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The Behind-the-Meter Code of Conduct
and emerging energy services
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The BTM Code — Tenew.

Building on the ~
CEC Code, but /
broader in scope L
and technology- /
neutral.
Expected to go
live _by _the v Initial draft
begmnmg of v General consultation
2020. v' Technical consultation
Final draft
ACCC review

Final version
ACCC authorisation




The customer journey I'enew,

Installation Operation
and and
activation maintenance

Marketing

and presale

Everything prior Everything Installation of Product or service Product or service
to the customer between hardware is operational is no longer
expressing customer C tion t i operational
interest expressing AL A e Nl
. interest and Commencement
Provider has completion of the S A
no specific sale i .
knowledge of relationship
the customer Provider has
specific

knowledge of
the customer

At each stage in the customer journey there are principles
that will underpin good customer outcomes.



Code principles renew.

Explicit
informed Fit-for-purpose
consent

Marketing Dispute
practices resolution

Privacy and Compliance and
data collection enforcement

The BTM Code aims to fulfil two roles:

 Clarify the application of Australian Consumer Law
« Provide additional protections where necessary



From principles to requirements renew.

PRINCIPLE: representations of the value of a product or service must
use reasonable assumptions and consider site-specific factors

Solar panels Virtual Power Plant

Annual generation estimate considering: Where paid per event, compare with BAU
* location considering:

 shading « approx. number of events
« orientation « clear info about payment
* known DNSP restrictions - impact on battery life & performance

Bill savings and Rol based on: Where paid via discount hardware, bill savings
 generation estimate and Rol based on:

 actual or typical electricity tariff . typical electricity tariff

: 3CtL|'_a|_ consu::nption patterns . actual consumption patterns
> Clallnliake [PRASAMEIES GUE lans « impact on battery utilisation and health




Some issues for VPP customers 1'enew,

The value proposition Obligation to facilitate
« How does the customer figure out if « Customer provision of internet
it's a good deal? access?

« What if energy usage increases and

Privacy and security battery is not sufficiently charged?

« Data usage and rights
Adverse impacts
« Impact of VPP operation on battery
« battery cycles — health — lifetime
« warranty conditions

Finance (where applicable)

« Impact of payment difficulties or
defaults — use of licensed credit
providers

Change in circumstances
« What happens if house is sold?
« Exit fees?

Obligation to participate
» Ability to override remote control?
« How often and with what
consequences?
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Benefits Risks renew.
Ensure customer is considered Compliance and enforcement
« Sometimes customer perspective is « Poor compliance and enforcement
overlooked in planning and undermines the value of a code of
delivering innovative tech programs conduct
Minimise adverse outcomes Coverage
« Social license can be compromised if « Low coverage compromises
there are poor customer outcomes consumer and industry outcomes:
_  Too many unaccredited
Stand out in the market businesses behaving poorly
- Accreditation differentiates entrenches poor consumer
businesses from those who are outcomes
unaccredited « Low membership limits

economies of scale that make
membership affordable to small
players

Consumer confidence
« Good customer protections build
consumer confidence



renew.

VIRTUOUS CIRCLE

The more businesses that are accredited:
* the more accreditation is a market advantage
* the cheaper accreditation fees will be

* the more the code is a consumer benefit



Thank you

More information:

cleanenergycouncil.org.au/advocacy-initiatives/behind-the-meter-code

Dean Lombard
dean@renew.org.au

Renew’s participation in the BTM Code project was funded by Energy Consumers
Australia (www.energyconsumersaustralia.com.au) as part of its grants process
for consumer advocacy and research projects for the benefit of consumers of
electricity and natural gas. The views expressed in this presentation do not
necessarily reflect the views of Energy Consumers Australia.
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