request

Additions and

alterations
e Exchange
meters

e Install meters

e Move meters

e Install
controlled load

e Install hot water

CBD feeder / urban
feeder

5 business daysf receipt of a valid
service orderrequest and all relevant
documentation.

short rural feeder

10 business daysf receipt of a valid
service order requesind all relevant
documentation.

long rural feeder

10 business daysf receipt of a valid

meterand service order requesind all relevant
control documentation.
equipment : : i _
isolated feeder 30 business daysf receipt of a valid
service order requestnd all relevant
documentation.
Meter CBD feeder / urbarn 20 business dayof receipt of a valid

Reconfigurations

feeder

service order request

short rural feeder

By the business daggreed between
the distribution entityand the retail
entityafter receipt of a valid service
order request

long rural feeder

By the business daggreed between
the distribution entityand the retail
entityafter receipt of a valid service
order request

isolated feeder

By the business daggreed between
the distribution entityand the retail
entityafter receipt of a valid service
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Standard service
ordertype

Feeder typdhrough
whichthec ust on
premiseds supplied

Time required for completion of
works

order request

Meter Investigation

CBD feeder [/ urbar
feeder

15 business daysf receipt of a valid
service order request

short rural feeder

15 business daysf receipt of a valid
service order request

longrural feeder

15 business daysf receipt of a valid
service order request

isolated feeder

30 business daysf receipt of a valid
service order request

Supply
Abolishment

CBD feeder / urban
feeder

20 business dasyof receipt of a valid
serviceorder request

short rural feeder

By the business daggreed between
the distribution entityand the retail
entity after receipt of a valid service
order request

long rural feeder

By the business daggreed between
the distribution entityand the retail
entity after receipt of a valid service
order request

isolated feeder

By the business daygreed between
the distribution entityand the retalil
entity after receipt of a valid service
order request

Miscellaneous
Services

CBD feeder / urban
feeder

The timeframe will depend on the
work requested and will be subject to
commercial negotiation between the
distribution entityand the retail entity
after receipt of a valid service order,
request

short rural feeder

The timeframe will depend on the
work requested and will be subject to
commercial negotiation between the
distribution entityand the retail entity
after receipt of a valid service order
request

long rural feeder

The timeframe will depend on the
work requested and will be subject to
commercial negotiation between the
distribution entityand the retail entity
after receipt of a valid service order
request

isolated feeder

The timeframe will depend on the
work requested and will be subject to
commercial negotiation between the
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Standard service
ordertype

Feeder typdhrough
whichthec ust on
premiseds supplied

Time required for completion of
works

distribution entityand the retail entity
after receipt of a valid service order

request

PremiseanENERGEX6 s di stri buti on area
Standardservice Feeder typdhrough Time required for completion of
ordertype whichthec ust on works

premiseds supplied or
location of premises

New connection

All feeder types

5 business daysf receipt of a valid
service order requesind all relevant
documentation.

Reconnection

All feeder typesbut
excluding premisesin
excluded locations

If a valid service order requests
received by 1.00pm on a business day|
then on the same day. Otherwise the
next business day

Excluded locations

10 business daysf receipt of a valid
service orderequest

Disconnection

All feeder typesbut
excluding premises in
excluded locations

5° business daysf receipt of a valid
service order request

Excluded locations

10 business daysf receipt of a valid
service order request

Special read

All feeder types

4 business daysf receipt of a valid
service order request

Additions and

alterations
e Exchange
meters

e Install meters
e Move meters
e Install
controlled load
e Install hot water
meterand
control
equipment

All feeder types

10 business daysf receipt of a valid
service orderrequest and all relevant
documentation.

Meter
Reconfigurations

All feeder types

20 business daysf receipt of a valid
service order request

Meter Investigation

All feeder types

15 business daysf receipt of a valid
service order request

6

This is subject to the transitional provisions in clause 5.7.3(e).
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Standardservice Feeder typdhrough Time required for completion of
ordertype whichthec ust on works
premiseds supplied or
location of premises
Supply All feeder types 20 business daysf receipt of a valid
Abolishment service order request

Miscellaneous
Services

All feeder types

The timeframe will depend on the
work requested and will be subject to
commercial negotiation between the
distribution entityand the retail entity
after receipt of a valid service order
request

5.7.4 Requirement to Complete Disconnection Service Order Requests

@) If completing a standard service orddor disconnection (regardless of
requested ServiceOrderSubTyp&vould result in the temporary disconnection
of multiple premisesa distribution entityis deemed to complete the service
order if it employs the method of turn off main switch and stickat the

premises

(b) If a disconnection referred to in paragraph (a) arises because a small customeis
vacating the premisesthe distribution entity:

(i) will not charge the financially responsible Market Participafor
network tariffs relating to the premisesiuring the compensation
period and

(i) must pay the financially responsible Market Participanbmpensation
calculated by multiplying the volume of consumption recorded at the
premisesiuring the compensatiomperiodby the average monthly
regional reference price as published by the Australian Energy Market
Operatorfor the month in which the compensation perioehds.

(©) A retail entitymay not charge a small customefor customer retail servicefor
a disconnected premisegluring the compensation period
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CHAPTER 6: CUSTOMER TRANSFER AND CONSENT

6.1
6.1.1

Application of this Chapter
Application

This Chapter applies to:
@) all distribution entities
(b) all retail entities and

(©) unless otherwise specified, in relation to all customerdor a NMI premises
connected to a supply networkorming part of the national grid.

6.2
6.2.1

6.2.2

Compliance obligations
Contracting customertransfer functions
A distribution entityor a retail entitymust only contract with or engage another party

to perform a function in relation to a custometransfer on the basis that the other party
agrees to comply with Chapter 6 of this Code

Compliance with MSATS procedures

A distribution entityor a retail entity must comply with any MSAT Sorocedures as
developed and published by AEMOfrom time to time pursuant to the National
Electricity Rules

6.3
6.3.1

6.3.2

Consent

Obligation to obtain consent

@) A retail entitymust not initiate the creation of a NMI or initiate or effect the
transfer of a customemithout obtaining the explicit informed consemf that
customer

(b) While section 55G of the Electricity Actis in force, Ergon Energyand its
subsidiaries are not required to comply with this clause 6.3.1.

Form and retention of consent
@) A retail entitymay obtain the explicit informed consemf a customer
(i) in writing signed by the customey
(i) verbally; or
(iii) by electronic communication signed by the customer

(b) A retail entitymust retain records of any explicit informed consermbtained
under Chapter 6 of this Codefor at least two years.

(©) Records retained under clause 6.3.2(b) must be retained by the retail entityin a
format which permits the retail entityto answer any enquires relating to a
C u s t oaxgiait infermed conseny that customerthe QCA the Energy
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and WatelOmbudsmamQueenslanar any other entity permitted by electricity
legislationto access that information.

6.4 NMI discovery
6.4.1 NMI and NMI checksum

@) A distribution entitymust within one business dagfar et ai lreqeestt i t y 0 s
provide that retail entitywith the NMI and NMI checksunfor a NMI premises

(b) A request made by a retail entityunder paragraph (a) may be made by reference
to a:

(i) unique meteridentifier held by the distribution entityand advised to
the retalil entity,

(i) NMI address; or
(iii)  DPID (as that term is defined in the CATS Procedurés

(©) Where a request made under paragraph (a) does not return a unique matchthe
distribution entitymust provide all the returned matches to the retail entity;
provided that if there are more than 99 matches, only the first 99 returned
matches need be provided to the retail entity.

(d) Where a request made under paragraph (a) returns a unique matchthe
distribution entitymust, unless otherwise advised by the retail entity, provide
that NMI and NMI checksuntfior the relevant NMI premises

6.4.2 NMI standing data

@) A distribution entitymust within one business dagfar et ai lreqeestt i t y 6 s
provide that retail entitywith the NMI standing datdor a NMI premises

(b) A request made under paragraph (a) may only be made by reference to a NMI.
6.4.3 Information must not be available though MSATS

A request under clauses 6.4.1(a) or 6.4.2(a) may only be made by a retail entityif the

relevant NMI, NMI checksunor NMI standing datare not available to that retail

entitythrough MSATS

6.4.4 Transitional provisions

For:

@) in relation to all distribution entitiesa period of three months from the FRC
commencement datand

(b) in relation to Ergon Energythe entire period Ergon Energyis operating under

the minimalist transitioning approach

the relevant distribution entitywill have two busness day$o provide the relevant data
in response to a request under clause 6.4.1(a) or 6.4.2(a) rather than one business day
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6.5
6.5.1

Initiation of transfers by retail entities

Proposed transfers

(@)

(b)

A proposed transferofac u s t 0 me to anew rdtbNIéntity must be initiated
by the new retail entityin accordance with any MSAT Sprocedures as developed
and published by AEMO from time to time pursuant to the National Electricity
Rules The proposed transfer may be initiated prior to the expiry of any
applicable cooling off period in the retail contractbetween the new retail entity
and the customer

A retail entitymust ensure that a transfer is not completed until the applicable
cooling off period under the relevant retail contracthas expired.

6.5.2 Cancellation of transfer

Where a retail entityhas initiated a transfer in accordance with clause 6.5.1, it must
cancel the customettransfer request in accordance with any MSAT Sprocedures as soon
as practicable where the retail contractis terminated by the customeduring any
applicable cooling-off period.

6.6

Meter read methods

(@)

(b)

(©)

(d)

All permitted forms of meterreadings used for the purposes of transferring a
customemust be performed in accordance with the electricity legislation

Subject to paragraph (c), a transfer on an actual meter readingate must be
based on an actual meter readin¢hat is a scheduled meter readirgg a special
meter readingvhich:

(1) conforms with the CATS Proceduresetrospectivity rule; or
(i) occurred after the customeeentered into the new retail contract.

A retail entitymust not transfer a customeron the basis of a special meter
reading unless it obtains explicit informed conserftom that custometrto:

(i) conduct the special meter readingnd

(i) charge the customerfor that special meter reading fee which must be
disclosed to the customer

A retall entityis not obliged to obtain explicit informed conseninder clause
6.6(c) if it does not charge the customeffor that special meter reading

6.7

Notification of non-occurrence of transfer

Where a proposed new retail entityhas previously advised a customeiof the expected
date of completion of a NMI transfer and that NMI transfer does not occur on that date
and is not expected to occur within one month of that date, the retail entitymust, within
a reasonable time of becoming aware of the non-occurrence of the NMI transfer, use its
best endeavours to advise the customer

()
(b)

that the custometransfer did not occur;

of the reasons for the delay; and
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©)

of the new expected date of completion of the custometransfer (if it is still
proceeding).

6.8 Minimalist transitioning approach
6.8.1 Application

(a)

(b)

(©)

(d)

(€)

Ergon Energyis declared, at the FRC conmencement daté be operating
under the minimalist transitioning approach

The QCAmay issue a notice to Ergon Energydeclaring it will no longer be
operating under the minimalist transitioning approacfrom the date 12 months
from the date of the notice.

Ergon Energymust include a notice on its website stating the minimalist
transitioning approaclapplies to it until the minimalist transitioning approach
ceases to apply to it.

The QCAwill review whether to issue a notice in accordance with
paragraph (b) on an annual basis. In conducting this review, the QCAmust
consult with Ergon Energyretail entitiesand any other person who has a
legitimate interest in whether such a notice is to be issued.

Clauses 6.8.2 and 6.8.5 only apply to Ergon Energywhile it operates under the
minimalist transitioning approach

6.8.2 Discovery requests under a minimalist transitioning approach

(@)

(b)

(©)

Ergon Energymust have the capacity to process a minimum of 150 requests
each business dain total under clauses 6.4.1(a) and 6.4.2(a).

If more than 150 requests are received in total under clauses 6.4.1(a) and
6.4.2(a) by Ergon Energyin a business dathen Ergon Energywill employ a
combination of the following measures as appropriate to minimise or
temporarily change transaction completion times:

(1) increase the resources available for completing requests for information
from retail entities for example by increasing the total number of
resources or the hours during which requests are processed:;

(i) increase the time for completing requests for information from retail
entitiesbeyond two business dayand

(iii) institute a queuing policy on the basis of the order of the receipt of
requests for information from retail entities

If Ergon Energyis consistently receiving more than 150 requests in total under
clauses 6.4.1(a) and 6.4.2(a) and reasonably expects that it is unable to
complete these within two business daythen it must advise affected retail
entities

(i) which of the measures it is taking to minimise transaction completion
times; and

Electricity Industry Code: Seventeenth Edition 78



(i) of the revised expected timeframes for completing requests for
information.

6.8.3 NMI creation requests under a minimalist transitioning approach

@) Ergon Energymust have the capacity to process a minimum of 40 NMI creation
requests each business daynder clause 6.8.4.

(b) If more than 40 NMI creation requests under clause 6.8.4 are received by Ergon
Energyin a business dathen Ergon Energywill employ a combination of the
following measures as appropriate to minimise or temporarily change NMI
creation completion times:

(1) increase the resources available for initiating NMI creations, for
example by increasing the total number of resources or the hours
during which NMI creation requests are processed;

(i) increase the time for initiating NMI creations beyond two business
days and

(ili)  institute a queuing policy on the basis of the order of receipt of NMI
creation requests.

(©) If Ergon Energyis consistently receiving more than 40 NMI creation requests
under clause 6.8.4 and reasonably expects that it is unable to initiate the
requests in MSATSwithin two business dayshen it must advise affected retail
entities

(1) which of the measures it is taking to minimise the timeframe for
initiating NMI creations in MSATSand

(i) of the revised expected timeframes for initiating in MSATShe NMI
creations requested.

6.8.4 Request to create a NMI

Where the NMI that is the subject of a proposed transferisas ma | | cusbfomer 6s
Ergon Energyand that NMI is not in MSATSthe new retail entitymust request the

distribution entityto create the NMI and associated standing data in MSATSas soon as

practicable after a negotiated retail contradias been entered into between the

customeland the new retail entity.

6.8.5 Population of MSATS
Ergon Energywhile operating under the minimalist transitioning approaghwill
provide to AEMOthe NMI and each required item of NMI standing datan respect of
each connection pointor which it is the distribution entityfor those NMIs:

@) with a NMI classification code of “LARGE”; or

(b) that have been the subject of a transfer request.
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CHAPTER 7: RETAIL MARKETING CONDUCT

Preamble

The Telecommunications Act 199%e Do Not Call Register Act 200fd the Australian
Consumer Law set out in Schedule 2 to the Competition and Consumer Act 20dfCthe
Commonwealth may also apply to retail marketers carrying out energy marketing activities.
Chapter 7 of this Codeis intended to operate in conjunction with these laws of general
application. To the extent that there is any inconsistency between this Chapter and an
applicable Commonwealth or State law, that law will take precedence.

Sections 120ZL and 120ZN of the Electricity Actdeal with the interaction of this Chapter and
the Fair Trading Act

7.1 Application of this Chapter
7.1.1 Application

Subject to clauses 7.1.2 and 7.1.3, this Chapter applies to:

@) all retail entities

(b) unless otherwise specified, in relation to smallcustomers

and nonregulated marketerare encouraged to comply with this Chapter 7.
7.1.2 Non-application to Ergon Energy

While section 55G of the Electricity Actis in force, Ergon Energyand its subsidiaries
are not required to comply with this Chapter 7.

7.1.3 Non-application by agreement

This Chapter 7, or specified provisions of this Chapter 7, will not apply to a retail
entity, or a marketeractingonther e t a i | behelfpvthéretthg rétail entityhas
agreed in writing with a customerby obtaining thatc u s t oeaxgiait ibfsrmed
consentthat this Chapter 7, or specified provisions of this Chapter 7, will not apply in
respect of that customerif:
@) the customer

(1) is a business customer

(i) has one or more premise®r a group of premises

(iii)  is a small customein respect of one or more of those premisesand

(b) the aggregate of the actual or expected annual energy consumption level for
those premisesquals or exceeds:

M in the case of a proposed electricity contract, L00MWhof electricity per
annum; or

(i) in the case of a proposed dual fuel contract 100MWh of electricity per
annum or 1TJ of gas per annum.
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7.2

Compliance

7.2.1 Compliance

7.2.2

@) A retail entityis responsible under this Chapter 7 for the conduct of any person
who is employed, engaged or authorised by the retail entityto carry out
marketngonther e t a i | behalfpincludingaihenregulated marketer
whose actions result, or are intended to result, in the retail entityentering into a
retail contractwith a small customefor the provision of customer retalil
services

(b) A retall entitywill not be responsible for the conduct of a nonregulated
marketerwho is employed, engaged or authorised by a small customeor group
of small customer® act on their behalf, whose actions result, or are intended
to result, in the small customeor group of small customersntering into a
retail contractwith a retail entityfor the provision of customer retail services

Statement of compliance

A retail entitymust use its best endeavours to obtain a written statement from a non
regulated marketeconfirmingthe nonr e g u | at e dconmphkamckwath tlasr 6 s
Chapter 7 where the nonregulated marketehas introduced a small custometo the

retail entityor has arranged or facilitated a retail contracton behalf of that retail entity.

7.3

General conduct standards
A marketeror salespersomust while engaged in marketing

@) comply with all applicable Commonwealth and State laws;

(b) not engage in misleading, deceptive or unconscionable conduct, whether by act
or omission;

(©) not exert undue pressure on a smallcustomernor harass or coerce a small
customey

(d) use words and images that promote s ma | | ¢ oomyrebenserrobrétail
contracts

(e) ensure that information provided to small customers truthful and in plain

language;
) ensure that information provided to individual small customers relevant to
thats ma | | C uirsumdances;randl s

(0) provide only timely, accurate, verifiable and truthful comparisons.

7.4
74.1

Time of contact

Door knocking

Except by prior appointment, a marketer or salesperson must not visit a small customer
for the purpose of marketing a retail contract:

@) at any time on a Sunday or a public holiday; or
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(b) on a Saturday:

(i) between midnight and 9.00 a.m.; or

(i) between 5.00 p.m. and midnight; or
(©) on any other day:

(i) between midnight and 9.00 a.m.; or

(i) between 6.00 p.m. and midnight.

7.4.2 Telephone marketing

Except by prior appointment, a marketeror salespersomust not telephone a small
customerfor the purpose of marketinga retail contract

@) at any time on a Sunday or a public holiday; or
(b) on a Saturday:

(i) between midnight and 9.00 a.m.; or

(i) between 5.00 p.m. and midnight; or
(©) on any other day:

(i) between midnight and 9.00 a.m.; or

(i) between 8.00 p.m. and midnight.

7.5 Marketing contacts
7.5.1 Identification

As soon as practicable following the commencement of any marketingcontactwith a
small customera marketeror salespersomust advise the small customeof:

@) the purpose of the marketing contact;

(b) the name of the salespersopand

(©) the name of the marketerand, if different, the name of the retail entityon
whose behalf the marketeris acting.

7.5.2 Contact details

Prior to completion of a marketing contactvith a small customerthe marketeror
salespersomust use its best endeavours to provide a small customewith contact
details for the marketerand, if different, the retail entityon whose behalf the marketer

or salespersoiris acting.
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7.5.3 Termination of marketing contacts

@) If a small customerequests the termination of a marketing contagtthe
marketeror salespersomust:

(i) immediately comply with that request;

(i) refrain from contacting that small customeagain for the purposes of
marketingor for an incidental or related purpose for a period of 30
days from the date of the request, unless otherwise advised by the small
customey

(iii)  advise the small customeof the existence of the dispute resolution
service provided by the marketer or, if the marketeris not a retail
entity, the retail entityon whose behalf the marketeror salespersoiis
acting; and

(iv)  if requested by the small customerprovide details, including contact
details, of that dispute resolution service.

(b) To avoid doubt, paragraph (a) does not apply where a small customedefers a
marketing contacto another date.

7.5.4 Marketing in person

@) A marketeror salespersomvho makes a marketing contadby visiting a small
customemust wear an identification card on his or her chest containing:

(1) a photograph of the marketeror salespersorand

(i) the name of the marketeror salespersoand, if different, the retail
entity on whose behalf the marketeris acting.

(b) A marketeror salespersomvho makes a marketing contadby visiting a small
customemust also provide the small customewith:

(i) ther et ai | telephone nurhbygr fosenquiries, verifications and
complaints; and

(i) the address (not being a post office box) of the retail entity on whose
behalf the marketeror salespersotis acting as soon as practicable and
in any event before starting to negotiate.

7.5.5 Information and details to be provided in writing where marketingis in person

Information or details required to be provided to a small customeunder clause 7.5.1,
7.5.2 or 7.5.3 must be provided to the small customem writing if the marketeror
salespersois making the marketing contachby visiting the small customer

7.5.6 Marketing by telephone

A marketeror salespersnwho makes a marketing contacivith a small customeby
telephone must use its best endeavours to:

@) comply with the requirements of clauses 7.5.1 and 7.5.2; and
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7.5.7

7.5.8

(b) provide the small customewith sufficient contact details so that the small
customercan contact the marketeror a salespersomy return telephone call if
he or she requires.

Marketing by electronic means

A marketeror salespersomvho makes a marketing contactvith a small customeby
means of an electronic communication must:

@) comply with the requirements of clauses 7.5.1 and 7.5.2; and

(b) provide the small cistomerwith sufficient contact details so that the small
customeican contact the marketeror a salespersoty return electronic
communication if he or she requires.

Record keeping standards

To enable the identification of marketersand salespeopléy small customersand to

assist marketersand small customers dealing with enquiries, verifications and

complaints, a marketemmust, for at least one year from the date of a marketing contact,

use its best endeavours to keep records of:

@) all marketing cordctswith small customerswvhether initiated by the marketer
or the small customer

(b) small customerequests not to be contacted by the marketer and

(©) marketing contacte/hich have been terminated at the request of the small
customer

7.6

Written disclosure statement

When a marketing contactesults, or is intended to result, in a small customeentering
into a negotiatedetail contract or when a small customecontacts a marketerfor the
purposes of entering into a negotiatedetail contract the following information must
be provided in writing to the small customeby the marketerin a written disclosure
statement at the time the negotiatedetail contractis entered into or, if the contract is
entered into over the telephone, within two business daysf the negotiated-etail
contractbeing entered into:

@) the name and address for service of the marketer or, if different, the retail
entity on whose behalf the marketeris acting;

(b) the postal address, facsimile number and email address of the marketeror, if
different, the retail entityon whose behalf the marketeris acting;

(c) the date of commencement of the negotiatedretail contract

(d) the prices, charges, tariffs and service levels that will be applicable in respect of
the negotiatedetail contract

(e) if the prices, charges, tariffs or service levels are able to be changed by the
retail entityunder the negotiated-etail contract the manner in which any such
change may be effected;
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( the costs to the small customeassociated with entering into the negotiated
retail contract, outside of the prices, charges and tariffs payable (including any
costs associated with the provision of infrastructure such as meter$;

9) the type and frequency of bills which will be rendered under the negotiated
retail contract

(h) the payment methods and options which are available in respect of the
negotiatedetail contract

(1) the early termination charges which may apply in the event that the small
custometerminates a fixed-term contraciprior to its expiry date and the
method of calculation of those charges;

() the enforcement expenses which may become payable in the event of a breach
of the negotiatedetail contractby the small customer

(k) the dispute resolution options which are available to small customers

(h details of the right conferred on the small custometo rescind the negotiated
retail contractin accordance with the Code

(m)  if acommission, fee or reward is to be paid for the introduction of business to
the retail entity.

(1) a statement of that fact;

(i) details of the person by whom the commission, fee or reward is
payable; and

(iii)  details of the person to whom the commission, fee or reward is
payable.

7.7 Consent

@) Whenever a marketeris required to obtain the consent of a small customer
including the consent to enter into a retail contract that consent must be the
explicit informed consemtf a small customeobtained only after timely,
accurate, verifiable and truthful information on the consequences of providing
consent has been made available to the small customeby the marketer(for
example, through the use of a disclosure statement under clause 7.6).

(b) A marketemust retain records of any explicit informed consemibtained under
this Codefor at least two years.

(c) Records retained under paragraph (b) must be retained by the marketerin a
format which permits the marketerto answer any enquiries relating to a
c u st oaxgiait iifermed conserly that small customerthe QCA the
Energyand WateitOmbudsmamueenslanar any other entity permitted by
electricity legislatiorto access that information.
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7.8

Training and product knowledge

A marketemmust ensure that the marketefs employees, agents and contractors have
sufficient training and knowledge so as to be able to comply with Chapter 7 of this
Codeand all other relevant legislative requirements.

7.9

Privacy

While engaged in marketing a marketermust, in dealing withas ma | | cust omer
customer informatiojcomply with the Privacy Act 198§Cwilth).

A marketemmust inform a small customeof the marketets privacy obligations at the
request of the small customer
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CHAPTER 8: RETAIL MARKET INFORMATION

8.1
8.1.1

8.1.2

Application of this Chapter
Application

Subject to clause 8.1.2, this Chapter applies to all retail entitiesand, with respect to
clause 8.5.5, all distribution entities

Non-application to Ergon Energy

While section 55G of the Electricity Actis in force, Ergon Energyand its subsidiaries
are only required to comply with clause 8.5 of this Chapter 8.

8.2
8.2.1

8.2.2

8.2.3

Price fact sheets
Publishing price fact sheets

For each negotiated retail contradhat a retail entityoffers to residential customers
the retail entity must, in relation to that negotiated retail contract

@) publish a price fact sheet on its website;

(b) in combination with, or included within, any written disclosure statement
provided to a residential customeunder the requirements of clause 7.6 of this
Code,provide a price fact sheet; and

(©) provide a price fact sheet to a residential customewn request.
Form of price fact sheet

A price fact sheet published or provided in accordance with clause 8.2.1 may take the
form of an energy price fact sheétat complies with the requirements of the AER
Retail Pricing Information GuidelineThis does not include a requirement that an
energy price facsheetbe generated by the AER Price Comparator website
(www.energymadeeasy.gov.au); or that it be identified by a unique reference code, or
a unique name and unique reference code, generated by that website; or that it include
information about that website.

The price fact sheet must clearly indicate whether the negotiated retail contraads
available to customerswvith solar photovoltaic systems. If the negotiatedretalil
contractis available to customersvith solar photovoltaic systems, the price fact sheet
must also clearly indicate the solar feed-in tariff (or solar feed-in tariffs if there are
more than one) available to customergntering into the negotiated r&ail contract

Nothing in this clause 8.2 restricts a retail entityproviding the price fact sheets in
conjunction with other marketingor information material.

Expression of price information

In any promotional or marketinginformation provided by a retail entityor on behalf of
a retail entityto a residential customeprices must be expressed as inclusive of GST
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8.3
8.3.1

Provision of information to the QCA
Provision of information to the QCA

In relation to each type of negotiated retail contradhat a retail entityoffers to
residential customershe retail entitymust provide the QCAwith accurate and full
information about that type of negotiated retail contractThe information must clearly
indicate whether the negotiated retail contrads available to customerswvith solar
photovoltaic systems. If the negotiated retail contrads available to customersvith
solar photovoltaic systems, the information must also clearly indicate the solar feed-in
tariff (or solar feed-in tariffs if there are more than one) available to customergntering
into the negotiated retail contract

A retail entitymay satisfy its obligations under this clause 8.3.1 by providing the QCA
with information in the form of an energy price fact sheétat complies with the
requirements of the AER Retail Pricing Information Guidelinélhis does not include a
requirement that an energy price fact sheée generated by the AER Price Comparator
website (www.energymadeeasy.gov.au); or that it be identified by a unique reference
code, or a unique name and unique reference code, generated by that website; or that it
include information about that website.

8.4
8.4.1

Price comparator

Development of price comparator

@) The QCAmust develop and make available on its website a price comparator so
that a residerial customeican compare an offer it receives to enter into a
negotiated retail contracgainst the types of negotiated retail contracts
offered by retail entitiesand the standard retail contract

(b) The price comparator must:

(1) be developed with the objective of enabling residential customer®
compare types of negotiated retail contractand the standard retail
contract

(i) prompt the residential custometo provide details of electricity
consumption from their bills (up to four) and details from any offer
they have received from a retail entity, and

(iii)  show the estimated annual electricity costs under each type of
negotiatedretail contractand standard retail contractvhen electricity
consumption details are entered by residentialcustomersnd any
savings the residentialcustomeicould make by entering into a
standard retail contracbr a negotiated retail contraatther than the
offer they have received from the retail entity.

(iv) indicate whether each negotiated retail contraas available to
customerswvith solar photovoltaic systems; and

(v) if a negotiated retail contrads available to customerswvith solar
photovoltaic systems, indicate the solar feed-in tariff (or solar feed-in
tariffs if there are more than one) available to custanersentering into
that contract.
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©)

(d)

(€)

The price comparator will only be a guide and this should be made clear to
residential customerthat use the price comparator.

The price comparator need only deal with price components of negotiated retail
contractsin monetary terms and need not deal with non-cash rewards such as
vouchers, discounts on other products or services or any eligibility for an

energy concession in financial comparisons. However, the price comparator
must include a field that provides for a text description of any non-cash rewards
offered by the retail entityunder the contract.

Nothing in this clause 8.4 prohibits the QCAdeveloping and making available a
single price comparator that compares prices for the provision of both
electricity and gas.

8.5 Review of developments in full retail competition
8.5.1 QCAmonitoring and reporting role

The QCAmust,

@) monitor the development of the Queensland electricity market by reviewing the
data provided by all retail entitiesunder clauses 8.5.2 to 8.5.4 and by all
distribution entitiesunder clause 8.5.5 and 8.5.6;

(b) publish on a quarterly basis in aggregate:

(i) the number of LARGEand SMALLNMIs;
(i) the indicative number of marketNMlIs relating to large customersand
(iii)  the indicative number of marketNMisrelating to small customers

(©) publish on a quarterly basis by retail entitythe information on customer
disconnections provided by retail entitiesunder clause 8.5.3; and

(d) publish on a quarterly basis by retail entitythe information on customer

complaints provided by the retail entitiesunder clause 8.5.4.

8.5.2 Retail entitiesto supply the number of market and non-market customers

(@)

(b)

Each retail entitymust, within one month after the end of each quarter, provide
to the QCAthe number of large and small market NMisas at the end of that
previous quarter.

Each retail entitymust, within one month after the end of each quarter, provide
to the QCA the number of large and small nonrmarket NMIsas at the end of
that previous quarter.

8.5.3 Retail entitiesto supply customerdisconnection data

Each retail entitymust, within one month after the end of each quarter,supply to the
QCAdata that details:

(@)

the total number ofther e t a i | smallmusinessycostomehst were
disconnected;
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(b) the number of the retail e n t ismajlbissnessustomergshat were
disconnected in each of the following categories;

(i) due to non payment;

(i) at a premisegue to non payment but who have been reconnected with
the same name at the premises

(ili)  ata premisesiue to non payment but who have been reconnected
within seven days with the same name at the premises

(©) the total number of the retail entity’s small residential custometkat were
disconnected;

(d) the number of the retail entity’s small residential custometbat were
disconnected in each of the following categories:

(i) due to non payment;

(i) at a premiseglue to non payment but who have been reconnected with
the same name at the premises

(ili)  ata premisesiue to non payment but who have been reconnected
within seven days with the same name at the premises

(iv)  atapremisesiue to non payment and who hold a pensioner or
concession card; and

(v) at a premiseglue to non payment and who hold a pensioner or
concession card, but who have been reconnected with the same name at
the premises
(e) the number of ther et ai | entityoés stmal | resident
(i) are participating in a hardship program;
(i) were denied access to a hardship program; and
(iii)  have exited a hardship program.
)] the average debtonentrytoar et a i | hardshiptpriogram, @fghe retail
entt y6s s mal |l r e that age @antitigatiend in thatunasdship me r s

program,

(0) the average length of time the retail entity’s small residential custometBat are
participating in a hardship program remain in that program

for the previous quarter.
8.5.4 Retal entitiesto supply customercomplaint data

Each retail entitymust, within one month after the end of each quarter, supply to the
QCAdata that details the number of complaints received from small customers
(separated into those received from small busimess customem=nd small residential
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8.5.5

8.5.6

customerkin respect of their actions or omissions as a retail entity, for the following

categories:

@) total number of complaints;
(b) billing or account complaints;
(©) marketing complaints; and
(d) other complaints,

for the previous quarter.

Distribution entitiesto supply number of NMI premises

(a)

(b)

Each distribution entitymust, within one month after the end of each quarter
provide to the QCAthe number of large and small NMI premisess at the end
of that previous quatrter.

Ergon Energyand its subsidiaries will exclude all NMI premisesn supply
networksnot forming part of the national grid from the information provided to
the QCAunder clause 8.5.5(a).

Distribution entities to supply disconnection data

Each distribution entitymust, within one month after the end of each quarter, provide
the QCA data that details:

(a)

(b)

(©)

(d)

(€)

(f)

(@)

(h)

(i)

the total number of smallbusiness custometisat were disconnected at the
instigation of the distribution entity;

the number of small business custometst were disconnected at the
instigation of the distribution entity for non payment;

the number of small business custometsit were disconnected at the
instigation of the distribution entity for safety reasons;

the number of small business custometsit were disconnected at the
instigation of the distribution entity for other reasons;

the total number of small residential custmersthat were disconnected at the
instigation of the distribution entity;

the number of small residential custometbkat were disconnected at the
instigation of the distribution entity for non payment;

the number of small residential custometbkat were disconnected at the
instigation of the distribution entity for safety reasons;

the number of small residential custometbat were disconnected at the
instigation of the distribution entity for other reasons;

the total number of small businessustomer disconnectiorasd the number of
small business customer disconnectidmsto non payment that the distributor
performed at the request of each retail entity,
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()] the total number of small residential customer disconnecti@ng the number
of small residential customer disconnectiahg to non payment that the
distributor performed at the request of each retail entity,

for the previous quarter.
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CHAPTER 9: METERING

9.1 Application
9.1.1 Purpose

The purpose of this Chapter is to regulate those matters that relate to electricity
metering for:

@) connection pointor type 7 metering installationsvhere the relevant customer
is, or is taken to be, an excluded customer under the Electricity Act and

(b) points of supplyn isolated power systems
9.1.2 Application of this chapter
This chapter applies:

@) to all distribution entitiesn regard to metering for those matters specified in
clause 9.1.3;

(b) to all arearetail entitiesin regard to:
(1) metering to the extent specified in clause 9.1.3; and
(i) their first-tier connection pointg relation to clause 9.4.8; and

(©) to isolated generatorthat operate in parallel with electricity supplied from a
di stributi on e n Toiavoiy doubt, ageneraadrirythisiCede wo r k .
includes an IES generatoand other very small generators

9.1.3 Scope

@) This Chapter applies to type 1 to 7 meteringinstallationsthat are not covered
by the National Electricity Rulesbeing connection pointsvhere the customer
for the relevant premisesds, or is taken to be, an excluded customer under the
Electricity Act

(b) This chapter applies to card operated meters
(©) This chapter applies to metering installationgocated in isolated power systems

(d) This chapter applies to interval meters.However, an interval metewill be
either read remotely (a type 1 to 4 metering installatiojpor the accumulation
display will be manually read (a type 6 metering installatiopn There is no
obligation on the responsible persoto manually read the interval energy data
from an interval meter(a type 5 metering installatioi

(e) A distribution entitymay only classify a connection poinés a type 7 metering
installationif the metering installationmeets the criteria for the classification of
a type 7 metering installationn Schedule 7.2.3 of the National Electricity
Rules
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)] This Chapter does not regulate metering requirements for connection pointghat
may be classified as first-tier, seconetier, market load or intending load in
accordance with clause 2.3.1 of the National ElectricityRules

9.1.4 Responsibility for meterprovision and energy data services

@) The distribution entityor the arearetail entity, atthe arear et ai | entityo
discretion, is the responsible persofor first-tier type 1, type 2, type 3 and type
4 metering installations

(b) The distribution entityis the responsible persofor first-tier type 5, type 6 and
type 7 metering installations

(©) The responsible persois responsible for the provision, installation,
replacement, maintenance, inspection and testing of the metering installatiorat
the metering point

(d) The responsible persois responsible for the reading and processing of energy
datafor metering installations

(e) The distribution entityis responsible for determining the connections pointsr
points of supplallowed to be type 7 metering installation$n accordance with
clause 9.1.3(e).

9.1.5 Background information

The references contained in clause 1.5 of Part A of the Metrology Procedurerovide
background information to this Chapter.

9.1.6 Interpretation

@) In this Chapter 9, a reference to ‘Schedule’ is a reference to a Schedule in the
Metrology Procedurenless otherwise specified.

(b) The volume threshold for a connection pointother than determining the volume
threshold for a metering installationshould be determined in accordance with
the methodology for deciding the classification of customergontained in the
Electricity Regulations

9.2 Preliminary issues

9.2.1 Metering installationcomponents

@) Primary components associated with the metering installatiorfor a connection
pointor a point of supplywhere applicable, are identified as:

(1) the meteing point

(i) the current transformerand voltage transformerss applicable;
(ili))  the measurement element

(iv)  the data logger

(v) the communications link
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(vi) energy dataservices within the communication link
(vii)  testing and inspection; and
(viii)  management, maintenance and auditing.

(b) In addition to the primary components specified in paragraph (a) above, the
metering installatiorincludesthed i st r i b u tantwlrequgmentorthg 6 s

purpose of this Chapter 9.

(©) The primary components, their characteristics and associated service
requirements as itemised in Schedules 1 to 6 of the Metrology Procedurapply
to this Code except where varied in this Chapter 9.

(d) The following indicative diagram applies to a type 1 to 4 metering installation
installed at a point of supply

Types 1 to 4 Metering Installation

, connection point
,

000 <&y | |
P Metering Installation
- .
’

4
’ ’,f”—— ....... \“\\ ,/’/
metering point Vet

instrument ~______- » ﬂ | Meter \

transformers, =~~~ "~ (measurement element)

if applicable Data Logger ! metering data Metering

. . ! (remote acquisition) A Database

\rt\ L ‘l \‘
’ T o i Telecommunications
communications link network
energy data (modem, isolating links)

[Consultation Note: in this diagram the referenceAteMO at the Metering Database point
has been removed.]
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(e) The following indicative diagram applies to a type 6 metering installation
installed at a point of supply

Type 6 Metering Installation

connection point
,

\‘\\Metering Installation

instrument  ________---- ¥ ﬂ Mete{ | t
transformers ; (measurement element)

(if applicable)

energy data Metering . Metering

"""""" ('r'ﬁé'ﬁualuré'éa')'""""""" Installation ™" A Database
\\\\ /,” \‘
\\\ ~ ,” \\
~ mmunications link .-~ Telecommunications
co unications li network

[Consultation Note: in this diagram the referenceAteMO at the Metering Database point
has been removed.]

9.2.2 Dispute resolution

@) Dispute resolution on any matter associated with this Chapter 9 must be
managed in the following way:

(1) any dispute arising under this Chapter 9 between a responsible person
and a distribution entityor an arearetail entitymust be resolved by
agreement between the parties in accordance with the relevant
co-ordination agreement

(i) any dispute arising under this Chapter 9 between a responsible person
and an isolatedgeneratormust be resolved by agreement between the
parties. If an agreement cannot be reached, the responsible persomust
offer to submit the dispute to commercial arbitration for resolution; and

(ili)  adispute between a responsible persoand a customelis to be
resolved in accordance with the relevant connection contragiwhere
the responsible persois a distribution entity or the relevant retail
contract where the responsible persois the arearetail entity, that
exists between the parties.

(b) In any dispute about records of the amount of electricity supplied to a metering
point, clause 9.4.10(d) applies for type 1 to 6 metering installatiosand a
distribution entityprocedure applies for type 7 metering installations
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©)

The responsible persoimvolved in a dispute of the kind referred to in
paragraph (b) must keep all records in relation to the dispute for a period of
seven (7) years from the resolution of the dispute.

9.2.3 Disaster recovery

The responsible persomust use its reasonable endeavours to ensure that the metering
installation databasés operated in accordance with sound disaster recovery practices.

9.2.4 Document responsibility

(a)

(b)

A distribution entitymust make available a copy of this Chapter through its
website, and on request of a customeyprovide that customemvith a copy of this
Chapter.

A distribution entitymay impose a reasonable charge on a person who requests
multiple or subsequent hard copies of this Chapter.

9.2.5 Appendix and Schedules

Those Appendices and Schedules in the Metrology Proceduréhat are referenced in
this Chapter form part of this Code

9.3 Responsibility for meter provision
9.3.1 Application of clause 9.3

(a)

(b)

This clause 9.3 relates to the provision of metersto points of supplyn isolated
power systems

A reference to a Metering Providerin this clause 9.3 is a reference to a
Metering Providetthat is registered with AEMOas either class MPA or MPB.

9.3.2 Overall responsibility requirements

(@)

(b)

()

(d)

Metering Providersnust be registered with AEMO on the basis of the
capabilities required for type 1, type 2, type 3 and type 4 metering installations
as specified in Schedule 7.4 of the National Electricity Rulesas appropriate.

Within one year after the FRC commencement dakdetering Providersnust
be registered with AEMOon the basis of the capabilities required for type 5,
type 6 and type 7 metering installationas specified in Schedules 15, 16 and 17
of the Metrology Procedurgrespectively.

A responsible persois required to use Metering Provdersto provide, install,
routinely test and maintain the relevant primary components, characteristics and
service requirements of the metering installation

A responsible persors responsible for the design of a metering installatiorand
warrants that the design delivers the primary components, characteristics and
service requirements as specified in Schedules 1 to 6 of the Metrology
Procedure as appropriate.
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()

(f)

(@)

A responsible persomust ensure the components have been selected, properly
installed and initially tested so that the metering installatiorsatisfies the
accuracy and performance requirements for metering installations

A Metering Provideris required to provide, install, routinely test and maintain
the metering installatiorand its associated primary components in accordance
with the service requirements of Schedules 1 to 6 of the Metrology Procedure

A metering installatiormay be used for purposes other than billing, providing:

(1) such additional usage does not compromise compliance with the
requirements of this Code and

(i) the responsible persomust coordinate the different uses of the
metering installatiorso that the characteristics of the metering
installationand access to the energy datdrom the metering
installationremain consistent with the requirements of this Code

9.3.3 Metering installationcomponents i meter provision

(@)

(b)

(©)

(d)

€)

The Metering Providemappointed by the responsible persois permitted to use:
(i) interval metersnd associated equipment;

(i) accumulation meterand associated equipment, but only where they do
not contravene the new and replacement requirements as specified in
clause 9.3.7; and

(ili)  communication arrangements (manual or electronic) that allow the
meterto be read and the energy datdo be transported to an approved
database.

Combinations of communication arrangements are also permitted.

The responsible persomust ensure that the components, characteristics and
service requirements for meterprovision for type 1, type 2, type 3, type 4, type
5 and type 6 metering installationsomply with Schedules 1, 2 and 3 of the
Metrology Procedurgas appropriate.

Where the responsible persohas engaged a Metering Providetin order to
undertake the work required by paragraph (b), the responsible persomust
advise the Metering Providerof the appropriate components, characteristics and
service requirements that are to be used for the metering installatiopas
outlined in Schedules 1 to 3 of the Metrology Procedure

Metering installatios which have been installed, or which are planned to be
installed by the responsible persqmrior to the FRC commencemedate and
which met the Queensland requirements at that date, are deemed to meet the
requirements of this Code

Where the metering installatiorincludes equipment for time switching or load
control, or the measurement of reactive energy, the installation and operation of
that equipment may be governed by an instrument other than Chapter 9 of this
Code for example, the co-ordination agreement
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( Metering equipmentsed for controlled loadsnust have the characteristics and
requirements in accordance with Schedules 1, 2 and 3 of the Metrology
Procedureas applicable.

9.3.4 Transitional provisionf or exi sting temporary buil der
Despite clause 9.3.3(d) and any other provision of this Code

@) temporary supplies to builders’ installations connected before 1 July 2007 may
remain unmetered until the end of 31 December 2007, but must be metered in
accordance with this Codefrom this date; and

(b) all new temporary supplies to builders’ installations connected on and from 1
July 2007 must be metered in accordance with this Code

9.3.5 Reversion of metering installationtypes

@) The responsible persomust ensure that an interval meteywhether manually
read or remotely read, once installed, is not replaced by an accumulation meter

(b) The responsible persomust ensure that if a seconekier interval metemhich is
installed for a LARGE NMIpremiseseverts to first-tier, it is not replaced by an
accumulation meter.

(©) The responsible persomay convert a remotely read interval meterto an
interval meteywhich will be manually read as an accurulation meteyif the
point of supplyis reclassified as a SMALL NMIpremises

9.3.6 Testing and inspection of metering equipment

@) The responsible persomust ensure that type 1, type 2, type 3, type 4, type 5
and type 6 metering installationsre tested and inspected in accordance with
the Metrology Procedure

(b) A responsible persomust ensure the repair or replacement of any defectiveor
damaged metering equipmenincluding the replacement of any broken seals, as
soon as practicable after the responsible persoris notified of, or becomes aware
of, the defect damage or broken seal.

(©) A customerisolatedgeneratoror arearetail entitymay request a test of the
accuracy of metering equipmeras set out below:

(i) in accordance with Chapter 4 of this Code a customemay request its
area retail entityto arrange a test of the accuracy of the metering
equipmenat its metering poirt

(i) an arearetail entity, in accordance with Chapter 5 of this Code may
request the responsible persoto perform a test of the accuracy of the
metering equipmennstalled at their metering pointThe request by the
arearetail entitymay be on behalf of the customeror for the area
retai lpurposet i t yos

(i)  anisolatedgeneratommay request the responsibé persorto perform a
test of the accuracy of the metering equipmennstalled at their
metering point
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(iv)  the responsible persomust ensure that a test of the metering
equipments carried out in accordance with Chapter 5 for the area
retail entityrequest, and with similar service levels for a customer
request;

(v) a representative of the customerisolatedgeneratoror arearetail entity
may be present during the test of the metering equipment

(vi)  the responsible persomust give notice of the results of the test to the
person requesting the test; and

(vii)  the responsible persomay charge for performing the test of the
metering equipmeninless the tests show that the metering equipment
is defective

9.3.7 Installation of meter

@) The responsible persomust ensure that when each meterand associated data
logger(where the data loggeris located at the metering pointof a type 1, type
2, type 3, type 4 or type 5 metering installatioror each meterof a type 6
metering installatioris installed, it is checked to ensure that it:

(1) complies with the relevant requirements of Schedules 1, 2 or 3 of the
Metrology Procedurgerespectively;

(i) has been tested and inspected prior to installation in accordance with
the relevant requirements of Schedules 1, 2 and 3 of the Metrology
Procedure respectively;

(iii)  has the optical port, communications port, and/or visual display located
so that the optical port, communications port, and/or visual display can
be readily accessed for meterreading; and

(iv)  complies with the relevant Electricity Connection and Metering
Manual which each distribution entitymust publish and update from
time to time.

(b) The responsible persomust, when requested by an area retail entitymake a
metering installatioravailable to a comection poinbr point of supplywithin
the period specified in Chapter 5 of this Code

(©) The responsible persomust, when requested by an isolatedgeneratormake a
metering installatioravailable to a point of supplywithin a period as agreed
between the parties.

(d) The area retail entitymust ensure that, where the connection poinhas a
customemvith a negotiated retaitontractand the consumptions above the Y
Value the connection poininust have a type 1, type 2, type 3 or type 4
metering installatiorin accordance with Schedule 1 of the Metrology
Procedure

(e) To avoid doubt, the responsible persois not required to ensure that, where a
premisesonnected to isolated power systenhas never had a customemvith a
negotiated retail contracbr consumptions below the Y value interval meters
are to be installed in new or replacement situations.
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)] The responsible persomust ensure that where electricity is importedto the
supplynetworkby a customerand a metering installatioris required for the
purpose of billing that importedelectricity, the quantity of importedelectricity
must be separately measured to that of any exportecelectricity.

(0) The responsible persomust ensure that in all situations, an interval meter
installed after the FRC commencement dameust be capable of being upgraded
for use in a type 4 metering installatior{as defined in the version of the
National Electricity Rulesr Metrology Procedureffective at the time the
interval meteris installed) without replacing the meter.

(h) Where:

(1) the area retail entityalters a type 5, 6 or 7 metering installatiorto
make it capable of remote acquisition

(i) the alteration leads to a change in the classification of that metering
installatiory and

(iii)  the distribution entityis the responsibé persorfor that metering
installation

the parties must negotiate in good faith to ensure the distribution entityis
reasonably compensated for the alteration to the metering installation

9.4 Responsibility for energy data services
9.4.1 Application of clause 9.4

@) The requirements of this clause 9.4 apply to type 1, type 2, type 3, type 4, type
5, type 6 and type 7 metering installationsvhere applicable.

Type 1, type 2, type 3 and type 4 metering instllationsdo not in general have
a metering installation databasend accordingly are not referenced in a
number of clauses in this clause 9.4.

(b) A reference to a Metering Providerin this clause 9.4 is a reference to a
Metering Providetthat is registered with AEMOas an MDP.

9.4.2 Meteringinstallation components i energy data services

@) The responsible persomust ensure that, as a minimum, the components,
characteristics and service requirements for energy data servicesr type 1,
type 2, type 3 and type 4 metering installationsomply with the Service Level
Requirements published by AEMQ.

(b) The responsible persomust ensure that, as a minimum, the components,
characteristics and service requirements for energy data servicesr type 5 and
type 6 metering installationsomply with Schedules 4 and 5 of the Metrology
Procedurerespectively.

(©) The responsible persors required to use a Metering Provideito undertake the
reading and processing of energy datdor relevant metering installations
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9.4.3

(d)

Where the responsible persohas engaged a Metering Provideythe responsible
personmust advise that Metering Providerof the components, characteristics
and service requirements that are to be used for the metering installatior(as
outlined in Schedules 4 and 5 of the Metrology Procedurg

Meter reading

(@)

(b)

(©)

(d)

(€)

(f)
(@)
(h)

(i)

()

An interval meterinstalled for a SMALL NMIwill be read as an accumulation
meterunless the metering installations classified as types 1 to 4.

An interval meteiinstalled for a large market customenust be read as a
remotely read interval meter

An interval meteiinstalled for a large normarket customewhere the
connection poinhas never had a customemwith a negotiated retail contracwill
be read as an accumulation metevy the Metering Provider

Where an interval meteiis installed for an import connection pointhe
Metering Providemust read the energy datan accordance with the request by
the isolatedgeneratoror the area retail entity

Interval energy datdrom an interval meteithat measures exportecelectricity
must not be manually collected. If the interval energy datas required, it will be
collected by remote acquisitionOtherwise the interval metemwill be read as an
accumulation meter

Deleted

Deleted

The distribution entitymay make arrangements to alter any type 5, 6 or 7
metering installatiorand remotely acquire energy data This will not alter the
classification of those metering installationsvhere the distribution entity
decides on reasonable grounds that operational difficulties require the remote
acquisitionof energy data

For the purposes of paragraph (f), operational difficulties may include
locational difficulties where the metering installationis:

M at a site where access is difficult; or;
(i) on a remote rural property.

The Metering Providers the only person permitted to provide meteringdatato
the responsible persqmvho must provide that data:

(i) Deleted;
(i) to the distributionentity for network billing; and

(ili)  tothe area retail entityfor retail billing and wholesale reconciliation
purposes.
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(k) A distribution entityis permitted to read the metering equipmerfor its own
purpose providing the reading schedule is coordinated with the responsible
person

() The responsible persomust:

(i) use reasonable endeavours to collect an actual meter readindor every
meterassociated with a scheduled meter ready;

(i) arrange for a scheduled meter ready to be performed at least once
every 14 weeks, except:

(A)  fora SMALL NMipremiseswvith a card operated metea
scheduled meter readingto be arranged at least once every
52 weeks; and

(B) for an operational grouping of NMlIs for connection pointghat
are not supplied through a CBD feedeor an urban feeér with
a meterreading rate of less than 100 NMIs per business daya
scheduled meter readingto be arranged at least once every

52 weeks.
(C)  Deleted
(m) Deleted.
(n) Subject to paragraph (l), for type 6 metering installationsthe responsible
personmust:
(1) ensure that accumulated energy datscollected from meters

representing at least 99.8% of estimated total consumptionbased on
the previous 12 month period, for type 6 metering installationgor
which that responsible persois responsible and this data is transferred
to the metering installation databas# a type 6 metering installation
at a frequency which is at least once every 28 weeks; and

(i) deleted

(0) For the purposes of paragraphs (m) and (C), data collected includes energy data
that has been substitutedn accordance with clause 9.4.4(c).

(p) The responsible persomust use best endeavours to ensure that energy datas
collected from a meterand this data is transferred to the relevant metering
installation databaseno more than two business daygrior to, or two business
dayssubsequent to, the date of a scheduledneter readindor that metering
installation

) The responsible persomust ensure that a schedule is developed and
maintained to determine the dates of the next scheduled meter readirfgr each
metering installatiorin accordance with clause 3.3.3 of the Metrology
Procedure

N The arearetalil entitymay, in accordance with the Chapter 5 of this Code
request that the responsible persoarrange for a special meter readingn a
nominated date.
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(s) The responsible persomust arrange, in accordance with Chapter 5 of this
Code for any special meter readintp be undertaken in accordance with
custometransfer arrangements as specified in Chapter 6 of this Code

9.4.4 Validation and substitution of energy data

@) For the purpose of this clause 9.4.4, a reference to a type 5 metering installation
in Schedule 7 of the Metrology Procedurés also to be taken as a reference to
type 1, type 2, type 3 and type 4 meteringinstallations

(b) Subject to clause 9.4.3(j), the responsible persomust ensure that energy data
collected for a type 1, type 2, type 3, type 4 or type 6 metering installationin
accordance with clause 9.4.3, is validated in accordance with the validation
rules in clause 1 of Schedule 7 or clause 1 of Schedule 9 of the Metrology
Procedurerespectively.

(©) The responsible persomust ensure that the energy datais substitutedvhere:

(i)

(i)

(iii)

(iv)

v)

(vi)

9.45 Deleted

the metering installationinstalled atac u s t ometenng @ointan
not be read due to access limitations and in this situation the
responsible persohas the discretion to use a self read in preparing the
substitutedralue;

the energy datacollected for a type 1 to 4 metering installatiorfails
the validation test conducted in accordance with paragraph (b), in
which case the interval energy datas substitutedn accordance with
clause 3 of Schedule 7 of the MetrologyProcedure

the energy dataollected for a type 6 metering installatiorfails the
validation test conducted in accordance with paragraph (b), in which
case the consumption energy datasubstitutedn accordance with
clause 3 of Schedule 9 of the Metrology Procedurg

there has been a failure of the metering equipmenor the metering
equipmenhas been found to be defectiveor interference to the
metering equipmeras occurred, in which case the energy datdor a
type 1 to 4 or type 6 metering irstallationis substitutedn accordance
with clause 3 of Schedule 7 or clause 3 of Schedule 9 of the Metrology
Procedurerespectively;

an inspection or test on the metering equipmertias established that a
measurement error exists, in which case the energy datafor a type 1 to
4 or type 6 metering installatioris substitutedn accordance with
clause 3 of Schedule 7 or clause 3 of Schedule 9 of the Metrology
Procedurerespectively; or

an estimated read is permitted in accordance with clause 9.4.3(s), in
which case the energy datéor a type 6 metering installatioris
substitutedn accordance with clause 3 of Schedule 9 of the Metrology
Procedure
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9.4.6 Calculation of energy datafor type 7 metering installation

@) The responsible persomust ensure that energy datdor a metering installation
type 7 is calculated in accordance withad i st r i b u procedure. ent i t yos

(b) The responsible persomust ensure that the energy datéor a type 7 metering
installation which is calculated in accordance with paragraph (a), is validated
in accordance with a distribution entityprocedure.

(©) The responsible persomust ensure that the energy datds substitdedin
accordance with a distribution entityprocedure where the energy data
calculated for a type 7 metering installatiorfails the validation test conducted
in accordance with paragraph (b).

9.4.7 Data storage

@) The responsible persomust retain records of the characteristics of metering
equipmenfor seven years after that metering equipmeras been removed
from service.

(b) The records specified in paragraph (a) may be held in electronic form.

(©) The responsible persomust make available the records specified in paragraph
(@) to the QCAIf requested in writing by the QCA The QCAmust only use
those records for the purpose of performing an audit of the metering equipment

(d) The responsible persomust ensure a metering installation databasmntaining
energy datdn respect of a type 6 metering installations provided, in
accordance with the service requirements in Schedule 5 of the Metrology
Procedure

(e) To avoid doubt, the energy datefor a type 6 metering installatioris the data
collected from the meterin accordance with clause 9.4.3, and/or substitutedn
accordance with clause 9.4.4.

U] The rights of access to the data held within the metering installation database
are set out in clause 7.7 of the National Electricity Ruleand in clause 9.4.7(f)
of this Code For a type 7 metering installationthe right of access to the data is
specifiedinadi st r i bu procedme. ent i t yos

9.4.8 Information

@) The responsible persomust ensure that energydatais provided to the area
retail entityand the distribution entityfor each metering installatiorthat is
installed in relation to a connection poinbr point of supplythat relates to the
area retail entityor the distribution entity respectively.

(b) The responsible persomust not hinder anisolatedg e ner at o s 6 e mer 6 s
access to metering equipmerfor the purpose of reading the meterdisplay.

(©) A customeiof an area retail entitymay request its energy datdrom that area
retail entity. With respect to this energy data

(i) the area retail entitymust not unreasonably withhold the energy data
from the customey
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(d)

(i) the arearetail entitymust store the energy datdor a minimum of two
years;

(iii)  the first request for energy datay a customerfor the previous two
years will be provided free of charge by the area retail entity

(iv)  the area retail entitymay impose a reasonable charge for providing
energy dataon any request from the customeiif the customeihas been
provided with its energy datawithin the 12 month period prior to the
request; and

(v) if the request is for energy dataeyond two years, the area retail entity
may apply a reasonable charge for providing that data.

For the purposes of paragraph (a), access to energy datanust be provided as
follows:

(i) where energy datdor a type 1, type 2, type 3, type 4 or type 6
metering installatiorhas been collected in accordance with clause
9.4.3, and validated and substitutedn accordance with clause 9.4.4, by
5.00 pm on the second business dagfter that energy datdnas been
collected.

9.4.9 Validation of metering installation database

(a)

(b)

(©)

(d)

The responsible persomust ensure that a sampling plans established and
maintained, in accordance with Australian StandardSAS 1199: Sampling
Procedures for Inspection by Attributes” or “AS 2490: Sampling Procedures
and Charts for Inspection by Variables for Percent Nonconforming” to validate
that the data stored in the metering installation databader a type 6 metering
installationis consistent with the data stored in the meter

The validation test must be conducted at a frequency in accordance with the
sampling plardescribed in paragraph (a), which must not be less than once
every 12 months.

If there is an inconsistency between the energy datdeld in a meterand the
energy datdeld in the metering installation databasthe energy datan the
meteris to be taken as prima facie evidence of the energy datdor that metering
point

Actions in event of non-compliance with accuracy requirements are set out in
ID references 3.2 — 3.4 of Schedule 5 of the Metrology Procedurdor type 6
metering installations

9.4.10 Request for testing of the metering installation

(@)

(b)

If requested by a isolatedgeneratoror the arearetail entity, the responsible
personmust conduct a test to determine the consistency of data held in the
metering installation databasmd data held in the meterof a type 6 metering
installation

The responsible persomust make available the results of the test described in
paragraph (a) to the arearetail entityor the isolatedgenerator as applicable, as
soon as practicable.
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©)

(d)

(€)

(f)

(@)

Where the test undertaken in accordance with paragraph (a) determines an
inconsistency, the responsible persomust pay the costs of, and associated
with, that test.

Where the test undertaken in accordance with paragraph (a) determines no

inconsistency, the area retalil entityor isolated generatowho requested the test

under paragraph (a) must pay the costs of, and associated with, that test in
accordance with clause 7.3.6(e) of the National Electricity Rules

Where there is a discrepancy between:
(1) energy datastored in the meter and

(i) energy datatored in the metering installation databade respect of
that meter

the energy datatored in the meteror meterassociated data loggerns prima
facie evidence of the amount of electricity supplied to that metering point

If requested by an arearetail entityor isolatedgenerator the responsible
personmust, prior to any test being undertaken in accordance with paragraph
(@), provide an estimate of the costs of, or associated with, that test.

Actions in event of non-compliance with accuracy requirements are set out in
ID references 3.2 — 3.4 of Schedule 5 of the Metrology Procedurdor type 6
metering installations
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CHAPTER 10: GENERAL

10.1 Definitions and interpretation
10.1.1 Definitions

acceptable identificationn relation to:
@) a residential customeincludes one or more of the following:

M a driver’s licence, a current passport or other form of photographic
identification;,

(i) a Pensioner Concession Card or other entitlement card issued by the State or
Commonwealth Government; and

(iii)  abirth certificate;

(b) a business customevhich is a sole trader or partnership, includes one or more of the
forms of identification for a residential customefor each of the individuals that
conduct the business; and

(©) a business customevhich is a body corporate, includes the body corporate’s
Australian Company Number or Australian Business Number.

accumulation meteihas the meaning given in the Metrology Procedure

actual energy dataneans the energy datahat represents an actual measurement of the flow of
electricity in a power conductor.

actual meter readinghas the meaning given in the Metrology Procedure
AEMO has the meaning given in the Electricity Act.

AER Retail Pricing Information Guidelineis the AER Retail Pricing Information Guideline
— January 2012 Version 2.0, as amended from time to time, and published on the AER
website.

area retail entitymeans a retail entitywhose retail authoritystates a retail area
Australian Standardmeans:
@) in Chapter 9, the relevant standard published by Standards Australia; and

(b) for all other chapters, the Australian Standard AS 1SO 10002-2006 as amended and
updated from time to time.

bank means an authorised deposit taking institution within the meaning of the Banking Act
1959(Cwlth).

billing cycle means the regular recurrent period for which a customerreceives a bill from a
retail entity.

B2B Proceduresmeans the procedures under the National Electricity Rulesr as otherwise
agreed between the parties, prescribing the content of, the processes for, and the information to
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be provided to support communications between the distribution entityand the retail entity
relating to a customeior supply of electricity to a customer

B2B Procedureg(service order procejsneans the procedure set out in the document “B2B
ProceduregService Order Process)” which forms part of the B2BProceduresunder the
National Electricity Ruleand defines the standard service orderocess and transactions data
requirements to be adopted by national electricity market participants.

business customaneans a customemvho is not a residential customer

business dayneans a day other than a Saturday, a Sunday or a Queensland wide public holiday
(as appointed under the Holidays Act 1983Qld)).

CAIDI means the sum of the duration of each interruption (measured in minutes) divided by
the total number of interruptionsfor that distribution entity This is a measure of the average
time (measured in minutes) for electricity supply to be restored to a customemhen an
interruptionhas occurred.

CAIDI Limits means the limits calculated as SAIDI Limitsdivided by SAIFI Limitsfor that
distribution entity The CAIDI Limitsset out in clause 3 of Schedule 1 are provided for
interpretive purposes only and do not constitute standards which are enforceable against a
distribution entityby individual customers

card operated meteneans a meterthat contains control equipmenthat switches on and off in
accordance with the amount of credit stored in the meter

CATSProceduresmeans the procedures set out in the document “MSATS Procedures: CATS
Procedures part 1 Principles and Obligations”, issued by AEMOunder the National Eletricity
Rules

CBD feedemeans a feeder supplying predominantly commercial high-rise buildings, supplied
by a predominantly underground supply networkontaining significant interconnection and
redundancy when compared to urban areas.

Codemeans this Electricity Industry Code.
communications linkhas the meaning given in the National Electricity Rules.

compensation periodh relation to clause 5.7.4 is the period commencing on the date the turn
off main switch and stickelisconnection is completed for a premises a small customer is
vacating and ends on the earliest of:

@) the date the meter for the premisess read and 11kWh of energy or greater has been
consumed at the premises, provided the distribution entity notifies the financially
resporsible Market Participantia email or another mutually agreed format within a
reasonable time following the meter read;

(b) the date the meter for the premisess read after the distribution entityis notified the
NMI has transferred to another financially responsible Market Participanor

(©) the date the meter for the premisess read as part of a distribution entitycompleting a
service order type of “re-energisation” for the premises
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connection contracineans:

@) for the purposes of Chapter 9, the contract (either classified as standard or negotiated)
that prescribes the conditions of connection between a distribution entityand a
generatoror customei(as the case may be) when that party connects to the distribution
e nt isupplydeswork and

(b) for all other chapters, means any contract under which a distribution entityagrees to
provide customer connection servicesac ust omer 6 s premi ses

connection pointhas the meaning given in the National Electricity Rules

consumptionmeans, for the purposes of Chapter 9, the annual consumption as determined by a
distribution entity

consumption energy dathas the meaning given in the Metrology Procedure

contract interest rateneans, for any year, the bank bill swap rate for one year, as reported in
the Australian Financial Review Money and Bond Market section on the first Friday of
December of the previous year, less one full percentage point, or such other rate approved by
the QCA

control equipmenimeans the equipment needed to switch a circuit(s) on or off by a device
installed or operated by the distribution entity For example, local or remote timing devices
would form part of control equipmentThis equipment forms part of a metering installatiorfor
the purpose of testing and inspection.

controlled loadmeans those loads that are controlled by means of control equipment, and are
separately metered from the remaining load at the connection point. For example, a residential
hot water heating circuit will be a controlled load in Queensland and may have a timing device
known as the ripple frequency control system.

co-ordination agreemenhas the meaning given in the Electricity Act
credit history informationmeans:

@) providing the retail entitywith permission to obtain a credit check of the credit history
of the customerand

(b) any other information that relates to the credit history of the custometthat is reasonably
required for the retail or distributionentityto assess the ability of the customeito meet
its financial obligations under a retail or connection contract.

current transformermeans a transformer for use with metersor protection devices in which

the current in the secondary winding is, within prescribed limits, proportional to and in phase

with the current in the primary winding.

customerhas the meaning given in the Electricity Act

Customer Chartemeans the charter prepared by the distribution entityunder clause 3.2 or the
retail entityunder clause 4.5.

customer connection servicdss the meaning given in the Electricity Act
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customer informationmeans information relating to a specific small customeobtained by a
marketer its employees, agents or contractors through the process of marketingretail contracts
to the small customerand includes information obtained without the consent of the small
customer

customer retail servicelsas the meaning given in the Electricity Act
DAPR means Distribution Annual Planning Report

DAPR datehas the meaning given in the National Electricty Rules
data loggerhas the meaning given in the National Electricity Rules

defectiveor defectmeans the condition where the metering equipmerdoes not measure or
record the flow of electricity to a level of accuracy prescribed in the National Electricity Rules

disconnection warningmeans a notice in writing issued in accordance with clause 3.6 or
clause 4.18.

Distribution Annual Planning Reporthas the meaning given in the National Electricity Rules.

distribution areafor a distribution entityis the area specified in its distribution authorityas its
distribution area.

distribution authority has the meaning given in the Electricity Act
distribution entitymeans an entity that holds a distribution authority

distribution non-network chargesneans charges of a distributionentity set out in the
di str i bu pricedistthaent i t yos

@) are referable to a specific request by a small customeor its retail entity, or
(b) are referable to a requirement under electricity legislation
and do not include network charges

dual fuel contractmeans a single negotiated retail contradbor the sale of electricity and for
the sale and supply of gas by a retail entityto a customer

electrical installationhas the meaning given in the Electricity Act

Electrical Safety Acimeans the Electrical Safety Act 200@Id).

Electrical Safety Regulatiommeans the Electrical Safety Regulation 20@QId).
Electricity Actmeans the Electricity Act1994(Qld).

Electricity Connection and Metering ManuaECMM, means the document of that title
produced by either the ENERGEXdistribution entityor Ergon Energydistribution entity

electricity legislationmeans the Electricity Act Electrical Safety Acthe Electricity - National
Electricity Scheme (Queenslaniyt 1997(Qld) and regulations, standards, codes, protocols
and rules made under those Acts.

Electricity Regulationmeans the Electricity Regulation 2006Q1d).
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emergencymeans an emergency due to the actual or imminent occurrence of an event which in
any way endangers or threatens to endanger the safety or health of any person, or normal
operation of the supply networlor transmission gridin the state of Queensland or which
destroys or damages, or threatens to destroy or damage, any property in the state of
Queensland.

ENERGEX means ENERGEX Limited (ACN 078 849 055).

energy datehas the meaning given in the Metrology Procedure.

energy data serviceasas the meaning given in the Metrology Procedure

energy price fact sheas$ an Energy Price Fact Sheet, within the meaning of the AER Retall
Pricing Guideline relating to electricity prices.

Energyand WaterOmbudsmamQueenslandneans the Energy and Water Ombudsman
Queensland established by the Energy Ombudsman Act 20081d).

Ergon Energymeans Ergon Energy Corporation Limited (ACN 087 646 062).

Essential Energymeans Essential Energy established under the Energy Services Corporations
Act 1995(NSW).

excluded locationsneans the locations specified in Schedule 2.
explicit informed consents the consent provided by a customemhere:
@) the customeiprovides express conscious agreement;

(b) the relevant retail entityhas fully and adequately disclosed all matters relevant to that
customerincluding each specific purpose for which the consent will be used; and

(©) all disclosures referred to in paragraph (b) are truthful and have been provided in plain
English.

exportor exportedmeans the direction of flow of electricity at a connection poinbr point of
supplywhere that electricity flows from a transmissiorgrid or a supply networknto a load, as
specified in the National Metering Identifier Procedure published by AEMO.

Fair Trading Act means the Fair Trading Act 1989Qld).

feeder typemeans a CBD feederisolated feederdong rural feedershort rural feedeor urban
feederas the case may be.

final meterreadingmeans the last recording of actual energy dat#or a customemwhen they
vacate an address or change retail entity.

financial yearmeans a year commencing 1 July and ending 30 June.

financially responsible Market Participanhas the meaning given in the National Electricity
Rules

financially responsible retail entityias the meaning given in the Electricity Act
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first-tier means the status of load when the electricity purchased at a connection poindirectly and
in its entirety from the area retail entityfrom the NEMand which is classified as a first-tier loadin
accordance with Chapter 2 of the National Electricity Rules

fixed benefit periodneans a period of a negotiated retaitontract(where the end date of that
period is specified or ascertainable at the beginning of that period) during which a benefit to the
customeir(such as a price discount) is available.

fixed termmeans the term specified by a fixed-term contract

fixed-term contractmeans a negotiated retail contraatvhich has start and finish dates set
expressly under the terms and conditions of that negotiated retail contract

force majeure eventeans an event outside the control of a retail entityor a smallcustomer
FRC commencement dateeans 1 July 2007.

generatormeans the operator of one or more generating units that produce 50 hertz alternating
current at a voltage suitable for connection to the supplynetwork where the generating units
supply electricity to the supplynetworkwithout providing any electricity internally to an end-
user’s load (other than a small amount to operate the generating unit, if necessary).

GSL paymenimeans a guaranteed service levphyment to be made in accordance with clause
2.5 for the amounts set out in clause 2.5.10.

GST has the meaning it has in the A New Tax System (Goods and Services Tax) Act 1999
(Cwith).

guaranteal service leveineans a guaranteed service level set out in clause 2.5.

hot water supplymeans a hot water supply connected on a controlled supply tariff, for example
Tariff 31 or Tariff 33.

IES generatormeans an ‘inverter energy system’ and represents generating units that produce
direct current and then convert that direct current to 50 hertz alternating current suitable for
synchronising to the power system supplied by the supplynetwork For example, a solar cell or
PV generatoror fuel cell, where the direct current produced by these devices in passed through
an inverter and transformed to 240 volt single phase 50 hertz alternating current.

import or importedmeans the direction of flow of electricity at a connection poinbr point of
supplywhere that electricity flows from a customeror a generatorto a transmissiorgrid or a
supply networkas specified in the National Metering Identifier Procedure published by AEMO.

Information ExchangeCommitteehas the meaning given in the National Electricity Rules

in-situ terminationmeans a termination of a retail contractwhere the customeiis not vacating
his or her premises

instalment planmeans a plan for a custometto pay to the retail entity, by periodic instalments,
all arrears (including any disconnection or reconnection charges) and charges relating to
continued usage of electricity but, to avoid doubt, does not include an informal arrangement
under which a customelis granted additional time to pay an amount owed.

instrument transformerhas the meaning given in the Metrology Procedure
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interruption means any temporary unavailability of electricity supply to a customeissociated
with an outage of the supply networkncluding outages affecting a single premisesbut does
not include disconnection.

interruption duration GSLhas the meaning given in clause 2.5.9(a)(i).

interruption frequency GSLhas the meaning given in clause 2.5.9(a)(ii).

interval energy datdas the meaning given in the Metrology Procedre.

interval meterhas the meaning given in the Metrology Procedure

isolated feedemeans a feeder which is not connected to the national grid, but excludes the Mt
Isa-Cloncurry supply networkas that network is defined in the Electricity Act

Isolatedgeneratormeans one or more generating units that are connected to an isolated power
system

Isolated power systemeans a supply networkhat does not form part of and is not connected to
the national gridand may include an isolated feeder.

large customermeans any customemvho is not a small customer
large market customehas the meaning given the Electricity Act
large nonrmarket customehas the meaning given in the Electricity Act

LARGE NMI means the description given to a connection pointvhere the flow of electricity at
the connection points equal to or greater than 100 MWh per annum.

life support equipmenhas the meaning set out in clause 4.20.3.

local holidaymeans a show holiday or special holiday appointed for a particular district under
the Holidays Act 1983(Qld).

long rural feedermeans a feeder which is not a CBD feederurban feedeor isolated feeder
with a total feeder route length greater than 200 km.

major event dayneans a day determined under clause 3 of Schedule 1.
market customenhas the meaning given in the Electricity Act
market NMI means a NMI for which the customelis a market customer

marketer means a person who carries on the business of marketing retail contractand
includes a retail entityand nonregulated marketer

marketingincludes, but is not limited to, advertising, sales, promotions, market research,
public relations, discussions or negotiations by any means in the nature of a personal contact
with a small customewhether solicited or unsolicited for the purposes of entering into a retail
contract

marketing complaintmeans a complaint associated withar e t a actioes in éeeking to sign
up a small customefor a market contract

Electricity Industry Code: Seventeenth Edition 114



marketing contacimeans a contact made by a marketerwith a small customefor the purposes
of marketinga contract

MDP means either a Metering Providercategory D or a metering data agent.
measurement elemethias the meaning given in the Metrology Procedure

meterhas the meaning given in the National Electricity Rules

metering datahas the meaning given that term in the National Electricity Rules

metering equipmenimeans network assets that include the meter current transformervoltage
transformer associated wiring and fittings that together convert and display the electricity
flowing in a power conductor at a location within the local vicinity of that power conductor.
metering installationhas the meaning given in the Metrology Procedure

metering installation databaskas the meaning given in the MetrologyProcedure
metering pointhas the meaning given in the National Electricity Rules

Metering Providerhas the meaning given in the Metrology Procedure

Metrology Procedurehas the meaning given in the National Electricity Rules.

minimalist transitioning appoach means the approach set out in clause 6.8.

Minister means the Minister under the Electricity Act

movein customermeans a customemho starts consuming customer retail servicefsom a
premiseswithout first applying to a retail entityfor the provision of such services.’

MSATS means the Market Settlement and Transfer Solution operated by AEMO.
MWh means megawatt hours.

National Electricity Law has the meaning given in the Electricity - National Scheme
(Queensland) Act 1997 (QId).

National Electricity Rulesmeans the rules made under the National Electricity Lawapplied as
the law of Queensland.

National Energy Retail Lawmeans the Schedule to the National Energy Retail Law (South
Australia) Act 2011as in force from time to time.

national grid has the meaning given in the National Electricity Rules
Natural Disaster Relieand RecovenArrangementsmeans Natural Disaster Relief and

Recovery Arrangements, administered by the Commonwealth Department of Transport and
Regional Services.

" Under the Electricity Act a small customer is taken to have entered into a standard retail contract under

section 51(2) where the customer has not applied for customer retail services under section 48C but the
Cc u st o premis@ssare connected to a supply network.
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negotiated connection contratias the meaning given in the Electricity Act
negotiated retail contrachas the meaning given in the Electricity Act

NEM means the wholesale electricity market operated by AEMOunder the National Electricity
Rules

NEM settlementsneans the process operated by AEMO for clearing the financial transactions
associated with export and import of wholesale electricity in the national electricity market.

network chargesas the meaning given in the Electricity Act

NMI has the meaning given in the National Electricity Ruls.

NMI checksummeans a National Metering Identifier Checksum associated with a NMI.
NMI classification codehas the meaning given in the CATSProcedures

NMI premiseshas the meaning given in the Electricity Act

NMI standing datameans the approved data items associated with a NMI that are available to
prospective retail entities as specified in the CATSProcedures

non-market customehas the meaning given in the Electricity Act
non-market NMI means a NMI for which the customelis a nonrmarket customer

non-regulated marketemeans a person who carries on the business of marketing retail
contractsfor the provision of customer retail service® small customerbut does not have an
authority issued by the regulator.

notice periodhas the meaning given in clause 4.4.5.
notified priceshas the meaning given in the Electricity Act

off peak hot watemeans hot water which is charged under an off-peak controlled load
electricity tariff.

Origin Energy means Origin Energy Electricity Limited (ACN 071 052 287).

planned interruptionmeans an interruptionfor which the distribution entityhas, or should
have, given a notice under clause 2.5.8 or for which the distribution entityis excused from
giving a notice under this Code or electricitylegislationor contractual arrangements with a
customer

point of supplymeans the point at which supply is established between a distribution entityand
a generatoror customeias defined in the SAA Wiring Rules (AS3000).

power system security and reliability standarus the meaning given in the National
Electricity Rules

premisedhas the meaning given in the Electricity Act

price changeincludes any change to a tariff rate or charge or type of tariff applying to a small
customeibut excludes any change to distribution nornetwork charges
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QCA has the meaning given in the Electricity Act

quarter means a period of three months commencing 1 January, 1 April, 1 July and 1 October
as the case may be.

regulator has the meaning given in the Electricity Act
regulatory control periochas the meaning given in the National Electricity Rules
relevant authoritymeans—  (a) AEMO; or

(b) State or federal police; or

(c) a person or body who has the power under law to direct a
distributor to de-energise premises;

remote acquisitiorhas the meaning given in the National Electricity Rules
residential customemeans a customemvho acquires electricity for domestic use.
responsible persohas the meaning given under the National Electricity Rules
retail areahas the meaning given in the Electricity Act

retail authority has the meaning given in the Electricity Act

retail contractmeans either a standard retail contractr negotiated retail contract

retail entity means an entity that holds a retail authorityand, if a person is providing customer
retail servicesas a retailer of last resortthat retailer of last resort

retailer of last resorthas the meaning given in the Electricity Regulations.

SAIDI means the sum of the duration of each interruption(measured in minutes) divided by
the total number of customergaveraged over the financial yealj of that distribution entity

SAIDI Limits mean the limits set out in clause 1 of Schedule 1.

SAIFI means the total number of interruptionsdivided by the total number of customers
(averaged over the financial yea) of that distribution entity

SAIFI Limits mean the limits set out in clause 2 of Schedule 1.

salespersomeans an employee or contractor acting on behalf of a marketerin the marketing
of retail contracts and salespeopldas a corresponding meaning.

sampling planhas the meaning given in the Metrology Procedure

schedulel meter readingmeans the meterreading on a cycle that equatestothec u st o mer 0 s
billing cycle usually monthly or quarterly.

secondtier means the status of load when electricity is purchased at a connection poinin its
entirety other than directly from the area retail entityor the NEM and which is classified as a
seconédhtier loadin accordance with Chapter 2 of the National Electricity Rules
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security depositmeans an amount of money or other arrangement acceptable to the retail entity
as a security against a customeidefaulting on a bill. To avoid doubt, a security deposidoes
not include an insurance levy whereby a customemakes a non-refundable payment that is used
to insure against non-payment by that customer

ServiceOrderSubTyphkas the meaning given in the B2B Procedures: Service Order Process
established under Clause 7.2A.3 of the National Electricity Rules

service order requeshean a request for service raised in accordance with the B2B Procedures
(serviceorder process)as applicable to Queensland, or as otherwise varied by agreement
between the parties in accordance with the National Electricity Rules

short rural feedemeans a feeder with a total feeder route length less than 200 km, and which
is not a CBD feederurban tederor isolated feeder

small business customeaneans a customemvho is both a small customeand a business
customer

small customeihas the meaning given in the Electricity Act

SMALL NMI means the description given to a connection pointhere the flow of electricity at
the connection poinis less than 100 MWh per annum.

small residential customemeans a customemvho is both a small customeand a residential
customer

special meter readingneans an actual meter readinghat occurs at a time other than the time
of a scheduled meter reading

standard ceordination agreemenhas the meaning given in the Electricity Act
standard connection contradtas the meaning given in the Electricity Act
standard retail contrachas the meaning given in the Electricity Act

standard service ordaneans a category of service activity as defined in the B2B Procedures
(service order processy applicable in Queensland.

substitutedmeans the substitution of an actual meter readingnder the circumstances
described in clause 9.4.4(c).

substituted meter readingeans a meterreading for which the energy dataas been
substituted

supply networkhas the meaning given in the Electricity Act

system operatomeans a person who AEMO has appointed as an agent under Chapter 4 of the
National Electricity Ruleand who is registered as a system operator with AEMOunder
Chapter 2 of the National Electricity Rules

termination noticehas the meaning given in clause 4.4.1.

transmission gridhas the meaning given in the Electricity Act
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turn off main switch and stickehas the meaning given in the B2B Procedures: Service Order

Process established under Clause 7.2A.3 of the National Electricity Rules

unique matchmeans the return of a single set of NMI and NMI Checksunin response to a
request made by a retail entityunder clause 6.4.1(a) of this Code

urban feedemeans a feeder with annual actual maximum demand per total feeder route length
greater than 0.3 MVVA/km and which is not a CBD feedeyrshort rural feederlong rural feeder
or an isolated feeder

vacation noticehas the meaning given in clause 4.4.2.

voltage transformemeans a transformer for use with metersor protection devices in which
voltage across the secondary terminals is, within prescribed limits, proportional to and in phase
with the voltage across the primary terminals.

wholesale market customeas a market customer in the wholesale market as defined in the
National Electricity Rules

Y Valuemeans the value of the variable ‘y’ that applies to the type 6 metering installationas
specified in Schedule 3 of the Metrology Procedures

Other grammatical forms of words defined in the dictionary are taken to have a corresponding

meaning.

10.1.2 Interpretation

Unless the contrary intention appears, a reference in this Codeto:

(a)

(b)

(©)

(d)

(€)

(f)
(9)

(h)

(headings) headings are for convenience only and do not affect the
interpretation of this Code

(variations or replacement) a document (including this Codé includes any
variation or replacement of it;

(clauses, schedules and annexures) a clause, schedule or annexure is a
reference to a clause in, or schedule or annexure, to this Code

(reference to statutes) a statute, ordinance, code or other law includes
regulations and other instruments under it and consolidations, amendments, re-
enactments or replacements of any of them;

(law) law means common law, principles of equity, and laws made by
parliament (and laws made by parliament include State, Territory and
Commonwealth laws and regulations and other instruments under them, and
consolidations, amendments, re-enactments or replacements of any of them);

(singular includes plural) the singular includes the plural and vice versa;
(person) the word “person” includes an individual, a firm, a body corporate, a
partnership, a joint venture, an unincorporated body or association, or any

government agency;,

(dollars) $ is a reference to the lawful currency of Australia;
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0 (calculation of time) if a period of time dates from a given day or the day of an
act or event, it is to be calculated exclusive of that day;

() (reference to a day) a day is to be interpreted as the period of time
commencing at midnight and ending 24 hours later;

(k) (meaning not limited) the words “include”, “including” or “for example” are
not used as, nor are they to be interpreted as, words of limitation, and, when
introducing an example, do not limit the meaning of the words to which the
example relates to that example or examples of a similar kind;

() (next business day) if an event under this agreement must occur on a stipulated
day which is not a business dathen the stipulated day will be taken to be the
next business day

(m)  (reference to anything) anything (including any amount) is a reference to the
whole and each part of it; and

(n) (footnotes) footnotes are for reference only and do not affect the interpretation
of the Code
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Electricity Industry Code

Schedule 2 - Excluded Locations

Suburb Postcode Suburb Postcode
Amity 4183 Running Creek 4287
Dunwich 4183 Avoca 4306
Herring Lagoon 4183 Linville 4306
North Stradbroke Island 4183 Moore 4306
Point Lookout 4183 Mt Stanley 4306
Coochiemudlo Island 4184 Cambroon 4552
Karragarra Island 4184 Boreen Point 4565
Lamb Island 4184 Cooroibah 4565
Macleay Island 4184 Cooroibah Heights 4565
Russell Island 4184 Cootharaba 4565
Beechmont 4211 North Shore 4565
Natural Bridge 4211 Ringtail Creek 4565
Numinbah 4211 Teewah 4565
Numinbah Valley 4211 Anderleigh 4570
Austinville 4213 Curra 4570
Springbrook 4213 Goomboorian 4570
South Stradbroke Island 4216 Kia Ora 4570
Pine Creek 4275 Neerdie 4570
Witheren 4275 Rossmount 4570
Allenview 4285 Toolara Forest 4570
Woodhill 4285 Wallu 4570
Barney View 4287 Cooloola Cove 4580
Mt Lindesay 4287 Tin Can Bay 4580
Palen Creek 4287 Rainbow Beach 4581
Rathdowney 4287 Inskip 4581
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Electricity Industry Code

Schedule 3 - Not used

Consultation note following table to be deleted.
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Customer type

Less than 100MWh pa

Equal to or greater than 100MWh pa

NMI classification: SMALL

NMI classification: LARGE

1st tier Negotiated
Retail Contract

Already on
Negotiated
Customer Sale
Contract (as that
term was defined
in the Electricity
Act 1994 prior to
the enactment of
the Electricity
and Other
Legislation
Amendment Act
2006) at 1/7/07

Meter type:

Meter read as:

Meter install code in MSATS

Meter data used for wholesale
settlement?

Meter data used in preparation
of NSLP (pre peel-off if
applicable) on/after 1/7/07?

Is meter data used for CLP
calculation?

n/a

Already has remotely read interval meter.

Remotely read interval meter read as interval meter.

Remotely read interval meter: COMMS1-4

No

Yes

Yes, if meter is registered as controlled load meter.

Goes on
Negotiated
Retail
Contract
on/after 1/7/07

Meter type:

Accumulation meter existing.
Manually read interval meter (comms ready) for new &
replacement.

Must install remotely read interval meter.

Meter read as:

Accumulation meter read as accumulation meter.

Manually read interval meter read as accumulation meter.

Remotely read interval meter read as interval meter.

Meter install code in MSATS

Accumulation meter: BASIC
Interval meter: BASIC

Remotely read interval meter: COMMS1-4

Meter data used for wholesale |No No
settlement?
Meter data used in preparation |No Yes

of NSLP (pre peel-off if
applicable) on/after 1/7/07?

Is meter data used for CLP
calculation?

Yes, if meter is registered as controlled load meter.

Yes, if meter is registered as controlled load meter.
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Less than 100MWh pa

Equal to or greater than 100MWh pa

Customer type

NMI classification: SMALL

NMI classification: LARGE

2nd tier (all contract
types)

Already on
retail contract
at 1/7/07

Meter type:

Meter read as:

Meter install code in MSATS

Meter data used for wholesale
settlement?

Meter data used in preparatior]
of NSLP (pre peel-off if
applicable) on/after 1/7/07?

Is meter data used for CLP
calculation?

n/a

Already has remotely read interval meter.

Remotely read interval data

Remotely read interval meter: COMMS1-4

Yes

Yes

Yes, if meter is registered as controlled load meter.

Goes on retail
contract
on/after 1/7/07

Meter type:

Accumulation meter existing.

Manually read interval meter (comms ready) for new &

replacement.

Must install remotely read interval meter.

Meter read as:

Accumulation meter read as accumulation meter.
Manually read interval meter read as accumulation
meter.

Remotely read interval meter read as interval meter.

Meter install code in MSATS

Accumulation meter: BASIC
Interval meter: BASIC

Remotely read interval meter: COMMS1-4

of NSLP (pre peel-off if
applicable) on/after 1/7/07?

Meter data used for wholesale]Yes, profile will be applied if meter is registered as Yes
settlement? BASIC
Meter data used in preparatior] No Yes

Is meter data used for CLP

calculation?

Yes, if meter is registered as controlled load meter.

Yes, if meter is registered as controlled load meter.

Notes

- "Comms ready' refers to manually read interval meters that are capable of having a communication device added so they can become part of a type 4 metering installation without replacing the

meter

- An interval meter, whether manually read or remotely read, once installed, must not be replaced by an accumulation meter.
- A remotely read interval meter may only be converted to a manually read interval meter if the consumption drops below 100MWh per annum.
- Ergon Energy does not have a controlled load peel-off in its distribution area.
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Schedule 4 - Maximum charges (clause 3.10)

These maximum charges are prescribed by section 226 and schedule 8 of the
Electricity Regulation
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