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https://www.sacoss.org.au/sites/default/files/public/documents/Submissions/Utilities%20Submissions/180628_SACOSS_Submission_AEMC_Hardship_Policy_Rule_Change.pdf
https://www.sacoss.org.au/sites/default/files/public/documents/Submissions/Utilities%20Submissions/180628_SACOSS_Submission_AEMC_Hardship_Policy_Rule_Change.pdf
https://www.sacoss.org.au/sites/default/files/public/documents/Submissions/Utilities%20Submissions/181018_SACOSS_Submission_AEMC_Hardship_Policy_Draft_Rule_Determination.pdf
https://www.sacoss.org.au/sites/default/files/public/documents/Submissions/Utilities%20Submissions/181018_SACOSS_Submission_AEMC_Hardship_Policy_Draft_Rule_Determination.pdf
https://www.sacoss.org.au/sites/default/files/public/documents/Reports/180629_SACOSS_Report_Effectiveness_Of_Supports_0.pdf
https://www.sacoss.org.au/sites/default/files/public/documents/Reports/180629_SACOSS_Report_Effectiveness_Of_Supports_0.pdf


https://www.legislation.sa.gov.au/LZ/C/A/NATIONAL%20ENERGY%20RETAIL%20LAW%20(SOUTH%20AUSTRALIA)%20ACT%202011.aspx
https://www.legislation.sa.gov.au/LZ/C/A/NATIONAL%20ENERGY%20RETAIL%20LAW%20(SOUTH%20AUSTRALIA)%20ACT%202011.aspx
https://www.aemc.gov.au/regulation/energy-rules/national-energy-retail-rules/current
https://www.aemc.gov.au/regulation/energy-rules/national-energy-retail-rules/current








https://www.aer.gov.au/system/files/AER%20%28Retail%20Law%29%20Performance%20Reporting%20Procedures%20and%20Guidelines%20-%20April%202018_0.pdf
https://www.aer.gov.au/system/files/AER%20%28Retail%20Law%29%20Performance%20Reporting%20Procedures%20and%20Guidelines%20-%20April%202018_0.pdf




http://www.coagenergycouncil.gov.au/publications/national-energy-customer-framework


https://www.sacoss.org.au/sites/default/files/public/documents/Reports/161101_EnergyPaymentDifficultiesFrameworksReport_Final.pdf
https://www.sacoss.org.au/sites/default/files/public/documents/Reports/161101_EnergyPaymentDifficultiesFrameworksReport_Final.pdf












https://www.aer.gov.au/system/files/AER%20Sustainable%20payment%20plans%20framework%20-%20Version%201%20-%20July%202016.pdf
https://www.aer.gov.au/system/files/AER%20Sustainable%20payment%20plans%20framework%20-%20Version%201%20-%20July%202016.pdf
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Yours sincerely,  

 

 
Ross Womersley  

Chief Executive Officer 
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Minimum Requirement / Guidance on 
customer rights and retailer obligations in 
Part 2, Division 6 

Suggested Statement Comments 

 
Identifying residential customers experiencing 
payment difficulties due to hardship is a 
decision which will determine the 
entitlements a customer can expect to 
receive. If the retailer identifies the customer 
as a hardship customer, the customer will 
receive hardship supports (as outlined in the 
policy). If the customer is not identified as a 
hardship customer by the retailer, then they 
are entitled to receive supports for customers 
experiencing payment difficulties (including 
payments plans and protections associated 
with complying with a payment plan). These 
are different levels of supports, but either 
way all residential customers are entitled to 
supports if they are having trouble paying 
their bills. 

Self-identification (section 44(a)) you tell us you are having difficulties paying 
your bill, or 
 
you are referred to our hardship program by a 
financial counsellor or other community 
worker. 
 

 

Retailer identification (section 44(a)) 
 

If you: 
 

(define energy bill debt in accordance with 
AER (Retail) Performance Reporting 
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