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Average debt residential customers 90+ days
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Source: CPRC, Exploring

Consumer Vulnerability Strategy

e

of Australians have
literacy levels below
what is considered
enough to get by in
everyday life

23 t

experience some form

of financial stress at

some point in their life

)
105

have a disability

105

speak a language
other than English
at home

1 . women have experienced
- physical and, or sexual violence
by a current or previous partner

Requlatory Approaches to Consumer Yulnerability




AER Better Bills Guideline - ~

Internal policy scoping
and research
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Stakeholder Stakeholder
submissions and submissions to AEMC
feedback to AER consultation paper
consultation questions and draft
and draft Guideline determination
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BETA insights and Initial consultation on

research scope and

AER focus groups approach




AER Better Bills Guideline

Consumers use
bills to find out
how much to pay

(77%), energy

usage (65%), how

their bills was
calculated (58%)

About 36% of
customers still

receive a paper
bill

Definitions boxes
didn’t improve
comprehension

Simple plan
summaries helped
consumers better
understand their
plan

People
experiencing
hardship are more
likely to use their
bill for financial
help, advice or
complaints




Better Resets

Cents per kWh
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Composition of residential electricity bill
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Source: AER, State of the Energy Market 2021;AEMC, Residential electricity price trends 2020, Final
Report, December 2020



Better Resets Handbook

* Next step for network regulation — building on previous work and improving consumer

outcomes

2012
Consumer
Challenge
Panel
2013
Better
Regulation

program

2017

AER Chair
‘Working
together’
speech

2018
Start of
NewReg

Trial

2020
Development
of customer
engagement
framework



What does the Better Resets Handbook do?

 Sets out our expectations for regulatory proposals




What does the Better Resets Handbook do?

* New review pathway created that is more efficient and contentious issues are worked
through with consumers. Largely settled at the draft decision stage.

Network develops

regulatory If expectations Draft decision Final decision
proposal Regulatory are met — AER w/majority of Revised proposal which larael
w/customers. proposal signals this and issues settled or w/few issues for ST gra}/t
AER assist submitted undertakes capable of consideration decision
customers targeted review acceptance

engage if needed



Better Resets Handbook benefits

Greater clarity More efficient

on AER

regulatory

expectations process

Better
consumer
engagement
and outcomes

Better
achieving the
long term
interest of
consumers

Increasing
certainty
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Better Resets Handbook next steps

Submissions Finalise Handbook

closed 20 October by end of year

First apply targeted

review to proposals
due January 2023
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Energy Made Easy
energymadeeasy.gov.au

Our brand... Our coverage...

ENERGYMADE

The power to compare @




Energy Made Easy

~80 ENERGY
RETAILERS AND
THEIR BRANDS

Active and submitting data to Energy
Made Easy

MIX OF ENERGY PLANS
Fubklished on our website

Gas
8%

Electricity
86%

63%

Rasidential customer plans

K3



Energy Made Easy

SITE VISITS CONTINUE TO GROW
Major enhancements released in 2020

5 milion
A rmilicn
3 milion

O milicn -_.

2 milion
1 milion
2018189 2018/20 2020/21

PLAN SEARCHES CONTINUE TO GROW
People actively looking for a better deal

2018/19

2020/21

250,000 500,000 750,000
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