An body established to investigate and between customers and electricity and gas companies in South Australia

annual report

Energy Industry
Ombudsman SA




MULTI-LANGUAGE ADVICE

PROBLEMS WITH YOUR ELECTRICITY OR GAS PROVIDER IN SOUTH AUSTRALIA?

The Energy Industry Ombudsman can help.The Ombudsman can investigate and resolve disputes between
customers and electricity and gas companies. An independent, free service available to domestic and
business customers. Contact the Energy Industry Ombudsman SA on free call 1800 665 565.

For an interpreter phone 131 450
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Energy Industry Ombudsman (SA) Ltd (EIOSA) received 10,204 cases in 2010-11 compared to
8,840 cases in 2009-10, an increase of 15.4 per cent.
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level of contact

Enquiry & Refer to Customer Service

Consultation

Facilitation

2,951

-

description of case levels

enquiry

An enquiryis a request for information, rather
than an expression of dissatisfaction. If a
person with a complaint has not contacted the
relevant energy company before contacting
EIOSA, the contact will be recorded as an
enquiry and the customer asked to contact the
company’s customer services area.

refer to customer service (rcs)

Areferto customerservice (RCS) caseiswhere
a complaint (expression of dissatisfaction) is
made against an energy company where the
complainant has not raised the matter with the
company in the firstinstance. The complainant
is referred back to the energy company’s
customer services area.

refer to higher level (rhl)

If a complaint has been raised with an energy
company’s customer services area, then
the matter will be referred by EIOSA to the
company’s higher-level contact staff in an
effort to resolve the matter.
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Refer to Higher Level

4,937

&

Investigation

%

57 2008-09

® 2009-10
® 2010-1

consultation

A consultation complaint occurs when a
customeriswithoutagasorelectricity supply.
Cases include customer disconnections (or
when disconnection is imminent] for non-
payment of accounts.

facilitation

Prior to an investigation of a case, for
straightforward matters EIOSA may facilitate
aresolution between the complainant and the
energy company.

investigation

If a complaint has been referred to a higher-
level contact in an energy company but
remains unresolved, EIOSA will investigate
and attempt to negotiate an outcome.
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The Energy Industry Ombudsman (SA) Ltd (EIOSA) is an independent body established to
investigate and resolve disputes between customers and electricity and gas companies in
South Australia.

mission statement

To facilitate the prompt resolution of complaints and disputes between consumers of
electricity and gas services and members of the Scheme by providing a free, independent,
accessible, fair and informal service to consumers.

guiding principles

® We will deal with complaints in a fair, just, informal and expeditious manner. ® We will
act independently while maintaining good working relationships with members and other
stakeholders. ® We will be accessible to electricity and gas consumers in SA and will ensure
there are no barriers to access such as geographic location, language, physical or mental
capability, or financial status. ® The service will be free to consumers. ® We will make
effective use of technology to assist in quality complaint handling, referral and reporting.

® We will foster effective links with members, other complaint handling bodies, government
agencies, and consumer and community organisations.

what we do
Customers can approach EIOSA about a range of matters including:

® connection, supply and sale of electricity and gas by a member company ® disconnection of
supply @ billing disputes ® administration of credit and payment services @ security deposits
® the impact on land or other property of actions by a member company @ the conduct of
member companies’ employees, servants, officers, contractors or agents ® any other matters
referred by a member company by agreement with the Ombudsman and the person/s affected.

Generally customer issues are resolved by negotiation. However, the Ombudsman may
resolve a complaint by making a determination that is binding on the member company,
including by:

® directing the company to provide electricity or gas services ® directing the company to
amend, or not impose, a charge for a service ® directing the company to supply goods or
services that are the subject of the complaint or undertake any corrective action, or other
work, to resolve the complaint ® directing a company to do, not to do, or cease doing an act ®
making a determination that the company pay compensation to the complainant.

The Ombudsman can make determinations up to a value of $20,000 or up to $50,000 with the
consent of the member company.

what we do not do
The functions of EIOSA do not extend to areas such as:

® the setting of prices and tariffs ® commercial activities outside the scope of the member’s
licence ® the content of government policies, legislation, licences and codes ® matters before
a court, tribunal or arbitrator ® customer contributions to the cost of capital works @ disputes
between member companies.

how we do it

® We will generally require that customers take up their complaint with the electricity or gas
company in the first instance so that complaints can be resolved as quickly and as close to

the source as possible, unless it is difficult for the customer to do so because of factors such
as age, language or disability. ® Where we refer a customer back to their electricity or gas
company, we will ask them to contact us if they have not been able to resolve disputes directly
and are not satisfied with the company’s response. ® We will keep customers informed of the
progress of our investigation. ® We will be as helpful as possible to people who contact the
office, whether or not we are able to assist them directly. If we cannot help, we will try to find
someone who can. ® We will provide interpreter, translator or other assistance to customers who
have difficulties communicating with us.

our

our
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The Board of Directors comprises three industry directors elected by Scheme members, three
consumer directors nominated by the Essential Service Commission of SA (ESCOSA] and an
independent chairperson.

guiding principle

chairman

William Cossey AM (appointed March 2009)

Semi-retired; formerly State Courts Administrator; Chair, People’s Choice Credit Union;
Deputy Chair, Elderly Citizens Homes (ECH); Member, SA Government Social Inclusion Board;
Chair, Board of Management, Don Dunstan Foundation; President, Tennis SA; Director, Tennis
Australia; Director, East Waste; Council Member, University of South Australia

directors

Peter Bicknell (appointed 27 February 2009) Chair, UnitingCare Australia; Chair, UnitingCare
Wesley Port Adelaide Inc; Chair, Portway Housing Association Inc; Chair, Adelaide Brighton
Cement Community Liaison Group

Susan Filby (appointed 18 May 2006) General Manager Customer Relations, ETSA Utilities
Nazzareno La Gamba (appointed 29 April 2009] Retail Executive Strategic Director, Origin Energy

David McNeil (appointed 25 February 2008, resigned 20 May 2011) Formerly General Manager,
Retail Operations, AGL Retail Energy Ltd

Kaylene Matthias (appointed 27 February 2009) General Manager, Rural Financial
Counselling Service SA; Chair, Regional Development Australia, Yorke and Mid North Board;
Member, SA Water Consultative Council; Member, Regional Communities Consultative Council

Kim Thomas (appointed 25 May 2011) National Operations Manager - Customer Services, AGL

Rodney Williams (appointed 24 October 2007) Former Director, Competition Policy,
SA Department of Premier and Cabinet

company secretary
Pia Beach, FCIS, Barrister (np)

corporate governance

As an unlisted public company, the Energy Industry Ombudsman (SA] Limited does not
have an obligation to produce or publish a Corporate Governance Statement. However, the
Board of Directors believes that good corporate governance contributes long-term value to
stakeholders, and is therefore committed to enhancing corporate values and culture and
continuous improvement in governance. The Directors agreed during the 2010-2011 year that
a Corporate Governance Statement be produced, and published on the Company’s website and
in the Annual Report. This corporate governance statement sets out the key elements of the
Company’s governance framework and practices.
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we will keep

corporate governance statement

The Energy Industry Ombudsman (SA) Limited is a public company limited by guarantee,
incorporated under the Corporations Act 2001 (Cth). The Board of Directors is committed to
achieving and demonstrating the highest standards of corporate governance. The Company’'s
corporate governance framework has been developed in accordance with the Corporate
Governance Principles and Recommendations released by the ASX Corporate Governance
Council, as far as they apply to the Company. The Board continues to review the framework
and practices to ensure they meet the interests of the Members.

The Board has primary responsibility for the formal administration of the Company, policy
matters, oversight of the Scheme’s operation and maintaining the independence of the
Ombudsman. The Ombudsman has responsibility for the day-to-day operation of the Scheme
and the resolution of individual complaints. These roles are complementary and, generally, the
Ombudsman will attend Board meetings as an observer and an advisor as appropriate.

EIOSA ANNUAL REPORT 2010-11 7
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A description of the Company’s main corporate governance practices is set out opposite.

1. the board of directors

The Company is governed by a Board whose principal source and rules of governance include:
e The Constitution and Charter;

e The Board Charter;

* Terms and Reference of the Board Committees; and

e Board Policy statements.

board composition

The composition of the Board is determined by the Company’s Constitution. The Board consist
of seven Directors and comprises:

e two Directors elected by Electricity Members and one Director elected by Gas Members
(“Industry Directors”);

 three persons nominated by the Essential Services Commission of South Australia (ESCOSA)
to represent customers of electricity and gas services or public interest groups relevant to
such services (“Independent Directors”]; and

e anindependent Chair.

The current Directors of the Company are:

Mr P Bicknell, Independent Director

Ms S Filby, Electricity Industry Director (ETSA)
Mr N La Gamba, Gas Industry Director (Origin]
Ms K Matthias, Independent Director

Ms K Thomas, Electricity Industry Director [AGL)
Mr R Williams, Independent Director

board skills

In appointing Directors, as far as the structure of the Scheme allows, the appropriate mix and
balance of skills available is taken into account.

independent chair

The Directors appoint, with the approval of ESCOSA, a person to be the independent Chair of
the Board for a term of three years. The Chair is eligible for reappointment for a subsequent
term of three years.

the chair of any meeting has a deliberative vote, but does not have a casting
vote on any matter.

Mr Bill Cossey AM was appointed the Chair in March 2009, replacing Professor Keith Hancock,
who retired at that time.

term of office

The Company’s Constitution specifies that no Director who is elected is to hold office for a
period in excess of three years, or until the third annual general meeting following the Director’s
election, whichever is the longer, without submitting himself or herself for re-election.

The Directors nominated by ESCOSA and appointed by the Directors hold office for a term of
three years, and they are eligible to be nominated and appointed again for a subsequent term
or terms.

board processes

The Board currently holds 11 meetings per year, with additional meetings called as necessary
to address any specific significant matters that arise.
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conflict of interest

Directors must advise the Board, on an ongoing basis, of any personal interest that could
potentially conflict with those of the Company.

ADirectoris not countedinthe quorum of a Board meeting considering any contract or proposed
contract in which he or she has an interest, and is not entitled to vote on the matter. The details
are recorded in the minutes of the meeting.

chair and ombudsman (chief executive officer)

The Chair is responsible for leading the Board, ensuring Directors are properly briefed in all
matters relevant to their role and responsibilities, facilitating board discussions and managing
the Board's relationship with the Company’s management team.

The Ombudsman is responsible for the day-to-day operation of the Scheme, implementing
company strategies and policies and the resolution of individual complaints.

Mr Sandy Canale was appointed the Ombudsman and Chief Executive Officer in December 2007,
following the retirement of the inaugural Ombudsman and Chief Executive Officer, Mr Nick
Hakof.

company secretary

The Board appoints a Company Secretary for such term and upon such terms and conditions
as the Board thinks fit.

The Company Secretary is accountable to, and reports directly to, the Board, through the
Chairman, on all governance matters. All Directors have direct access to, and may seek
information from, the Company Secretary, to assist them in carrying out their duties as
Directors.

Mrs Pia Beach, FCIS, Barrister (np), was appointed the Company Secretary in March 2000.

independent professional advice

Directors may obtain independent professional advice at the Company’s expense, on matters
relevant to the Company’s affairs to assist them in carrying out their duties as Directors,
subject to providing prior notice to the Chair. Copy of any advice received by a Director may be
made available to other members of the Board.

corporate reporting

The Ombudsman and the Business Services and Investigations Manager are required to make

the following certifications to the Board:

e That the Company’s financial reports are complete and present a true and fair view, in all
material respects, of the financial condition and operational results of the Company and are
in accordance with relevant accounting standards.

e That the above statement is founded on a sound system of risk management and internal
compliance and control which implements the policies adopted by the Board and that the
Company’s risk management and internal compliance and control is operating efficiently
and effectively in all material respects.

board performance assessment

The Board has a policy relating to the importance of reviewing its own performance and that of
its Committees on an ongoing basis. As a result, the Chair may hold individual discussions with
each Director to discuss their performance.

The initial timing for a Board Review will be in 2011.

EIOSA ANNUAL REPORT 2010-11 9
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2. board committees

The Company’s Constitution provides for the Board to appoint, from time to time, a committee
known as the Budget Committee, comprising an equal number of Industry Directors and
Independent Directors, not including the Chair of the Board.

In addition to the Budget Committee, the Board will establish such other Committees as it
deems appropriate. Membership of Committees comprises of Directors and Officers of the
Company and such other persons as the Board determines. The Board may delegate any of its
powers and/or functions (except powers conferred and duties imposed on the Directors by law
which are incapable of delegation) to a Committee or an Officer of the Company.

The Board has established Committees as set out below. The role and responsibilities of these
Committees are detailed in formal Charters.

budget committee

The Budget Committee formulates, for each Financial Year, a proposed Annual Funding Figure
for the Company in a proposed Budget in consultation with the Ombudsman, and submits this to
the Board at a time determined by the Board before the commencement of that Financial Year.
The terms of reference of the Budget Committee are set out in the Budget Committee Charter
adopted by the Board.

The Members of the Budget Committee are:
Ms Sue Filby (Chair)
Mr Peter Bicknell

Mr Bill Cossey attends Budget Committee meetings as an observer.

remuneration committee

The Remuneration Committee reviews the Directors’ fees and the Ombudsman’s remuneration
annually. Thetermsofreference ofthe Remuneration Committee are setoutinthe Remuneration
Committee Charter adopted by the Board.

The members of the Remuneration Committee are:
Mr Bill Cossey (Chair])

Ms Sue Filby

Ms Kay Matthias

3. conduct and ethics

expectations of directors

The Board has adopted a policy to clarify the reasonable expectations of the Directors’
actions, attitudes and behaviours. These expectations apply to both Industry and Independent
Directors. The policy also sets out duties and responsibilities of Directors, in addition to, and
to complement those prescribed by Corporations Act 2001 (Cth).

code of conduct

The Board has adopted a code of conduct that details the conduct and behaviour it expects from
the employees of the Company in the performance of their duties. All employees are expected
to perform their duties with professionalism, efficiency, fairness, impartiality, honesty and
sensitivity.
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4. risk management

risk management plan

A Risk Management Plan is in place to assist the Company in achieving its risk management
objectives - to ensure protection against financial loss, to ensure legal and regulatory
obligations are satisfied, and to ensure that business opportunities and risks are identified,
properly managed, and appropriately monitored by the Board. However, the Board recognises
that no cost-effective internal control framework will preclude all errors and irregularities.

The Risk Management Team assists the Board in ensuring compliance with internal controls
and risk management plans by regularly reviewing the effectiveness of the compliance and
control systems, and reports to the Board quarterly.

5. communication with members and the holding
of general meetings

The Board encourages full participation of members at general meetings to ensure a high level
of accountability and identification with the Company’s strategy and goals. Important issues
are presented to the members as single resolutions. Itis current practice that proxy forms are
issued to all eligible members with the notice of general meetings.

Members are required to vote on the Annual Funding figure for the Company, the aggregate
remuneration of Directors and changes to the Company’s Constitution. Copies of the
Constitution are available to any member who requests it and from the Company’s website
(www.eiosa.com.au).

Other means of communication with members include:

e the Annual Report, which is available to all members and at the Company’s website

e the Financial Report ,which is posted to all members

* stakeholder meetings with the Ombudsman.

Feedback from members is also regularly sought through various surveys and informal
feedback opportunities.

EIOSA Members

Electricity Members

AGL Sales (Queensland Electricity) Pty Ltd
AGL Sales Pty Ltd

AGL South Australia Pty Ltd

Aurora Energy Pty Ltd

Diamond Energy Pty Ltd

ElectraNet Pty Ltd (Electricity Transmission)
Essential Energy (formerly Country Energy)
ETSA Utilities (Electricity Distribution)
Flinders Power Partnership

Lumo Energy (SA) Pty Ltd

Momentum Energy Pty Ltd

Murraylink Transmission Company
(Electricity Transmission)

EIOSA ANNUAL REPORT 2010-11

Origin Energy Electricity Ltd
Powerdirect Pty Ltd

Red Energy Pty Ltd

Simply Energy

TRUenergy Pty Ltd

Gas Members

AGL South Australia Pty Ltd
Envestra Ltd (Gas Distribution)
Origin Energy Retail Ltd
Simply Energy

TRUenergy Pty Ltd
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| am pleased to provide this report for the 2010-11 year.

Throughout the year the Board met each month (with the exception of January 2011) and
discharged its governance obligations with enthusiasm and goodwill. In addition, the Board
met with members in May to approve the Budget and again in November at an Annual General
Meeting as prescribed by the Company’s Constitution.

There was only one change to Board membership during the year. David McNeil was replaced
as an industry nominee by Kim Thomas after serving just over three years on the Board. David
made a significant contribution to the Board during his time as a Director - always positive and
always encouraging improvements in the governance and management of the scheme.

David's commitment to our work involved travelling from Melbourne each month for Board
meetings. | thank him for his contribution and wish him every success in his future career. | also
warmly welcome Kim and very much look forward to her contribution to the Board.

As reported last year, the Board released its own Strategic Plan in April 2010. This year was
largely spent ensuring that the key elements of that Plan were progressed. In particular, the
Board agreed on a set of Key Performance Indicators, which it uses to assess the health of
the scheme. In addition, the Board now devotes a considerable amount of time at each Board
meeting to discussing societal and industry trends which are likely to impact on the short- and
long-term workload of the scheme. These discussions aim to alert management to possible
trends so that there can be a level of preparedness for them and an avoidance of unhelpful
knee-jerk reaction. The Board has been delighted with the acceptance by management of the
value of these discussions.

As mentioned in last year’s report, refinement of the Strategic Plan will occur over time.
Already the Board has identified that it needs an additional focus in the reporting to it of enquiry
and complaint trends. That focus will enable the Board to understand more fully the motivation
of complainants and enquirers and will be in addition to already received information about the
subject matter of the enquiry or complaint.

The Ombudsman’s scheme stands as a last resort for customers dissatisfied with responses
from scheme members to enquiries and complaints. By understanding more comprehensively
why so many people are dissatisfied with members’ responses, the Board hopes to assist
membersto deal more effectively with the customer concernsinthe first place, thereby reducing
the pressure on - and cost of - the scheme. The Board has identified that this will require an
upgraded case management and information system and was pleased that members saw fit
to increase their funding of the scheme over a two year period at the May General Meeting to
enable a new system to be acquired.

Whilst referring to the funding of the scheme, | reported last year that members had approved
a new funding model effective July 1, 2010. The new arrangements, which are based primarily
on the members’ usage of the scheme and on case fees indicative of the level of involvement the
scheme has with each case, have been closely monitored during the year. Although one year’s
evidence is insufficient to determine any long-term trends, it appears that the objectives of the
new funding model are being met. The financial health of the company has been maintained
during the implementation of the new funding model.

During the year momentum slowly built for the possible inclusion of the water industry in the
South Australian scheme (as currently occurs in similar schemes interstate) and the Board
continued planning for this possibility. With the office accommodation already severely
constrained, the Board approved relocation to larger premises in the same building. | am
pleased to report that the relocation occurred in October 2010 with almost no disruption to
service and at a cost slightly lower than budget.

As is required by the scheme’s Charter, the Board commissioned an independent evaluation of
the scheme during the year. Conducted by Harrison Research, the evaluation sought feedback
from a wide range of stakeholders. The results, which are expanded upon later in this report,
demonstrate an extremely high level of satisfaction with the work of the Ombudsman and his
staff. This reflects great credit on the organisation and its people, but there is still a need for a
greater understanding within the community of the existence of the scheme.
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Throughout the year, the Board maintained a sound working relationship with the Essential
Services Commission of South Australia and has maintained the practice of meeting formally
with Dr Pat Walsh, the Executive Chairperson, at one Board meeting peryear. Thisisin addition
to numerous informal contacts. Dr Walsh stepped down during the year as Chief Executive
Officer whilst continuing as non-Executive Chairperson. On behalf of the Board | thank Dr
Walsh for his continued guidance and support and look forward to continuing the relationship
with him and the new Chief Executive Officer, Dr Paul Kerin.

In conclusion | place on record my sincere thanks to my fellow Board members for their
continued support and enthusiastic contribution to the work of the Board. | thank all scheme
members for their willing support of the Board and the changes implemented during the year
and for their cooperation with the Ombudsman and the staff of the office on a day-to-day basis.

Finally, | thank the Ombudsman, Sandy Canale, and the staff of the Ombudsman’s Office for
their outstanding work in the resolution of customer enquiries and complaints in the face of
an ever-increasing workload. As mentioned above, the positive results from the independent
evaluation are a credit to the dedication and service orientation of the Ombudsman and all staff.

Bill Cossey AM

Chairman

board members from left to right:
Rodney Williams e Peter Bicknell e Bill Cossey [Chairman] e Kaylene Matthias e Susan Filby e Nazzareno La Gamba ¢ Kim Thomas

EIOSA ANNUAL REPORT 2010-11 1 3
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The Energy Industry Ombudsman team involved in a knowledge sharing session
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activity

The upward trend in case volumes experienced over the past few years continued into 2010-11
with 10,204 new cases received by EIOSA, a 15.4 per cent increase over the previous financial
year.

Theincreaseis significant because, unlike in the past fewyears, itis notdirectly attributed to any
major system change by the member energy companies. Processes for managing photovoltaic
customers, increased sales and marketing activity and service quality have challenged some
industry members and these areas have been the subject of increased contacts to EIOSA. The
impact of increasing energy prices coupled with other financial burdens that consumers may
be facing has also contributed to an increase in the number of high bill complaints received.

Of interest is a 10.5 per cent (or 496 cases) decline in the overall billing category, particularly in
the cases of arrears or no bills, which is pleasing. This is largely reflective of several retailers
that embarked on system changes in the past few years now stabilising their billing functions.
However, all other categories experienced increases.

In summary, increases were experienced in the following categories:

e Sales and Marketing (Competition) (up 927 or 95.6 per cent]
e Credit Management (up 200 or 20.6 per cent)

e Customer Service (up 221 or 32.5 per cent)

e General Enquiries (up 368 or 68.5 per cent]

e Land (up 31 or 37.8 per cent)

e Provision (up 4 or 0.6 per cent), and

e Supply Quality (up 109 or 59.6 per cent)
Detailed commentary and statistics can be found in the Case Management section on page 30.

Notwithstanding the reduction in billing cases, which are down from 53.5 per cent (4,730} last
year, this category accounted for 41.5 per cent (4,234) of all cases received and continued to be
the largest category of cases within the office. The main contributor to this category was high
bill complaints, with consumers expressing concern at the receipt of a higher than expected
account that they believed was inaccurate or had not been adequately explained to them.

Complaints concerning sales and marketing activities (competition) made up the next most
significant category, representing 18.6 per cent (1,897) of cases - up from 11 per cent (970) last
financialyear. Thisincrease is concerning, as 25 per cent of the cases related to market conduct
by sales agents and 62.5 per cent concerned transfers in error or without the explicit informed
consent of the parties, which contravenes the Energy Retail Code. Whilst the companies took
appropriate action to address these matters when raised by this office, these matters can cause
distress to the impacted consumers and will be closely monitored to ensure improvement in
processes by the energy retailers going forward.

The increase in the general enquiries category is predominately related to consumers seeking
independent advice on matters before deciding whether to pursue the issue further. These
matters include photovoltaic, back billing and sales and marketing activity.

Supply quality matters were generally related to storm activity during the year and the
subsequent Guaranteed Service Level payments by ETSA Utilities.

Whilst 36.5 per cent of the cases received by EIOSA were resolved or dealt with at the ‘enquiry’
level, the remainder required the office to refer complaints or concerns to higher level
authorities within the energy companies, or required an independent investigation by EIOSA.

EIOSA ANNUAL REPORT 2010-11 1 5
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EIOSA's knowledge base developed from the complaints raised by consumers enables it
to identify matters that are, or have the potential to become, systemic. By identifying these
matters early, energy companies have the opportunity to take corrective action and minimise
the impact on consumers. Identification of these matters also provides the energy companies
with information which can assist to improve their service performance. The systemic issues
identified during 2010-11 are reported on page 23.

Staff numbers increased by two during the year and, despite a generaliincrease in complexity of
the matters managed, resolution times marginally improved when compared with last financial
year.

(NOTE: the South Australian energy market comprises about 820,000 electricity customers and
400,000 gas customers potentially falling within the jurisdiction of the Scheme).

scheme review

The Constitution of EIOSA requires that a review of the Scheme be undertaken at least every
five years, with the first review completed in 2006. The reviews assist in the development of
strategies for the continued operation and improvement of EIOSA.

The reviews must be conducted in consultation with interested parties, including groups
representing customers of electricity and gas services and community groups representing
public interest issues relevant to such services.

In February 2011, EIOSA engaged the services of Harrison Research to carry out the second
review in an objective, independent and confidential manner.

1. review process
The review comprised four components:

1.1 internal and external stakeholders

Harrison Research conducted structured and confidential interviews with 19 internal
stakeholders and 15 external stakeholders. The internal stakeholders included Board
Directors and senior staff from EIOSA’s active members. The external stakeholders included
representatives from a range of community service organisations, the regulatory bodies,
Essential Services Commission of South Australia, Australian Energy Regulator, Office of
the Technical Regulator and Government organisations Consumer and Business Affairs,
Department of Families and Communities and Department for Transport, Energy and
Infrastructure.

1.2 customer survey

The consultants advised that a sample of 400 customers who had used the services of EIOSA
would provide a credible statistical sample. Approximately 850 energy consumers were
contactedinwriting seekingtheirinvolvementinthe surveyandwere assured of confidentiality.
This approach resulted in the sample size being achieved and an agreed survey questionnaire
was used to capture the data.

1.3 omnibus survey

Interviews were conducted with 500 members of the general public based on randomised
sampling of Adelaide metropolitan (75 per cent) and regional (25 per cent) population in order
to ascertain their awareness of EIOSA.

1.4 staff survey

All EIOSA staff members were given the opportunity to provide their perceptions of how
customers evaluate the service they receive. The survey was hosted on the Harrison Research
website and staff members were sent individual links.
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2. conclusions

The results of the review were quite positive across all groups surveyed and are reasonably
consistent with the 2006 survey.

2.1 internal and external stakeholders

Overall, the consultants reported that ‘the vast majority of stakeholders were very satisfied
with regard to the key issues discussed and no specific concerns were raised”. In terms of
upcoming industry changes such as the move to the National Energy Customer Framework
and possible inclusion of the water industry into the scheme, these changes were seen as
positive, with the only concern being around ensuring that adequate resourcing is in place.

Accessibility of EIOSA is rated very highly by most of the stakeholders and all are generally
content with the current funding and governance arrangements, the cooperation between the
Board and the Ombudsman, and the independence of the Ombudsman.

The chart below summarises the average rating given on each of the key issues discussed
with stakeholders as part of the interview process.

R e S S S

arrangements

of Board and Ombudsman

ficencyand oftecivoncs: | ¢

balancing of
scheme members

7.8

accountability to
scheme members

accountability to
customers

fairness and impartiality

efficiency in managing
complaints

_external
- internal

achievements of objectives

10

2.2 customer survey

In this part of the review respondents were asked to rate their level of satisfaction with key
aspects of the complaint process on a scale of 1 to 10 where 10 is very satisfied and 1 is not
satisfied at all.

Harrison Research reported that overall the vast majority of customers were very satisfied
with their interaction with EIOSA, with some of the highest mean scores they had encountered
in their work recorded.

EIOSA ANNUAL REPORT 2010-11 1 7
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the likelihood of
recommendations to others

the overall level of satisfaction
with your dealing with EIOSA

the effectiveness in
handling your complaint

the level of satisfaction
with the actual outcome

the staff you dealt with keeping you
informed of progress of the complaint

the staff you dealt with responding
to your concerns

the staff you dealt with showing an
understanding of your problem

the staff you dealt with being
polite and courteous

the fairness of the staff

clarity of the information

being provided with clear and
easily understood information

the knowledge of the eiosa staff

the ease of making contact with eiosa

2.3 omnibus satisfaction survey

Total awareness and recognition of EIOSA in the general public survey is at 45 per cent, which
is virtually unchanged from the previous scheme review. These results were complemented
by a further 9 per cent of respondents who indicated that they would approach an Ombudsman
if they were experiencing difficulties, suggesting that up to 63 per cent of those surveyed
would find EIOSA if necessary.

2.4 staff survey

EIOSA staff were asked a range of questions on their understanding about customers’
expectations and perceptions of the service provided by EIOSA. The results below suggest a
solid understanding about the expectations of customers.

18




the ease of making contact
with the ombudsman

the knowledge of the staff
they dealt with

being provided with clear and
easily understood information

clarity of the information

the fairness of the staff

the staff they dealt with
being polite and courteous

the staff they dealt with showing
an understanding of their problem

the staff they dealt with
responding to their concerns

the staff they dealt with keeping
them informed of the progree of their
complaint

the complaint being handled
in a timely manner

customer \ \ \ \ \ \ | |
_perception -staff 0 1 2 3 4 5 6 7 8 9 10

3. recommendations

Whilst there is a high level of satisfaction with the scheme across all groups, several
recommendations have been made by the consultants to assist with the continual improvement
of EIOSA. These recommendations include:

e a focus on making customers aware of the timeframe involved in the complaint handling
process and providing an understanding of the other party’s position

e continual targeting of information to improve connections with non-English speaking and
culturally diverse communities and the elderly

e ensuring adequate resourcing to maintain the current high levels of service as EIOSA
transitions to the National Energy Customer Framework and if the water industry becomes
part of the scheme

e continuing to participate in and foster industry dialogue to encourage industry to deliver
improved services to their customers.

These recommendations have been included in the EIOSA 2011-12 Business Plan for actioning.

operational review

A process review of EIOSA’s work flows was undertaken during the year. Integrated Business
and Management Solutions were engaged to conduct the independent review, which involved an
examination of work practices and procedures, efficiency of work flows, use of technology and
opportunities for improvement.

Whilst no significant deficiencies were identified, a number of opportunities aimed at
continually improving the operation will be implemented in the 2011-12 year. One area of focus
will be determining the future technology requirements that will underpin the operation in case
management and reporting. Our current case management system is over ten years old and
is due for replacement so further optimisation of case management can occur with improved
functionality for analytical reporting purposes.

EIOSA ANNUAL REPORT 2010-11 1 9
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Over the past 10 years EIOSA has developed a solid database of complaint information and
statistics on the categories and issues of cases managed. During the year focus was placed on
understanding the reasons why customers required the intervention of this office to resolve
their complaint. Over time a broader understanding of the drivers that led to the complaint
being escalated, coupled with the reason for the service failure, may lead to the collation of
useful information that could be shared with regulatory bodies and energy companies. This
information may assist to improve the quality of service provided to consumers and minimise
the need for the complaint to be escalated to an external body like EIOSA.

national energy customer framework

The development of a single national framework for regulating the sale and supply of gas and
electricity to retail customers continues to progress with the passing of the Retail Law in the
South Australian Parliament on 9 March 2011.

The Ministerial Council on Energy has agreed that the jurisdictions would work towards a 1 July
2012 start date for the new law, rules and regulations.

EIOSA is taking the necessary steps to ensure that it is prepared for the changes when they occur.

new funding model

On 1 July 2010, EIOSA adopted a new funding model based on a ‘user pays’ business model. The
model has three components: a fixed component based on customer numbers, a contribution
to fixed costs and the balance on case handling fees.

The new arrangement has been well received by members and aims to place a greater focus
on energy companies resolving complaints direct with their customers without EIOSA’s
involvement and managing cases at lower levels and more expeditiously.

water industry

The South Australian Government continues to progress its reforms to the water industry with
the introduction of the Water Industry Bill 2011 into State Parliament expected early in the new
financial year.

The proposed Bill seeks to appoint the Essential Services Commission of South Australia as the
independent regulator for urban and regional water and sewerage services. It is expected that
the legislation will also allow for an independent Water Industry Ombudsman along with other
consumer protections. We understand that the expansion of EIOSA to incorporate the water
industry (as has occurred in other jurisdictions) is contemplated.

Planning is well underway to ensure EIOSA is prepared for the changes if, and when, they occur.

community awareness

Community support agencies provide a valuable link in assisting EIOSA to promote its services
to a broad range of consumers and, in particular, low income and disadvantaged households.

During the year the Ombudsman met with a number of service agencies to provide updates on
case trends and emerging issues. These discussions are also useful in understanding current
community concerns impacting on energy users.
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guiding principle meeting with members

Maintaining regular contact with member companies, in particular those with large customer
bases, isimportant to ensure EIOSA is informed of matters that may materialise into consumer
issues. These discussions assist in developing mitigation strategies where changes are
proposed based on EIOSA’s comprehensive experience on possible impacts.

S

Meetings are also held on a regular basis with those companies generating most complaints
to review progress towards resolution in a timely fashion and consider suitable negotiated
outcomes. This has proved quite successful in assisting to clear the increased volumes
experienced during the year within a reasonable timeframe.

media

The Ombudsmanrespondedtoanumberof mediaenquiriesand participatedin mediainterviews
relating to energy sales and marketing, credit management, billing, customer services and
scheme activity during the year.

human resources

The increase in case volumes necessitated the employment of two additional Investigation
Officers during the year. As at 30 June 2011, the office comprised 14 employees (13.1 full time
equivalents)

The move to new accommodation was completed on schedule and to budget in October 2010.
The new work environment has provided staff with modern facilities that encourage greater
interaction between team members.

Afocus on continual learning, an updated intranet site and an improved review and performance
process have been areas of attention during the year.

In May 2011, the Board approved the provision of trauma insurance to eligible staff. This cover
provides payment of an agreed sum in cases where employees are suffering a defined critical
illness.

| extend my thanks and appreciation to the dedicated and hard working EIOSA team who have
endured a challenging year and still delivered quality, highly valued, dispute resolution services
to SA consumers.

members of elosa

As at 30 June 2011, EIOSA had 22 members, consisting of 17 electricity members and five gas
members. Diamond Energy and AGL Sales joined the scheme during the year. See page 11 for
details.

the board

The support and guidance of the Board is truly appreciated and | extend my thanks to the
Chairman and Directors.
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high bill

Mrs A contacted EIOSA and explained that she had received higher than expected bills from her electricity
company after moving in, despite using the same appliances for the same amount of time as at her previous
address. EIOSA referred the matter to her electricity company, which arranged for the meter to be tested. The
test found the meter was recording her usage accurately. EIOSA was unable to find any billing faults and it was
suggested that Mrs A review her appliance use and perhaps engage an electrician to check for faults.
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member systemic issues

The primary role of EIOSA is to resolve complaints about electricity and gas services that
cannot be resolved by customers and the relevant energy companies.

However, EIOSA also plays an important role in identifying systemic issues; that is, issues or
changes in policy and/or practices by a member company that affect, or have the potential to affect,
a number of customers. EIOSA’s independent contact with customers enables us to identify and
report relevant matters to members and ESCOSA and to facilitate early corrective action.

A summary of the key systemic issues that impacted individual members during the year is
provided below.

incorrect contact details for eiosa

The Energy Retail Code requires that reminder notices warning of imminent disconnection
include the contact details for EIOSA. On the South Australian notices of one energy retailer
contact details for an interstate scheme were provided. The retailer remedied the problem as
soon as it was brought to its attention by EIOSA.

wrong rate changes

A retailer wrote to a number of South Australian photovoltaic customers informing them of a
rate change that was applicable to another jurisdiction. Upon becoming aware of the error the
retailer wrote to the affected customers and corrected the information.

late gsl payments

The electricity distributor is required, under certain circumstances, to make automatic
guaranteed service level payments to consumers who are affected by power interruptions that
exceed prescribed periods defined in the Electricity Distribution Code. These payments should
be made within three months of the event occurring. A number of payments were not made
within the period but following contact by EIOSA the distributor promptly rectified the matter.

solar feed-in credit

The electricity distributor is required to forward to the retailer a credit for each unit of
electricity that a photovoltaic customer returns to the grid. Electricity retailers are obligated
to pass through the incentive payment to the customer as a credit on the bill. As a result of a
system problem a number of customers of one retailer did not receive the incentive payment.
On becoming aware of the problem, the retailer corrected the problem and re-issued bills to
impacted customers.

incorrect feed-in graph

Due to a system error, one retailer’s graphical information on bills illustrating the amount of
energy returned to grid was incorrectly calculated. The error did not impact on the accuracy
of the accounting on the bill. The retailer took steps to correct the graph on becoming aware of
the problem.

energy concession error

The energy concession passed through to customers by one retailer was not increased at
the start of the financial year. As a result a number of recipients continued to receive the old
amount. EIOSA raised the matter with the retailer who corrected the problem and also made a
goodwill payment to impacted customers for the inconvenience caused.

misaligned tariffs

As a result of consumer complaints a retailer undertook a review of the tariff structures
used to calculate its customer bills. The review concluded that a number of customers were
undercharged whilst another group was overcharged on certain product codes. The retailer
proposed to write to all impacted customers advising of the error and proposing a resolution
for future bills.

application of gst

The GST was incorrectly under-calculated on the invoices of approximately 1,150 photovoltaic
customers by an energy retailer. On becoming aware of the problem the matter was rectified
and the retailer elected not to recover the undercharged amount from their customers.
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kusoma gharama kwa makadirio

Bibi M alianza biashara ndogo ndogo za mali yake ambayo ilisababisha kuongezeka kwa matumizi ya umeme.
Yeye alipata akaunti ya makadirio ya robo mbili ya mwaka na bili katika robo iliyofuatazo ambayo ni pamoja
na kuongezeka kwa matumizi ya robo zote tatu. Yeye hakuwa na furaha na alifikiri kuwa kuna tatizo la mita.
Wagawaji wa umeme walipanga kwenda kusoma mita kuangalia na kupima kama iko vizuri na wakakuta kuwa
haina tatizo. Bibi M bado hakuwa na furaha na angeweza kubadilisha matumizi yake kama angejua kuwa bili
itakuwa ya juu. Chini ya sharia ya matumizi wa umeme, wateja wanaweza kupokea bili ambazo zimebalishwa
gharama mpaka kwa miezi 12 ukianzia na bili ya hivi karibuni. Mteja alilazimika kulipa gharama za nyongeza

karibia $10,000
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estimated reads

Mrs M started a small business at her property, which resulted in increased electricity use. She received
estimated accounts for two quarters and a bill in the following quarter which included the increased usage
for all three quarters. She was not happy and thought there was a problem with the meter. The retailer
arranged for the meter reading to be checked and for the meter to be tested and both were found to be
accurate. Mrs M was still not happy and felt she could have changed her usage if she had known that the bills
were so high. Under the Energy Retail Code, customers can receive bills that have amended usage following
estimates for up to 12 months’ usage from the most recent meter read. The customer was liable for the

additional usage, approximately $10,000.
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guiding principle vegetation clearance

Mr Z advised EIOSA that his electricity supply was not reliable due to vegetation touching
powerlines and his foothills home experienced a high number of outages. He expressed
his concerns that the practice of the electricity distributor to only trim the gum trees near
powerlines every three years was not often enough to ensure branches and foliage were kept
clear from the lines. As Mr Z had been in touch with the distributor and was not satisfied with
the reply, we agreed to investigate. The electricity distributor confirmed its compliance with
the Electricity Act and Native Vegetation Act to trim trees in non-bushfire risk areas every three
years within specified clearance zones. These stipulate that vegetation is to be trimmed from
around the powerlines to ensure no part of the vegetation or regrowth will come into contact
with powerlines, including by bending in the wind. Events such as vegetation breaking off and
blowing into the lines is not covered. The distributor explained that all the outages experienced
by Mr Z were caused by vegetation from outside the prescribed clearance zone contacting the
powerlines during storms and most were from well outside the clearance zone. The distributor
advised it had installed insulation on high voltage lines at several problematic areas and this
had reduced the number of outages. Mr Z was advised that the distributor was liable to pay a
Guaranteed Service Level payment when there were ten or more power interruptions in any
one financial year. Mr Z was not entitled to any payment at that time as there had not been ten
interruptions.

gas heating value

Mr Q was concerned about high gas bills for his property and initially contacted his energy
company. It confirmed it had billed him for the wrong property and arranged to transfer the
correct account so they could bill him. When the energy company did not provide new bills
and the account reconciliation statement it had promised, Mr Q contacted EIOSA. The matter
was referred to the energy company at a higher level and the bills and statement were issued.
However, when Mr Q received the revised bills he noticed the figure for the Heating Value, which
is used to calculate the number of MJs [megajoules), was different to that on the original bills
so he contacted us again. Upon checking with the gas distributor and the energy company, we
found the energy company had incorrectly recorded the address in its system and the original
bills were actually for an address in another suburb. The gas distributor advised that the
Heating Value was based on the quality of gas available in a specific area and it was different
between suburbs. Mr Q and EIOSA were satisfied with the explanation.

Incorrect transfer and meter installation

Mr B contacted EIOSA after he received a final bill from his chosen electricity retailer (Retailer
A) and then a man came to his house and installed a new ‘smart’ electricity meter he had not
requested. Mr B contacted Retailer A to ask why his account had been closed and was told he
had been transferred to Retailer B. Mr B advised he had not requested this.

An EIOSA investigation revealed he had been transferred to Retailer B, which had included his
property in a marketing campaign to install new ‘'smart’ electricity meters. This installation
automatically replaced Mr B’s previous electricity meter and meant his chosen retailer (Retailer
A) was unable to bill him as it had previously.
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Investigations by Retailer B revealed it had incorrectly signed Mr B up to its campaign, thinking
his property was for another customer. It then contacted Mr B, apologised, and arranged
for Ministerial approval, as is required, to remove its 'smart’ meter and have a ‘basic’ meter
installed again. Once this process was completed, EIOSA assisted Mr B further by facilitating
the transfer of his account back to his retailer of choice. Mr B was not charged for electricity
consumedwhile he had theincorrect meterinstalled and he wasvery thankful forthe assistance.
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compteur défectueux

M. L a contacté EIOSA au sujet des factures d'électricité extrémement élevées qu’il avait contestées
précédemment avec son détaillant. EIOSA a renvoyé 'affaire a un plus haut niveau avec son détaillant qui s'est
organisé pour faire vérifier le compteur. Le compteur s’est avéré défectueux et a été remplacé. Une lecture
du nouveau compteur a été obtenue un mois plus tard et a été utilisée pour changer les lectures fournies
précédemment pour U'ancien compteur. Le détaillant a émis des factures modifiées et le compte du client était
créditeur. Le client était satisfait du résultat

26

faulty meter

Mr L contacted EIOSA in relation to very high electricity bills that he had previously disputed with his retailer.
EIOSA referred the matter to a higher level with his retailer, which arranged for the meter to be tested. The
meter was found to be faulty, and was replaced. A meter reading was obtained on the new meter a month
later and this was used to amend the meter readings provided previously for the old meter. The retailer issued
amended bills and the customer’s account was in credit. The customer was satisfied with this outcome.
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guiding principle cross—metermg — gas

Ms S advised she moved into her address three years ago and arranged with her retailer to
install a gas meter on site. She received her bills and noticed she was being charged for an
incorrect gas meter number. Upon checking with her retailer it was confirmed it was billing
for a different gas meter. The customer then started to receive gas bills 'to the occupier’ from
another company for yet another gas meter number. She then received more bills from her
retailer with two different meter numbers. As the customer was unable to resolve the situation
with either company she requested EIOSA’s help. We were able to unravel a ‘cross-metering’
situation and, with the help of the gas distribution company, to determine which retailer should
be billing her gas supply. Ms S was very happy that EIOSA was able to fix the situation for her
without any more stress.

ts

cross metering - electricity

Mrs G had received high electricity bills since the installation of a second meter three years
before when she had subdivided her property. She believed she had been paying the bills for
the other property as the occupant used electricity consistently throughout the day, while she
was hardly ever home.

After her electricity retailer told her the billing was correct and offered no further assistance
she contacted EIOSA and we arranged for a consultant from a higher-level area within the
retailer company to contact her.

The retailerarranged for ETSA Utilities to conduct a meterinspection at the property and cross-
metering was confirmed. The issue was resolved and the retailer reissued Mrs G’s bills from
the meter installation date. This resulted in a credit of $1,349.72. The retailer advised EIOSA
that Mrs G had expressed dissatisfaction regarding this advice, as she believed her account
should be in credit by over $3,000, and that she intended to contact EIOSA. To date we have not
been contacted regarding further assistance.

meter abolition

Mr E contacted EIOSA very distressed because the gas meter had been removed from his newly
purchased rental property without his authorisation, leaving his tenants without gas. The gas
distributor had informed him that a gas retailer had instructed them to abolish the meter.

Mr E reported that the distributor had advised it could not use the same inlet to reconnect the
service and he was required to engage a gasfitter. He did not believe he should be responsible
for payment of the costs associated with the reconnection or for the arrangements he had made
for temporary hot water at the property.

We arranged for a consultant from a higher-level area within the retailer to contact Mr E to
address his concerns. The retailer acknowledged the meter abolishment request had been
raised in error but said it could not assist Mr E with the reconnection of the service as his
tenants had arranged for their gas to be connected with a different retailer. It agreed, however,
to reimburse Mr E for all expenses incurred to restore gas supply to the property.
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We contacted the distributor and liaised with Mr E to arrange a suitable time to restore the gas
supply to the property. He arranged for a gasfitter to complete the required works. The gas
supply was restored, Mr E provided tax invoices for the associated expenses incurred and the
retailer arranged reimbursement.
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electricity disconnection in error

EIOSAwas contacted by arepresentative of agovernmentdepartmentwho had beenapproached
by Mrs T. Her electricity had been disconnected for seven days while she was away and she
had returned to the stench of meat and other perishables rotting. Mrs T had not received bills
for over two years from her chosen retailer. However she was paying towards a payment
plan and wasn’'t worried because she was making the payments. In the months preceding the
disconnection, Mrs T asked her retailer why she had not received a bill. She was advised that
she was no longer a customer of theirs and the officer advised her not to worry as they would
look into this and get back to her. She received no further information from her retailer.

EIOSA established that another retailer had taken over Mrs T's account in error, with bills for
her usage being sent to another person at another address.

As the actions of both retailers resulted in the disconnection for Mrs T, both agreed to
compensate her for her losses. Her chosen retailer gave a customer service gesture of $400 to
replace food which had been lost, and the other retailer agreed to waive all bills which had been
sent to the wrong property. These totalled $3,022.00.

transfer without consent

Mrs H was referred to EIOSA by Consumer and Business Services. She was being billed for
electricity by her retailer (Retailer A) until another retailer commenced billing her without her
authorisation.

Mrs H advised that she had received a marketing call at her home from the other retailer
(Retailer B), who had asked if she was happy with her current electricity supplier. She had
told them that she was not interested in anything and had hung up. A representative also had
knocked on her door and she had asked them to go away. Mrs H then had contacted her energy
company and arranged for the account to be transferred back.

Some months later, when Mrs H had not received a bill from Retailer A, she realised Retailer B
had become her energy company again without authorisation. She was furious and lodged an
online complaint with EIOSA as she was dissatisfied with the marketing practices of Retailer B
and wanted them to stop taking over her electricity supply.

EIOSA referred the complaint to a high-level contact at Retailer B. Mrs H was contacted within
two business days and Retailer B immediately apologised for its error and returned Mrs H's
account to Retailer A. Mrs H was happy with EIOSA’s assistance and satisfied with the outcome.

back billing

Mr W advised EIOSA that he had a manufacturing business and had transferred to a new
electricity retailer 18 months before. His electricity bills had been very low but after questioning
this he was told by the retailer that they were correct. However, some time later he received a
back bill totalling $53,000.

Following EIOSA involvement, it was identified that the energy company was billing Mr W’s
business based on the wrong contract rates. It agreed to reduce the back-billed amount by
$20,000 and provide an extension of 18 months to pay the outstanding balance. While customers
using in excess of 160 MWh (megawatt hours) of electricity are not offered protection under the
Energy Retailer Code, EIOSA was able to help. Mr W was satisfied with the outcome.
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guiding principle solar paﬂelS

Mr K advised EIOSA that his solar panels had been incorrectly installed on his house roof, not
on his shed roof as requested, and he had been required to pay an extra $4,000 to have them
relocated. He was not happy and wanted his electricity retailer to reimburse him. The company
that sold the panels was also an energy retailer. Mr K wrote to the company but had no reply.
EIOSA explained to Mr K that it has no jurisdiction over matters relating to the installation of
a product/appliance, including solar panels, but put him in touch with a higher-level contact
within the energy retailer. We also explained that if he did not receive a satisfactory response he
should contact Consumer and Business Services, which may be able to assist him further. The
energy retailer arranged for the manager of its solar department to address Mr K’'s concerns.

Incorrect meter reads

Ms J contacted EIOSA very distressed about incorrect electricity meter readings on the bills
she had received from her retailer for the past year. She explained that she had a five-dial
meter but the readings provided on her bill suggested she had a six-dial meter. She raised the
issue with her retailer on a number of occasions, and the account was amended to reflect the
correct readings. However she was left with a large back bill to pay.

EIOSA investigated and found that the retailer had back billed for the previous twelve months,
as it was entitled to do under the Energy Retail Code. However, the meter readings were not
amended correctly, and a further adjustment was made to credit the consumption that related
to periods older than twelve months. The retailer also provided a customer service gesture to
acknowledge the inconvenience caused. The retailer offered Ms J a suitable payment plan over
twelve months, as required under the Code. She was satisfied with the outcome.

final read error

Mr R contacted EIOSA in relation to a high bill disputed with his electricity retailer for a period
of time he was regularly away from the property. He had a solar system installed in December
2010, and the import/export meter was installed in January 2011. As he had the solar system
connected and was generating electricity during the interim period, he disputed the final
reading obtained when the old meter was removed.
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EIOSA investigated and found that the meter reading had actually registered negative
consumption for the period up until the old meter was removed, and an estimated reading
was provided which was higher than the actual reading in January 2011. As a negative reading
cannot be supplied for billing, the final meter reading for the old meter was amended to be the
same as the previous actual reading obtained in December 2010. The amended meter readings
were provided to the retailer, and it subsequently issued an amended bill that was significantly
lower than the original bill. The customer was satisfied with the outcome.
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overview

EIOSA received 10,204 cases in 2010-11, an increase of 1,364 cases (15.4 per cent) from the
previous year. The main increase was experienced in the Marketing & Transfer issues (927
cases or 95.6 per cent increase) associated with competitive activity in the energy retail
markets. There were also increases in General Enquiries (368 cases or 68.5%) and Supply
Quality issues (109 cases or 59.6%)

Billing issues provided the most number of cases handled (4,234 cases or 41.49 per cent of the
total number of cases). However there was a 10.5 per cent decrease (-496 cases) in the number
of Billing cases received in 2010-11 compared to 2009-10.

issues received

The table below provides details of the cases received and compares activity with the previous
reporting period.

2009-10 2010-11 Difference
Issues [Cases Received) no. % no. % no. %
Billing 4730 53.5% 4234 41.5% -496 -10.5%
Competition
Eeles &?\Aarketing] 970 11.0% 1897 18.6% 927 95.6%
Credit Management 969 11.0% 1169 11.5% 200 20.6%
Customer Service
(Incl Privacy) 679 7.7% 900 8.8% 221 32.5%
General Enquiry 537 6.1% 905 8.9% 368 68.5%
Land 82 0.9% 113 1.1% 31 37.8%
Provision 690 7.8% 694 6.8% 4 0.6%
Supply Quality 183 2.1% 292 2.9% 109 59.6%

8840 100.0% 10204 100.0%

industry

Electricity issues comprised 83.4 per cent (83.6 per cent in 2009-10) of the cases handled by
the scheme, with gas accounting for 12.5 per cent (13.6 per cent in 2009-10) and dual fuelissues
(mostly contract and marketing issues) comprising 4.1 per cent (2.8 per cent in 2009-10). The
table below illustrates activity by industry/fuel.

Dual Fuel is where the case relates to both Electricity and Gas.

industry
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case

The difference between enquiries and complaints

A case represents a contact to EIOSA and can be handled as an ‘enquiry’ or a ‘complaint’. There
were 10,081 cases handled (closed) in 2010-11.

An ‘enquiry’ is a request for information or service. A complaint is an expression of
dissatisfaction with an energy company that is a member of EIOSA.

enquiries

Many enquiries involve the provision of information and/or advice. Typically an investigation
officer will provide information on industry codes and regulations that may apply to the
customer’s issues. If the issue is outside the jurisdiction of EIOSA we endeavour to provide
the customer with details of appropriate referral points. The provision of timely and accurate
information is an important component of EIOSA’s role.

EIOSA handled 2,376 cases at the enquiry level, 23.6 per cent of the total cases handled in 2010-11.

complaint - refer to customer services (rcs)

If a person with a complaint has not contacted the energy company prior to contacting EIOSA,
the contact with EIOSA will be recorded as a Refer to Customer Services (RCS) complaint and
the customer asked to contact the company’s customer service section. Itis a requirement of
EIOSA's Charter that the company has had an opportunity to consider the complaint.

The RCS case level was introduced in 2010-11. Previously cases where the complainant had not
contacted the energy company were classified as Enquiries.

EIOSA handled 1,345 cases at the RCS level, 13.3 per cent of the total cases handled in 2010-11.

complaint - refer to higher level (rhl)

If a customer has been unable to resolve a complaint with an energy company, EIOSA accepts
the issue as a complaint. If the customer’s contact has been at the company call-centre level
only, EIOSA will refer the complaint to the company’s higher-level dispute resolution area
under our Refer to Higher Level policy.

This policy is similar to other industry ombudsman schemes and provides the company with an
opportunity to resolve the customer’s complaint at a more senior level. Exceptions to this RHL
policy include complaints about disconnections that are imminent or have already taken place.

Customers are advised that if they are not satisfied with the resolution or the time taken to
resolve their complaints they should contact EIOSA again.

EIOSA does not close a RHL case until advised by the company that the complaint has been
resolved. In this way EIOSA maintains a ‘watching brief” over the resolution. Again, as detailed
above, if the customer advises EIOSA that he or she is not satisfied with the outcome, the case
is upgraded as an investigation.

EIOSA handled 5,455 RHL cases, comprising 54.1 per cent of the contacts, in 2010-11.

complaint - consultation

A ‘consultation’ complaint emanates from a customer who is without gas or electricity supply.
Cases include situations where customers have been disconnected (or disconnection is
imminent) for non-payment of accounts.

EIOSA handled 426 Consultation cases, comprising 4.2 per cent of the contacts, in 2010-11.

complaint - facilitation

Prior to aninvestigation of a case, for straightforward matters EIOSA may facilitate a resolution
between the complainant and the energy company.

The complainant is provided with written details of the outcome of a Facilitated case.

EIOSA handled 275 Facilitation cases, comprising 2.7 per cent of the contacts, in 2010-11.
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complaint - investigation

When a case has been accepted for investigation, the member company is asked to provide
information to assist the investigation. This may include details such as the customer’s billing
history, previous contacts between the member and the customer relevant to the complaint,
cause of any outage, and whether informed consent was given as part of a market contract. If
the customer has supporting information, we ask that this also be provided.

Where appropriate, EIOSA may also obtain independent technical or legal advice or seek the
opinion of a regulatory body such as the Essential Services Commission of South Australia or
the Office of the Technical Regulator.

Investigations will normally also include reviews of whether the requirements and provisions
of the relevant energy codes and regulations have been met.

EIOSA's aim is to establish an objective and independent view of the issues and to negotiate fair
and reasonable outcomes.

EIOSA handled 204 Investigations, comprising 2.0 per cent of the contacts, in 2010-11.

“Bhalisation

case finalisation levels 2010-11

During 2010-11 cases to EIOSA were finalised at the following levels:
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enquiry rcs rht consultation facilitation investigation

If you combine the Enquiry and Refer to Customer Services (RCS) categories for 2010-11 there
was a total of 3721 Enquiry/RCS cases, an increase of 348 (10.3 per cent] compared to the
previous year.
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issues

The types of issues that were finalised in 2010-11 compared to 2009-10 are outlined in the
following table.

2009-10 2010-11 Difference
Issues
(Cases Finalised No. % No. % No. %
Billing 4807 53.6% 42272 41.9% -585 -12.2%
Competition
(Sales &%arketing] 1007 11.2% 1803 17.9% 796 79.0%
Credit Management 973 10.8% 173 11.6% 200 20.6%
Customer Service
[lnClUding PriVaCy] 666 7.40/0 912 9.00/0 246 3690/0
General Enquiry 543 6.1% 898 8.9% 355 65.4%
Land 83 0.9% 113 1.1% 30 36.1%
Provision 705 7.9% 671 6.7% -34 -4.8%
Supply Quality 188 2.1% 289 2.9% 101 53.7%

100.0% 10081 100.0% 1109

billing

In common with other similar Ombudsman schemes, billing issues continue to be the largest
issue category, with the 4,222 cases representing 41.9 per cent of total caseload. Last year the
4,807 billing cases represented 53.6 per cent of the total number of cases finalised.
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There was a 12.5% increase in the number of High Bill cases, the most common billing sub-
issue. Offsetting this increase were decreases in the number of Back Bill (-20.8 per cent] and
No Bill or Delay cases (-33 per cent].

credit management - disconnections

The number of disconnection and imminent disconnection cases increased from 390 in 2009-
10 to 521 in 2010-11. While disconnections and imminent disconnections remain a relatively
small component of the credit management category, these cases are of importance and are

continually monitored for changes.

The chartand tables below detail the number of disconnection cases finalised between 2009-10

and 2010-11.
Disconnections as % Disconnections as
Number of Billing and Credit % of Total Cases
Cases
2009-10 390 6.7 4.3
2010-11 521 9.7 5.2

disconnection by industry/fuel

Industry/Fuel Actual Imminent TOTAL

Elect & Dual 286 150 436

Gas 73 12 85

TOTAL 359 162 521

yearly comparison

YEAR CETS Elect & Dual TOTAL
2009-10 103 287 390
2010-11 85 436 521
Diff -18 149 131

% Diff -17.48% 51.92% 33.59%

disconections

600

500

2009-10

2010-11

_ Electricity
- Gas
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sales marketing & transfer

Finalised Sales & Marketing ([competition-related) cases increased by 796 (79 per cent) from
2009-10. There were large increases in the number of complaints about market conduct
(68.4 per cent) and transfers (delays in transfer and the wrong connection transferred) (121.4
per cent).

SUB-ISSUE 2009-10 2010-11 Difference % Change
Contract 245 350 105 42.9%
Information 81 81 0 0.0%
Market Conduct 256 431 175 68.4%
Transfer 425 941 516 121.4%
TOTAL 1007 1803 796 79.0%

sales marketing & transfer
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information market transfer

conduct
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supply quality
EIOSA finalised 289 supply quality cases during 2010-11 compared to 188 in the previous year,
an increase of 101 (53.7 per cent).

Two major storms (severe weather incidents) during the year resulted in a significant number
of customers being without electricity for a protracted period. Complaints were in regard to the
duration of the outages and the application of Guaranteed Service Level payments.

SUB-ISSUE 2009-10 2010-11 DIFF
Damage 56 43 =8 -23.2%
Delay in Repair 11 6 -5 -45.5%
Planned Outage 14 9 -5 -35.7%
Unplanned Outage 63 169 106 168.3%
Voltage Variations 4t 62 18 40.9%
TOTAL 188 289 101 53.7%
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supply quality
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timeframe for finalisation of cases

Despite the continuing high case volumes, there has been a decrease in the proportion of cases
over 63 days old at finalisation.

timeframe for finalisation of cases
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average handling times

The introduction of the two new case handling levels - Refer to Customer Service (RCS)
and Facilitations - had an overall positive impact on average handling times for 2010-11.

average handling types
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contact statistics 2010-11

Around 820,000 electricity customers and 400,000 gas customers potentially fall within the
jurisdiction of the scheme.

The following tables provide EIOSA contact statistics for the 2010-11 year.

gender

Male 50]76%

Female 49124%

\ \ \ \ \ \ \
0.20 0.25 0.30 0.35 0.40 0.45 0.50 0.55 0.60 0.65 0.70 0.75 0.80

where cases come from

Rural 24123%

Metro 75177%

\ \ \
0.00% 10.00% 20.00% 30.00% 40.00% 50.00% 60.00% 70.00% 80.00%

method of contact

in person 0.78%

e-mail
or web

letter
or fax

phone 90.56%

\
0.00%  20.00% 40.00% 60.00% 70.00% 80.00% 100.00%

sources of contact

not for profit/

0,
arountsout | 0-47%

business 4.41%

domestic 95.12%

0.00%  20.00% 40.00% 60.00% 70.00% 80.00% 100.00%
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how eiosa dealt with cases

out of jurisdiction/
declined

conciliation/
negotiated settlement

referred to another area

provided general information

referred to member’s
higher level contact

referred to member’s
customer service area

\ \
0.00% 10.00% 20.00% 30.00% 40.00% 50.00% 60.00% 70.00%

electricity (& dual fuel] cases received by provider

not recorded/unknown
(electricity])
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[electri%i%/y reta?ﬁ

origin ener
[electri%ity reta?l)i
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(electricity reta|L)1

~ etsa utilities
(electricity distribution)

~ electranet sa
(electricity transmission)
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gas cases received by provider

not recorded (gas issue)
truenergy (gas retail)
simply energy (gas retail)
origin energy (gas retail)
envesta (gas distribution)

agl (gas retail)
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STATEMENT OF INCOME FOR THE YEAR ENDED 30 JUNE 2011

2011 2010
$ $

Revenues from ordinary activities 2,044,638 1,645,216
Expenses from ordinary activities 1,613,890 1,420,850
Profit for the year 430,748 224,366
Other comprehensive income -
Total comprehensive income 430,748 224,366
STATEMENT OF FINANCIAL POSITION AS AT 30 JUNE 2011
CURRENT ASSETS
Cash and cash equivalents 594,878 657,425
Trade and other receivables 350,962 115,878
Other - 209,043
TOTAL CURRENT ASSETS 945,840 982,346
NON CURRENT ASSETS
Property, plant and equipment 506,763 104,976
Rent Bond receivable 17,100 17,100
TOTAL NON CURRENT ASSETS 523,863 122,076
TOTAL ASSETS 1,469,703 1,104,422
CURRENT LIABILITIES
Trade and other payables 78,099 91,464
Provisions 101,519 489,576
Other 285,231 34,276
Office fitout incentive 85,000 -
TOTAL CURRENT LIABILITIES 549,849 615,316
TOTAL LIABILITIES 549,849 615,316
NET ASSETS 919,854 489,106
EQUITY
Accumulated surplus 919,854 489,106
TOTAL EQUITY 919,854 489,106
STATEMENT OF CASH FLOW FOR THE YEAR ENDED 30 JUNE 2011
CASH FLOWS FROM OPERATING ACTIVITIES
Payments received from members (inclusive of GST) 2,457,404 1,730,721
Interest received 17,892 12,917
Payments to suppliers and employees (inclusive of GST) (2,115,857) (1,451,582)
Interest paid = =
Net cash flows from operating activities 359,439 292,056
CASH FLOWS FROM INVESTING ACTIVITIES
Purchase of property, plant and equipment (421,987) (30,647)
Loss on disposal of plant & equipment = =
Net cash flows from investing activities (402,761) (30,647)
Net increase/(decrease) in cash held (62,548) 261,409
Cash at beginning of year 657,425 396,016
CASH AT END OF YEAR 594,878 657,425
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MULTI-LANGUAGE ADVICE

CROATIAN

Problemi s vasim dobavljatem elektri¢ne struje ili plina u JuZnoj Australiji?
Farlamentarni zatitinik prava gradana za energetsku industriju Juzne Australije (Energy
Industry Ombudsman SA) moze pomodi. Paramentarni zastitnik (Ombudsman) moze
istraZivati i fjefavati sporove izmedu stranaka | kompanija za elektrignu struju i plin.
Mezavisna, besplatna suba je na raspolaganju domadinstvima | poslovnim sirankama.

Kontaktirajte Paramentarnog zastitinika prava gradana za energetgku industriju Juzne
Australije (Energy Industry Ombudsman 3A): Besplatan poziv 1800 665 565

Tumat 131 450

Exete mpopAnfuara pe Tnv Tapoyn nAEkTpiopol f gwrtaspiou otn NA;

O Anpomog dammrrg (Ombudsman) yia Znripara Evepyeiag g NA pmopel va oog
ponérioe. O Anpémog Aiamnrrg epeuvd ko Advel Saguovieg peral TEAQTLY Kol
ETCIPENDY TTOPOYWYNS NAEKTOITUO0 KOl qruTagpiou.

H utrnpedia mpoopipetal Swpedy eE igou g8 BIWTES Kal ETIXEIpRUATIES.

TrheguoviaTe ¥wpls ypéuwan atov Anudomo o (Ombudsman) yia Znmiuara
Evépyeias oto Tnh, 1800 665 565

Ma v umnpeoia Seppnvéwy Tna. 131 450

9 133HS 10V4d

ITALIAN :

Ha praoblemi con la ditta che le fornisce I'elettricith o il gas in Sud Australia?

L'Ombudsman per 'Industria del’Energia SA pud aiutare. L'ombudsman pud
investigare e risolvere dispute tra clienti e le ditte che forniscono elettricita e gas.

Un servizio indipendente & gratuito & disponibile per clienti di uso domestico e
commerciale.

Contatti 'Ombudsman per I'industria dell'Energia SA: chiamata gratis 1800 665 565

Per un interprate 131 450

freeindependent
complaint resolution
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Problemy z dostawca elektrycznosci, lub gazu w Australii Potudniowej?
Rzecznik dfs Energetyki (The Energy Industry Ombudaman SA) mo2e pomoéc.

Rzecznik moze prowadzic dochodzenia i rozstrzygad spory pomigdzy klientami a firmami
dostarczajacymi energie elekiryczng i gaz.

Niezalezna, bezplatna pomoc dostepna dia prywatnych klientdw oraz dla
przedsiebiorstw.

Prosze sig skontakiowac z: Energy Industry Ombudsman SA: Freecall 1800 655 565

Tiumacze: 131 450

mo......o-ooo.o.o....o-ooo.o.o.....-ooo.

¥ Bac npofiaeMil ¢ NOCTABIAKOM WIEKTpHYecTEA W rata B Hwnoi
Ascrpaaun?

Bam MoseT nosods Opradi=auns «HEPIRH MHIAcTpH omOyacsier ¢t (The Energy Industry
Ombudsman SA), Ona MOKET IEYIHTE B PASPLIINTE CIOPEH MEXTY KIHEHTAMHE H KOMIAHHAMH
I'I:ﬂ?.I'IL'Il'I'FID H FE.'!JGII.B.EI'CIIIIIG.

IO HETBHCHMAR o BECTIATHAS Moy, KD'I'U]IIH MOIYT BOCTHNIEROBATECH MOCTHRE
NOTPedHTENN, 3 TAKKE NPSANPHATHA W OPranH3asH,

Bl MOeTe NoIBoMITE B OPraMHELGI0 «DHEpEH HIAACTPH oadyacmen 3aiis 1o
Gecnnarromy Tenedony: 1800 665 565

Fakas nepesomanka no Tenedony 131 450

freeindependent

complaint resolution

9 133HS 10V4d

o

Energy Industry
Ombudsman SA




An body established to investigate and between customers and electricity and gas companies in South Australia

This Annual Report has been printed on a paper stock from managed forests and produced using a digital printing process.

ENERGY INDUSTRY OMBUDSMAN (SA) LTD
ABN 11089 791 604

GPO Box 2947

Adelaide SA 5001

Energy Industry Freecall 1800665565 « Free fax 1800665 165
Ombudsman SA contact@eiosa.com.au ¢ www.eiosa.com.au

RIVER STRATEGIC DESIGN




