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Important Notice
If you are a party other than Energy Consumers Australia, KPMG:



owes you no duty (whether in contract or in tort or under statute or otherwise) with respect to or
in connection with the attached report or any part thereof; and



will have no liability to you for any loss or damage suffered or costs incurred by you or any other
person arising out of or in connection with the provision to you of the attached report or any part
thereof, however the loss or damage is caused, including, but not limited to, as a result of
negligence.

If you are a party other than Energy Consumers Australia and you choose to rely upon the attached
report or any part thereof, you do so entirely at your own risk.
Limitations
The responsibility for determining the adequacy or otherwise of our terms of reference is that of
Energy Consumers Australia.
The services provided under our engagement letter (‘Services’) have not been undertaken in
accordance with any auditing, review or assurance standards. Any reference to ‘audit’ and ‘review’,
throughout this report, is not intended to convey that the Services have been conducted in
accordance with any auditing, review or assurance standards. Further, as our scope of work does not
constitute an audit or review in accordance with any auditing, review or assurance standards, our
work will not necessarily disclose all matters that may be of interest to ECA or reveal errors and
irregularities, if any, in the underlying information.
In preparing this report, we have had access to information provided by Energy Consumers Australia
and publicly available information. We have relied upon the truth, accuracy and completeness of any
information provided or made available to us in connection with the Services without independently
verifying it. The publicly available information used in this report is current as of 14 October 2016. We
do not take any responsibility for updating this information if it becomes out of date.
This report provides a summary of KPMG’s findings during the course of the work undertaken for
Energy Consumers Australia under the terms of the engagement letter. Any findings or
recommendations contained within this report are based upon our reasonable professional judgement
based on the information that is available from the sources indicated. Should the project elements,
external factors and assumptions change then the findings and recommendations contained in this
report may no longer be appropriate. Accordingly, we do not confirm, underwrite or guarantee that
the outcomes referred to in this report will be achieved.
We do not make any statement as to whether any forecasts or projections will be achieved, or
whether the assumptions and data underlying any such prospective financial information are accurate,
complete or reasonable. We will not warrant or guarantee the achievement of any such forecasts or
projections. There will usually be differences between forecast or projected and actual results,
because events and circumstances frequently do not occur as expected or predicted, and those
differences may be material.
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Executive Summary
Energy is an essential service through which we heat and cool our homes, cook, and connect
with our communities via technology. Since energy plays such an important role in our daily
lives, various forms of financial support and measures are in place to assist customers to
remain connected to their energy supply.
Where these measures are not effective in helping a customer pay their energy bill, they may
be disconnected. In recent years there has been a large increase in the number of
disconnections.
Across Australia, energy affordability and continuity of supply for customers is becoming an
increasingly important – and costly – issue for customers, the energy industry and
governments.
Energy Consumers Australia (ECA) has initiated a research project to better understand the
issues and options related to supporting customers’ continuity of supply. To inform its
considerations on this matter, ECA engaged KPMG to provide a report estimating the total
system costs of existing financial support and measures related to supporting customers with
energy affordability difficulties to remain connected to their energy supply. ECA also asked
KPMG to provide an estimate of the costs to industry and customers of disconnection.
KPMG found that the pattern of disconnections varies between jurisdictions. While some have
experienced a decline in disconnections, others have experienced very large increases:1



In 2015/16 around 160,000 residential customers in Australia were disconnected for
non-payment of their electricity or gas bills, up by approximately 47% since 2009/10.

– In NSW, South Australia, Victoria and Western Australia, residential electricity
disconnections have more than doubled since 2009/10. In contrast, in the ACT and
Tasmania, there were fewer electricity disconnections in 2015/16 than in 2009/10. In
Queensland there has been a large reduction in disconnections in 2015/16 resulting in a
total increase of 26% in disconnections since 2009/10

– Rates of gas disconnection have been more variable, with NSW, ACT and Western
Australia decreasing since 2009/10, but South Australia and Victoria increasing.



Around 11,000 small business customers were disconnected for non-payment of their
electricity or gas bills in 2015/16, up by approximately 80% since 2009/10.

1
See section 2.1 for references. For the year ended 30 June 2016, we have had to make assumptions to develop
annualised figures. These assumptions are documented in this report. Data was not obtained for the Northern
Territory.
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– Small business electricity disconnections have increased across all jurisdictions since
2009/10, but at different rates.

– Small business gas disconnections also increased, albeit at a lower rate than for
electricity for most jurisdictions.
Disconnection is a last resort for customers struggling to pay their energy bills. As such, the
number of customers being disconnected represents only a proportion of the number of
customers who are facing payment difficulties. Other indicators that the customer is having
difficulty paying for their energy use are the number of customers with energy debt2, the level
of that debt and the number of customers in a formal hardship program which assists
customers in paying their bills and avoiding disconnection.



As at 31 March 2016, over 157,000 residential customers held an average electricity debt of
between $540 and $850. Over 76,500 customers held an average gas debt of between
$406 and $509.3



As at 31 March 2016, over 55,000 electricity customers and 13,000 gas customers were in
a formal hardship program across the ACT, NSW, Queensland, South Australia and
Tasmania.4 This represents increases of 9% and 43% for gas and electricity, respectively,
from 30 June 2015. In Victoria, there was a total of 53, 565 energy customers participating
in hardship programs during 2014-15 which represents a 250% increase since 2010/11.

The various policies and measures in place to assist customers to remain connected to their
energy supply vary by retailer and by jurisdiction. Consequently, a customer facing payment
difficulties will have a different experience and outcome depending on which retailer they are
with and where they live.
From a review of publicly available data, KPMG found the following costs are incurred to help
customers stay connected to their energy supply:



Jurisdictional governments have forecast that energy concession schemes will cost them
$876 million in 2016/17.5



We have estimated that retailer costs are approximately $270 million.



In 2014/15, ombudsmen spent close to $10 million assisting customers with complaints
relating to energy affordability issues.6

If measures to help customers pay their energy bills fail, a customer may be disconnected for
non-payment. KPMG has also estimated the annual costs incurred by retailers and customers
associated with disconnections and subsequent reconnections is approximately $11 million.7

2

Energy debt is defined as the amount owed to a retailer that has been outstanding for 90 days or more.
AER retail statistics, Energy debt – time series.
4
AER retail statistics, Hardship programs – time series.
5
Sourced from Jurisdictional Government Budget reports for 2016/17. See 0 for full details.
6
KPMG estimate based on an estimate of the proportion of complaints that related to energy affordability issues,
multiplied by an ombudsman’s total expenditure. See 0 for full details.
7
KPMG estimate based on the number of disconnections and reconnections in 2015/16 and distributors’ regulated
charge for disconnection and reconnection. See 0 for full details.
3
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Our analysis only covers those costs which can be directly quantified, and therefore it gives an
incomplete picture of the costs to society of energy affordability and disconnections. In
particular, we have not attempted to estimate costs that are less easily quantifiable, such as
those associated with emotional stress from being unable to pay bills or being disconnected, as
well as financial support outside of formal government schemes (e.g. charities). The
circumstances under which customers encounter payment difficulties are likely to be unique to
individual customers and therefore the costs and stress that they face will differ.
With the additional costs to industry, and to wider assistance networks including financial
counselling organisations, it is likely that the total costs of assisting customers who are
confronting affordability issues is upwards of $1.1 billion per annum.
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1 Introduction and
Background
1.1 Energy Consumers Australia
Energy Consumers Australia (ECA) was established on 30 January 2015 as an initiative of the
Council of Australian Governments (COAG) Energy Council, in order to advocate on national
energy market matters of strategic importance and material consequence for energy
consumers, in particular household and small business consumers.
The objective of the ECA reflects the National Electricity Objective (NEO), the National Gas
Objective (NGO) and the National Energy Retail Objective (NERO):
To promote the long term interests of consumers of energy with respect to the
price, quality, safety, reliability and security of supply of energy services by
providing and enabling strong, coordinated, collegiate evidence based consumer
advocacy on national energy market matters of strategic importance or material
consequence for energy consumers, in particular for residential and small business
customers.
ECA’s objective aims to foster a greater appreciation of the issues faced by consumers
amongst energy market participants and policy makers.
One of four strategic priorities identified by ECA’s Board is the reasonableness and affordability
of energy prices. In this area, ECA has initiated a research project to better understand the
issues relating to customer disconnections and affordability.

1.2 Customers and energy disconnection
Every person has the right to access essential energy services. In return, they have an
obligation to pay for the energy that they use. Where customers do not pay for their energy
use, energy retailers may disconnect those customers, subject to a number of rules and
obligations.8

8 Certain customers cannot be disconnected. Under rule 116(1) of the National Energy Retail Rules (NERR), a retailer
must not disconnect a customer if their premises is registered as having life support equipment. The rule also prevents
a retailer from disconnecting a premises if: a customer has made a complaint, either to the retailer or to the
ombudsman, regarding the de-energisation which remains unresolved; where the customer is adhering to a payment
plan; where the customer has formally applied for a government-funded rebate, concession or relief and a decision on
the application has not been made; during an extreme weather event; or during a protected period (e.g. weekends and
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Recognising the importance of energy in our daily lives, there are a number of measures in
place to help prevent a residential customer9 from being disconnected from their energy
supply. These measures may be accessed at various points along what can be described as an
“energy affordability spectrum”. As a customer’s affordability problems become more acute
and they potentially have increasing levels of energy debt, they can access various forms of
assistance to help them pay their bills, reduce their debt and return to a situation where they
can afford to pay their energy bill most of the time. This spectrum is summarised in Figure 1
and described in more detail below.
Figure 1 Energy affordability spectrum

Source: KPMG

1.2.1 The energy affordability spectrum
Most customers can afford to pay their energy bills most of the time. However, certain
customers may have difficulty paying their bills, for example if they are on a low income. For
these customers, some may require ongoing assistance while others may need short-term
financial support.
All jurisdictions and the Commonwealth Government have concession schemes in place to help
customers pay their energy bills.10 This can be in the form of ongoing assistance, such as

public holidays). Retailers must also provide the customer with certain notifications prior to disconnection. Victoria
operates under a different legislative framework, however similar provisions apply. Western Australia and the Northern
Territory also operate under different frameworks.
9
The various government concession schemes and the requirement for retailers to provide a hardship program only
apply to residential customers. However, small businesses are able to access services provided by the ombudsman.
10
See Section 3.1 of this report for further discussion on government concession schemes.
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rebates or concessions, or emergency financial assistance where a customer is experiencing
short term financial problems.
Eligibility for these schemes is not directly based on the customer’s ability to pay their energy
bills. Rather, to be eligible for many of these schemes, customers must hold a valid concession
card. The type of card required differs between jurisdictions. Consequently, the availability and
level of assistance that a customer may access from the relevant government will depend on
the jurisdiction in which they live.
It is likely that in many cases energy customers who encounter difficulties in meeting
payments for energy consumption may not qualify for direct government support. For example,
in Victoria during 2014-15, approximately 30 per cent of hardship program participants were not
concession card holders.11
These schemes perform many social purposes and are not solely designed to address energy
affordability. When a residential customer faces difficulty in paying their bills, they may already
have access to such schemes or may be able to access concessions, if their circumstances
have changed.
Under the National Energy Customer Framework (NECF), a retailer is obliged to provide a
customer with information about the availability of government funded rebates, concessions or
relief schemes if the customer informs the retailer that they are experiencing payment
difficulties.12
These schemes can be sufficient to help some customers pay their bills and so prevent them
from having to enter a hardship program or being disconnected.
If a residential customer continues to face payment difficulties, the options available to them
will differ depending on where they live and which retailer they are with. The nature of the
obligations on retailers to assist customers facing payment difficulties differ between those
jurisdictions that have adopted the NECF (ACT, NSW, Queensland, South Australia and
Tasmania) and those that have not. Victoria, the Northern Territory and Western Australia each
have their own regimes in place (although they may be similar to the NECF). The following
discussion draws on the customer protection framework provided under the NECF.
While the NECF imposes certain obligations on retailers to assist residential customers facing
payment difficulties, these obligations are not overly prescriptive. Consequently, different
retailers may adopt different policies regarding how they identify customers who may be facing
payment difficulties and the options available to those customers.
Under the NECF, retailers are required to offer payment plans to residential customers
experiencing payment difficulties. These plans typically require the customer to pay a specified
number of instalments of a certain amount that covers the customer’s arrears as well as
ongoing energy usage. Note that customers continue to receive their government concession
or rebate while on a payment plan.

11 Essential Service Commission, Energy Retailers Comparative Performance Report – Customer Service 14-15, May
2016
12
Rule 33(3) of the National Energy Retail Rules.
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If a customer cannot meet the required instalments under the payment plan, they may be
eligible to enter a retailer’s hardship program. All retailers are required to have hardship policies
in place that both offer support to residential customers facing payment difficulties and reduce
the likelihood of disconnection. Again, customers can continue to receive government
concessions or rebates while participating in a hardship program.
On entering a hardship program, a customer is typically required to agree to a tailored payment
plan that will allow the customer to pay off their outstanding energy debt as well as cover the
cost of their continued energy use. The retailer may also offer other forms of support to help a
customer reduce their energy usage. Retailers must not disconnect a customer who is
participating in a hardship program, provided the customer meets their ongoing payment
requirements.
While many customers successfully complete a payment plan or hardship program, others may
continue to miss payments. These customers risk disconnection. Many customers who are
disconnected for non-payment are reconnected again within seven days. However, customers
face additional costs when this occurs as a result of the distributor performing the
disconnection and subsequent reconnection. In some cases, the cost of disconnection and
reconnection may be borne by the retailer if the customer cannot pay.
All small customers (both residential and small businesses) are also able to contact their energy
ombudsman for assistance in engaging with their retailer, both when they first encounter
difficulties in paying their energy bill and later when they may be facing disconnection.13
Charitable organisations may also provide emergency financial support to residential customers.
This may be via charitable donations or through administering government concession
schemes. Other forms of community support may come from family or friends.
The objective of this report is to provide ECA and stakeholders with information about the costs
incurred along this spectrum which represent the total system costs incurred due to customers
experiencing difficulties in paying their energy bills.
As noted above, the various policies and measures in place to assist customers to remain
connected to their energy supply vary by retailer and by jurisdiction. Consequently, a customer
facing payment difficulties will have a different experience and outcome depending on which
retailer they are with and where they live.

1.3 Purpose of this report
ECA has initiated a research project to better understand issues relating to customers’
continuity of supply given the rising trend of households and small businesses being
disconnected from their electricity and/or gas supply across Australia because they cannot pay
their energy bills.

13

See Section 3.2 of this report for further discussion on costs incurred by energy ombudsmen.
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The high levels of electricity and gas disconnections is an emerging concern in the national
energy markets. While there is a range of existing regulatory policies and government financial
support measures which seek to alleviate energy affordability issues, disconnections are still
generally increasing.
The ECA has engaged KPMG to provide evidence of the total costs associated with continuity
of supply issues. Specifically, KPMG was engaged to provide a quantitative estimate of the
total annual cost across government, the energy industry and consumers of managing the
impacts of:
i.

customers experiencing difficulty paying their energy bills; and

ii.

energy disconnections associated with non-payment.

In doing so, KPMG has only considered publicly available information. Where KPMG has had to
make assumptions to calculate costs, these are detailed in this report.
This report does not provide any analysis or advice/recommendations regarding the
appropriateness of existing, or changes to future, energy assistance schemes and programs,
nor the behaviour of parties in this area.

1.3.1 Definition of customer
For the purpose of this report, we have used the definition of “small customer”, as defined
under the NECF and various jurisdictional instruments, for both electricity and gas. This
definition includes residential and small business customers.14 This definition only includes
those customers who are connected to an electricity network or reticulated gas network.
Therefore, this analysis excludes customers who obtain their energy from alternative sources
such as solar panels or bottled LPG.
We have included all jurisdictions in Australia where possible. However, as different
jurisdictions have different reporting regimes, it was not always possible to obtain consistent
data. Further, the NECF was only implemented in 2012, and not all jurisdictions adopted it at
the same time. Victoria has not adopted it, although they have similar rules and obligations.
Northern Territory and Western Australia also have different frameworks in place. Therefore,
consistent data is not available across all National Electricity Market (NEM) jurisdictions in all
time periods.

1.3.2 Methodology
Figure 2 summarises the methodology used to estimate the costs associated with customers
experiencing difficulty in paying their bills, as well as the costs of disconnection. Our
methodology is explained further below.

14 Small business customers are defined by their annual energy consumption. Under the NECF, this threshold is
defined as 100 MWh per annum. Some jurisdictions have adopted different thresholds.
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Figure 2 Summary of methodology

Source: KPMG

In developing an estimate of the costs associated with customers experiencing difficulty paying
their bills, we have quantified the following cost components:
1) All state and federal government measures and regulatory policies which seek to assist
customers who may be experiencing difficulties in paying their energy bills, including
energy concessions, rebates and other assistance schemes. To complete this task, we
have undertaken a desktop review of all relevant, publicly available state and federal
Government 2016-17 Budget estimates of expenditure to be spent on energy
assistance programs.
2) Governments have a number of policies and schemes in place that reduce energy
costs for all customers, such as uniform tariff policies and energy efficiency schemes.
Such schemes are not targeted at customers who are at risk of not being able to pay
their energy bills, therefore they have not been included in the cost estimate.
3) The cost to jurisdictional ombudsmen of managing customer complaints, providing
advice to customers and facilitating disputes in relation to disconnections and
affordability. To estimate this amount, we have undertaken a desktop review of the
ombudsmen’s annual reports and financial statements.
4) Costs to retailers to meet their obligations and address the impacts of customers who
are experiencing difficulties paying their energy bills. These costs include regulatory
and compliance costs, administrative costs, operational costs and written off bad debt.
Not all of these costs are publicly available. We have estimated costs to retailers by
using available information on bad debts and estimating a share of operating costs.
Debt has not been included as a cost to energy customers. This is because debt represents an
amount the customer owes to the retailer for historical energy use. However, we note that as
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debt accumulates, customers may incur additional costs such as interest payments on loans to
help pay off the debt, or emotional stress associated with debt. These costs are difficult to
quantify and have not been included in the estimate.
Rather, costs associated with debt are incurred by retailers, including costs associated with
carrying the unpaid debt (interest) and write-off of bad debts.
To estimate the cost of disconnection and reconnection, we obtained statistics on
disconnections for non-payment and subsequent reconnections, and identified distributors’
stated costs of performing disconnection and reconnection services.
For the purpose of this analysis, we have only included disconnections due to non-payment in
our cost estimate. Wrongful disconnections, while important, are not directly related to
affordability. However, we provide some commentary on this issue in Section 3.4.1.
The appendices provide further detail on the assumptions and methodology that we used to
estimate each cost component.
These are the direct quantifiable costs resulting from an energy customer entering financial
hardship. There are also indirect and unquantifiable costs resulting from financial hardship, such
as stress and other health impacts, and impacts on family and friends who may be assisting a
customer in hardship. While these also represent costs to society that are associated with
energy affordability, they are very difficult to estimate. For the purposes of this report, we have
therefore not attempted to quantify indirect or unquantifiable costs.

1.4 Structure of this report
The remainder of this report is structured as follows:



Chapter 2 outlines current trends in disconnections and debt to provide context for this
analysis;



Chapter 3 quantifies and/or explains the nature of the costs associated with affordability
issues for:

– jurisdictional and federal governments (through energy concessions, rebates and other
assistance schemes);

– jurisdictional ombudsmen (through managing complaints and providing advice in relation
to disconnections and affordability);

– retail energy providers (of managing customers experiencing difficulties in paying their
energy bills); and

– energy retailers, network businesses and/or energy customers when customers are
disconnected and subsequently reconnected.



The appendices provide further detail on the methodology and assumptions that were used
to estimate each of the cost components.
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2 Current disconnections
and debt trends
Disconnections for non-payment and the level of customer debt are indicators of energy
affordability issues. Debt also provides retailers with an indicator that customers may need
payment assistance.
This chapter sets out trends in disconnections for non-payment for small electricity and gas
customers to inform the concern that disconnections and energy affordability are becoming
increasingly problematic and costly.
KPMG has examined these trends for residential customers and small business customers, for
both electricity and gas.
Overall, the results show that in the last 12 months the rate of electricity disconnection has
levelled off in most jurisdictions, with the exemption of Queensland where there has been
material decreases in both electricity and gas disconnections. The number of customers with
electricity debt has decreased, but the average size of electricity debt has increased.
Trends in gas disconnections are less clear, but most jurisdictions are now experiencing higher
disconnection rates than five years ago. The number of customers with gas debt has fluctuated
over the last five years, while the average size of gas debt has either remained around the
same level or increased for those jurisdictions where data was available.

2.1 Trends in disconnections
As a last resort, retailers may disconnect a customer if they continue to miss payments, subject
to a number of requirements and certain exclusions.
Disconnections can occur for a number of reasons and by a number of different methods. For
the purpose of this analysis, we have focussed on disconnections due to non-payment as they
are directly related to affordability issues. Wrongful disconnections are discussed further in
Section 3.4.1 of this report.

2.1.1 Household customers
In most jurisdictions, between 2009/10 and 2011/12, residential electricity disconnections due
to non-payment increased rapidly. For NSW and Victoria, this upward trend has continued, only
levelling off in NSW in the last two financial years. The total number of electricity
disconnections for non-payment doubled between 2009/10 and 2014/15 to 117,071.
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The rate of change in the number of electricity disconnections has not been consistent across
jurisdictions or over time. For example, in Tasmania and the ACT, electricity disconnections
have actually fallen by 25% and 61%, respectively, between 2009/10 and 2014/15. Based on
the first three quarters of the year, disconnections appear relatively stable in 2015/16.
While Queensland and Western Australia experienced reductions in 2011/12 and 2012/13,
these were more than offset by subsequent increases, particularly in 2013/14. For NSW, South
Australia and Victoria, growth in disconnections slowed considerably in 2012/13.
Disconnections in South Australia declined and stabilised after this, however NSW and Victoria
experienced substantial growth again in 2013/14.
St Vincent de Paul Society and Alviss Consulting recently conducted a study on when, where
and why households are disconnected. They also found that there are significant differences
between jurisdictions in terms of the type and location of postcodes that have high
disconnection numbers. A summary of their study is provided in Box 1 below.
Figure 3 below shows the trend in electricity disconnections from the years ended 30 June
2010 to 30 June 2016 (estimated using the first three quarters of the financial year). These, and
subsequent, trends are presented in two charts in order to accommodate different scales.
Figure 3 Residential electricity disconnections due to non-payment

Source: Australian Energy Regulator, Annual Report on the Performance of the Retail Energy Market, 2014-15; Australian
Energy Regulator, Retail statistics; Economic Regulation Authority Western Australia, Annual Performance Report –
Energy Retailers, January 2016; Essential Services Commission, Energy Retailers Comparative Performance Report –
Customer Service, 2014-15, May 2016; Queensland Competition Authority, Small Electricity Customer Disconnection,
Hardship and Complaints Statistics (quarterly reports).
Notes: For the year ended 30 June 2016, data for the last quarter for NSW, SA, Queensland, ACT and Tasmania was not
available. To obtain an annual figure we have added the average of the first three quarters. The relevant information for
Victoria and WA has not yet been published. For the purpose of this exercise, we have assumed that the number of
disconnections in Victoria and WA in 2015/16 were the same as for 2014/15. Data for the Northern Territory is unavailable
for all periods.

In contrast with electricity, the total number of residential gas disconnections for non-payment
fell by marginally between 2009/10 and 2014/15 to 51,040.15 As with electricity disconnections,
there is significant variance between the jurisdictions, with NSW experiencing the largest

15

This excludes the Northern Territory and Queensland as data is unavailable for these States.
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decline in gas disconnections (49%), whereas Victoria recorded an increase of 44% over the
same period. Based on an estimate of disconnections in 2015/16, disconnections have
continued to fall in NSW but have increased in both the ACT and South Australia. These trends
are illustrated in Figure 4 below.
In the ACT and Western Australia, the number of residential gas disconnections for nonpayment exceeded those for electricity over the years that we analysed. In NSW, South
Australia and Victoria, the reverse was generally true.
Figure 4 Residential gas disconnections for non-payment

Source: Australian Energy Regulator, Annual Report on the Performance of the Retail Energy Market, 2014-15; Australian
Energy Regulator, Retail statistics; Economic Regulation Authority Western Australia, Annual Performance Report –
Energy Retailers, January 2016; Essential Services Commission, Energy Retailers Comparative Performance Report –
Customer Service, 2014-15.
Notes: For the year ended 30 June 2016, data for the last quarter for NSW, SA, Queensland and ACT was not available.
To obtain an annual figure we have taken an average of the first three quarters. Data for Queensland was only available
from FY2013. The relevant information for Victoria and WA has not yet been published. For the purpose of this exercise,
we have assumed that the number of disconnections in Victoria and WA in 2015/16 were the same as for 2014/15. Data
for the Northern Territory was unavailable for all periods. Few residential customers in Tasmania have mains gas.

Box 1: Who is being disconnected?
St Vincent de Paul Society and Alviss Consulting recently completed a report that analyses
and maps customers who were disconnected between July 2012 and July 2015 using a data
set provided by AGL.16 The study shows when, where and why households are
disconnected if all retailers disconnect at similar rates to AGL across NSW, SE Queensland,
SA and Victoria.
The study characterises six types of postcodes that are likely to have higher disconnection
numbers:
1) Low income families experiencing housing stress
2) Median income families experiencing housing stress
3) Low to median income families with lower housing costs but greater transport costs

16 St Vincent de Paul Society and Alviss Consulting, Households in the dark: Mapping electricity disconnections in
South Australia, Victoria, New South Wales and South East Queensland, May 2016.
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4) Low income small households (couples, sole persons and sole parents) experiencing
housing stress
5) Small households with median income experiencing housing stress
6) Small households with low to median income with lower housing costs but greater
transport costs
The study found that while all of the six types were present in the 50 postcodes with the
highest number of disconnections in each jurisdiction, the dominant types differ by
jurisdiction.

2.1.2 Small business customers
Disconnections for small business electricity customers follows a similar pattern as for
residential electricity customers.
In most jurisdictions, between 2009/10 and 2013/14, small business electricity disconnections
due to non-payment increased. Disconnections increased significantly between 2012/13 and
2013/14 in NSW and Victoria. This upward trend has reversed or levelled off in 2014/15 for all
jurisdictions. Based on an estimate of 2015/16 figures, it appears the rates are stabilising.
Excluding the ACT, the total number of electricity disconnections for non-payment almost
doubled between 2009/10 and 2014/15 to 11,358. This was down from a peak of 13,240 in
2013/14. An estimate of 2015/16 disconnection rates suggests rates fell slightly in the last
financial year.
.
Figure 5 below shows the trend in electricity disconnections from the years ended 30 June
2010 to 30 June 2016.
Figure 5 Small business electricity disconnections due to non-payment

Sources: Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au; Economic Regulation Authority
Western Australia, 2015 Annual Performance Report – Energy Retailers, January 2016; Essential Services Commission,
Energy Retailers Comparative Performance Report – Customer Service, 2009/10 to 2014/15; Queensland Competition
Authority, Small Electricity Customer Disconnection, Hardship and Complaints Statistics (quarterly reports).
Notes: For the year ended 30 June 2016, data for the last quarter for NSW, SA, Queensland and ACT was not available.
To obtain an annual figure we have taken an average of the first three quarters. The relevant information for Victoria and
WA has not yet been published. For the purpose of this exercise, we have assumed that the number of disconnections
in Victoria and WA in 2015/16 were the same as for 2014/15. For the years ended 30 June 2010-12, the graph excludes
the ACT. Data for the Northern Territory is unavailable for all periods.
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Trends in the number of small business gas disconnections for non-payment were less
consistent between jurisdictions and over time than small business electricity disconnections.
In NSW, the annual number of gas disconnections for small businesses has fluctuated between
276 and 357. In Victoria, they have fluctuated between 327 and 647. In South Australia and
Western Australia, there was a sharp fall in the number of disconnections between 2009/10
and 2010/11. Since that time, disconnections have steadily increased to around the same level
as 2009/10. In the ACT and Queensland, disconnections have generally increased, although
Queensland is on track to reverse this trend for 2015/16.
Figure 6 below shows the trend in small business gas disconnections from the years ended
30 June 2010 to 30 June 2016.
Figure 6 Small business gas disconnections due to non-payment

Source: Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au; Economic Regulation Authority
Western Australia, 2015 Annual Performance Report – Energy Retailers, January 2016; Essential Services Commission,
Energy Retailers Comparative Performance Report – Customer Service, 2009/10 to 1013/14; Queensland Competition
Authority, Small Electricity Customer Disconnection, Hardship and Complaints Statistics (quarterly reports).
Notes: For the year ended 30 June 2016, data for the last quarter for NSW, SA, Queensland and ACT was not available.
To obtain an annual figure we have taken an average of the first three quarters. The relevant information for Victoria and
WA has not yet been published. For the purpose of this exercise, we have assumed that the number of disconnections
in Victoria and WA in 2015/16 were the same as for 2014/15. For the years ended 30 June 2010-12, the graph excludes
the ACT and Queensland. Data for the Northern Territory is unavailable for all periods. Very few customers in Tasmania
are connected to mains gas.

2.2 Trends in levels of debt
Energy bill debt is defined by the Australian Energy Regulator (AER) as the “amount owed to a
retailer that has been outstanding for 90 days or more”.
Retailers in jurisdictions that are covered by the NECF are required to report on the number of
their residential and small business customers with debt, as well as their customers’ average
debt levels.
Debt level may be used as a trigger for a residential customer to enter a payment plan or
hardship program. For further context, this section also provides a brief discussion on the
number of customers on payment plans and hardship programs.
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2.2.1 Household customers
Customers with debt, excluding those in hardship programs
As at March 2016, there were approximately 157,000 customers with electricity debt who
were not in a hardship program across the ACT, NSW, Queensland, South Australia and
Tasmania. Average debt levels at that date ranged from $540 in Queensland to $850 in the
ACT.17
In NSW, the number of customers with electricity debt dropped from over 100,000 in 2012/13
to approximately 80,000 customers in 2015/16. Average debt fluctuated between $560 and
$670.
In South Australia, while the number of customers in debt has been trending slightly
downwards, the average level of debt has been trending upwards, increasing from under $650
in September 2013 to $776 as at 31 March 2016.
The number of electricity customers with debt has fluctuated in the ACT and Tasmania.
Tasmania saw a substantial decrease in the number of residents with electricity debt between
January and September 2014. Average debt levels have also fluctuated, although in the ACT
debt has generally trended upwards.
These trends are shown in the charts below, which show the number of residential electricity
customers with debt and the average residential electricity debt each quarter since September
2013 (subject to data availability).
Figure 7 Residential electricity customers with debt

Source: Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au

17

All figures quoted in this report are nominal unless specified otherwise.
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Figure 8 Average residential electricity debt

Source: Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au

The number of gas customers with debt (excluding those in hardship programs) and the
average level of that debt in the ACT, NSW and South Australia has broadly followed the same
patterns as for electricity in those jurisdictions. Generally, average gas debt is lower than
average electricity debt. This is likely to be due to a lower penetration of gas and a lower
average bill.
Figure 9 Residential gas customers with debt

Source: Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au

KPMG | 17
© 2016 KPMG, an Australian partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International
Cooperative
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.
Liability limited by a scheme approved under Professional Standards Legislation.
Document Classification: KPMG Confidential

Figure 10 Average residential gas debt
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Source: Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au

The average debt of Victorian customers who entered a hardship program in 2014-15 was
$928, and the average debt of all customers in hardship programs at 30 June 2015 was $1172.
Customers on payment plans and hardship schemes
While the number of customers with debt has generally been decreasing, the number of
customers entering formal hardship programs with their retailer has also been increasing. This
is the case for both electricity and gas customers across all jurisdictions for which we had data.
These trends are shown in the table below, which shows the number of residential electricity
customers on retailer hardship programs at the end of each year. It also shows the percentage
change between June 2013 and June 2016 (except NSW, which shows the percentage change
between June 2014 and June 2016).
Table 1 Number of electricity customers in hardship programs
State /
Year

ACT

NSW

QLD

SA

TAS

Total

Jun-13

657

N/A

9,230

6,435

408

16,730*

Jun-14

679

18,293

9,402

8,603

987

37,964

Jun-15

678

22,237

15,003

11,289

1,663

50,870

Jun-16**

624

23,219

14,952

12,311

2,076

53,182

Percentage
Change

-5%

27%

62%

91%

409%
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Table 2 Number of gas customers in hardship programs
State / Year

ACT

NSW

QLD

SA

Total

Jun-13

367

N/A

288

2,001

2,656*

Jun-14

473

3,884

390

2,801

7,548

Jun-15

587

4,375

497

4,091

9,550

Jun-16**

668

5,534

673

4,785

11,660

Percentage
Change

82%

42%

134%

139%

Source: Australian energy Regulator, Retail Statistics, available at www.aer.gov.au
* Excluding NSW
**Estimated using the average over the first three quarters of 2016.

There is no consistent pattern across jurisdictions for customers on payment plans. As at
March 2016, across ACT, NSW, Queensland, South Australia and Tasmania, there are between
0.46 and 2.82 electricity customers on payment plans per 100 customers. For gas, this range
was 0.31 to 1.71 customers per 100 customers.18
In Victoria, the ESC reports on the numbers of energy customers on hardship schemes. During
2014-15, there was a total of 53, 565 energy customers participating in hardship programs – an
increase of over 10,000 on the previous year.19 The ESC also reports that 23 939 of these
customers exited energy retail hardship programs during this year and that approximately 75
per cent of these customers were excluded for not complying with retailers’ hardship policy
requirements, or exited by switching retailers.
Table 2b: Proportion of total residential customers participating in hardship programs 2014-1520
NSW

SA

VIC

ACT

TAS

0.74%

1.51%

1.24%

0.42%

0.71%

How retailers design and apply hardship schemes vary. While under the NECF, the AER is
required to approve all retailers’ hardship policies and the policies must contain certain
minimum requirements, retailers have a significant amount of flexibility in the way in which
these are designed. Jurisdictions also have different approaches to their concession schemes,
including eligibility and the way the concession or rebate is applied. This means that there is not
a common approach to addressing customer affordability issues and so customer experiences
will differ depending on the retailer they are with and where they live.

18

Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au
Essential Service Commission, Energy Retailers Comparative Performance Report – Customer Service 14-15, May
2016
20 Essential Service Commission, Energy Retailers Comparative Performance Report – Customer Service 14-15, May
2016, p.30-31
19
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2.2.2 Small business customers
As at 31 March 2016, there were over 17,000 small business customers with electricity debt
across the ACT, NSW, Queensland, South Australia and Tasmania. Average debt levels ranged
from $802 in Tasmania to over $1,700 in NSW.
In NSW, the number of small business customers with electricity debt has generally decreased
over the last two years, from around 14,000 at the end of September 2013 to approximately
9,000 customers in December 2015. Average debt dropped from a high of $2,300 in
September 2013 to a low of $1,520 in March 2014, but has generally trended upwards over the
last few quarters.
In South Australia and Tasmania, the number of customers with electricity debt has been
trending downwards. The average level of debt in South Australia has remained fairly steady,
fluctuating between $1,440 and $1,660. In Tasmania, the fluctuations have been more marked,
ranging from a peak of $2,375 in September 2012 to a minimum of $731 in March 2014.
In the ACT, small business electricity debt has generally grown over the last six quarters.
These trends are shown in the charts below, which show the number of small business
customers with electricity debt and the average small business electricity debt each quarter
since September 2013 (subject to data availability).
Figure 11 Small business customer electricity debt

Source: Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au
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Figure 12 Average small business electricity debt
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Source: Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au

While the number of small business customers with gas debt has fluctuated over the last two
years in the ACT and NSW, the number has steadily decreased in South Australia, up until the
last quarter. However, average gas debt in South Australia has generally risen over that time. In
NSW, South Australia and the ACT in December 2015 there was a large jump in average gas
debt levels, particularly for the ACT which increased almost 50% compared to the previous
quarter.
Figure 13 Small business customer gas debt

Source: Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au
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Figure 14 Average small business gas debt
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Source: Australian Energy Regulator, Retail Statistics, available at www.aer.gov.au
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3 Quantifying the costs
This chapter sets out KPMG’s analysis of each of the cost components described in Section
1.3.2.
Using the methodologies described in this chapter, we have estimated that upwards of
$1.1 billion is incurred in managing energy affordability issues. This is likely to be an
underestimate as it does not include indirect or unquantifiable costs.

3.1 Government concession schemes
Forecast cost of government concessions: $876m
Jurisdictional energy concession schemes funded by jurisdictional governments and the
Commonwealth Government can assist customers to meet their energy needs and costs.
There are almost 40 different schemes available across Australia.
The concession schemes provide certain customers with a discount or rebate on their energy
bills. Only residential customers can access these concessions, and generally they are available
for both electricity and gas.
Concessions can be provided directly to customers as a rebate, through their retailer as a
discount to their energy bill, or through community welfare organisations in the form of
emergency payments.

3.1.1 Eligibility for concessions
While eligibility for concessions differ to some extent between jurisdictions, generally they are
provided to low income customers and customers who suffer from certain medical conditions
that require energy-intensive equipment, such as heating and cooling and life support. Eligibility
is generally restricted to customers who possess one of the following:



pensioner concession cards;



health care cards; or



veteran’s affairs gold cards.

Not all schemes require customers with medical conditions to possess a pensioner, health care
or veteran’s concession card.
In some instances, additional requirements must be met in order to be eligible.
The Commonwealth Utilities Allowance scheme may be available to customers who receive:



the Disability support pension and are aged under 21 with no dependent children;



partner allowance; or
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widow allowance.

Emergency payments or vouchers may be subject to fewer restrictions and, in some cases, are
assessed by the community welfare organisation that issues them.

3.1.2 Value of the concession
The value of energy concessions differs across jurisdictions and reflects differences in the
average use of electricity and gas across jurisdictions. In some instances there is a single
rebate that can be used for either electricity or gas. In other jurisdictions a customer can access
separate allowances for each fuel type.
As an example, the table below sets out the value of the annual electricity and gas rebates (or
combined energy rebate) available to residential customers across jurisdictions and the
Commonwealth for 2016/17. It does not include other concessions or payments such as
discounts for medical conditions, heating allowances or the value of any emergency payments.
21
The full details of these schemes are set out in Appendix A.
The eligibility criteria can differ across jurisdictions and it could be possible for certain
categories of customers to qualify for both a Commonwealth Centrelink payment and a
jurisdictional concession.
Note that while most jurisdictions offer a fixed rebate, in Victoria the rebate is based on usage.
Customers can receive 17.5% off their energy bills, meaning that those customers with higher
usage will receive a higher rebate.
Table 3 Value of jurisdictional and Commonwealth rebates to customers
State
ACT
NSW
NT
QLD
SA
TAS
VIC
WA
Cwth

Electricity rebate ($ per
customer per annum)

Gas rebate ($ per customer
per annum)

$235.00 - $258.50
$462.82 plus an reduced
consumption charge of
$0.091 per Kwh
$330

$90

$426.46
$325 - $348.50

none

$462.82 +

$70

$483.80
17.5% off electricity bills

none
17.5% off winter gas bills

Up to $400
$215
$483.80

Total/combined

$233.95 (inc. GST)
$609.20

Source: Jurisdictional and Commonwealth Government Budget reports for 2016/17. See Appendix A for full details.

3.1.3 Total costs to governments of concession schemes
We have estimated that the total cost of energy concession schemes across Australia is
forecast to be $875 million in the 2016/17 financial year. This represents an increase of less
than 1% from $869m in 2015/16. These figures are based on a survey of Jurisdictional and

For example, Western Australia has an Air Conditioning Rebate to subsidises the cost of running an air conditioner in
areas that are deemed high heat discomfort locations, during the hottest months

21
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Commonwealth Government Budget Statements for 2016/17 and Appendix A breaks down this
figure by jurisdiction and by scheme.
Since the figures in the Jurisdictional and Commonwealth Budget Statements are forecasts,
the actual cost of the schemes may differ. Consequently our estimate of the total cost of
energy concession schemes across Australia may differ from actual costs.
Changes to the eligibility requirements of the Commonwealth Government age pension may
have an impact on costs of concessions in the future. The reduction in the asset threshold from
$1.15 million to $823 000 from 1 January 2017 will allow fewer retirees to access the pension
card and the concessions that it provides.
The figure below shows the distribution of these costs forecast by jurisdictions.
Figure 15 2016-17 cost of energy concession schemes by jurisdiction

Source: Jurisdictional Government Budget reports for 2016-17. See Appendix A for full details.

3.1.4 Other government schemes that reduce costs for customers
Queensland, South Australia, Tasmania, Western Australia and the Northern Territory
Governments have various policies in place that effectively subsidise the cost of electricity to
small customers. These policies assist customers that may be experiencing difficulties in
paying their energy bills. However, such programs are not explicitly targeted at such customers
and have therefore not been included in the costs associated with government concession
schemes.
While it is not appropriate to include the costs of these schemes as part of the numerical
analysis, it is worth highlighting them as they are part of the broader context for this discussion.
In Queensland, South Australia, Tasmania and the Northern Territory the jurisdictional
governments have policies in place that require all small customers (and in some cases
industrial and large users) on a particular tariff class to have access to the same price,
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irrespective of where they live. This means that customers in areas that have a higher cost to
serve, such as rural and remote areas, pay subsidised prices. In Queensland in 2016/17, as an
example, the total cost of this scheme, including the cost of providing a uniform price to
industrial and large users, is forecast to be $503m, an increase from $438m in 2015/16.22
In Western Australia, Tasmania, the Northern Territory and the ACT, electricity retail prices for
small customers remain regulated, although in Tasmania and the ACT retailers are also able to
offer a market, or non-regulated, price. In Western Australia it is acknowledged that the
regulated price is lower than the cost to serve. Consequently, all small customers in Western
Australia pay a subsidised price. The estimated cost of providing the Western Australian
Electricity Generation and Retail Corporation (Synergy) with an operating subsidy payment to
make up for their anticipated shortfall in revenue 2016/17 is $386.5m.23
Energy efficiency schemes/audits and equipment/appliance replacement can also be used to
assist customers experiencing difficulties in paying energy bills. Again, however, such
programs are not explicitly targeted at customers in financial hardship (unless they are explicitly
part of a retailer’s hardship policy/program), therefore we have not included them in the
estimate.

3.2 Ombudsman costs
Ombudsman costs: $10m
An energy ombudsman can help a customer engage with their retailer, both when customers
first encounter payment difficulties and later when they may be facing disconnection. The
ombudsman is an independent arbiter that can help resolve disputes between customers and
retailers. They can inform customers of their rights, as well as their obligations.
Energy affordability complaints that an ombudsman may investigate include:



payment difficulties – debts and arrears



credit rating or debt collection issues



disconnections (imminent and actual) due to non-payment



financial hardship.

Across all jurisdictions in Australia, we have estimated ombudsman costs relating to energy
affordability issues at approximately $10 million in the 2014/15 financial year. This represented
an increase of 13% compared to the previous financial year. This is based on our estimate of
the proportion of complaints that related to energy affordability issues, multiplied by an
ombudsman’s total expenditure. The table below shows the breakdown by jurisdiction. 0
provides further detail on how these costs were estimated.

Queensland Budget Strategy and Outlook 2016-17, Table A.2.4 p.215.
Government of Western Australia, 2016-17 Budget Paper No.2, Budget Statements Volume 1, p.369. The equivalent
subsidy for Horizon is estimate to be $44.1m for 16/17.

22
23
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Table 4 Ombudsman costs associated with affordability complaints across jurisdictions
State
NSW

Expenditure 2014/15
($’000)
$3,227

Expenditure 2013/14
($’000)
$2,932

Increase/
(decrease)
10%

NT

$25

$5

405%

QLD

$1,463

$1,427

3%

SA

$726

$401

81%

TAS

$140

$211

-34%

VIC

$3,613

$3,188

13%

WA

$698

$568

23%

TOTAL*

$9,892

$8,731

13%

Source: KPMG calculations. *May not add due to rounding.

3.3 Retailer costs
Retailer costs: $270m
Various jurisdictional regulatory arrangements (consisting of licences, legislation, guidelines and
codes) impose obligations on retailers that are designed to protect customers by ensuring that
customers are only disconnected when all other options have been exhausted.
Retailers face a number of costs when customers experience difficulties in paying their bills.
These include:



regulatory and compliance costs;



administrative costs;



operational costs;



written off bad debt; and



corporate initiatives.

These costs, and any other costs incurred by retailers, are not publicly available. However, this
section explains the nature of these costs and provides a broad estimate of the potential
magnitude of these costs.

3.3.1 Regulatory and compliance costs
Regulatory and compliance costs are those costs incurred by retailers in providing payment
plans and hardship programs and the associated reporting obligations. This includes, for
example, costs associated with developing hardship policies, identifying customers who may
qualify for entry into a hardship scheme, and reporting on the various statistics required under
the NECF or various jurisdictional schemes.

3.3.2 Administrative costs
Retailers face a number of costs associated with administering government concession
schemes. Each jurisdiction sets up administration of concession schemes in a different way.
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For example, concessions can be provided directly to customers as a rebate, through their
retailer as a discount to their energy bill, or sometimes through community welfare
organisations in the form of emergency payments. Where retailers are required to administer
rebates as a discount, this creates additional administrative costs.

3.3.3 Operational costs
Operational costs are those costs incurred between when a customers is identified as being in
hardship to the point where they are disconnected, such as call centre costs, letters,
ombudsman engagement, debt collection activities and carrying customer debt.

3.3.4 Written off Bad Debt
Where overdue bills cannot be recovered by other means, such as rescheduling payments,
customer debt may eventually need to be written off as a bad debt expense of the business.

3.3.5 Corporate initiatives
Some retailers have developed their own initiatives outside of the requirements set under the
NECF or jurisdictional legislation to assist customers with energy affordability issues and help
improve customer outcomes.
For example, AGL launched an Affordability Initiative targeted at giving support to customers
vulnerable to financial hardship. The program provides financial counselling, energy efficient
appliances and home audits, as well as payment incentives and more flexible billing options.
AGL also collaborated with St Vincent De Paul Society on a policy proposal to publish all
standing offers in NSW on the same day for ease of comparison24. AGL states they have
committed to spending $6 million over three years “to provide greater support for our
customers who are facing economic hardship or struggling to pay for basic energy needs”.

3.3.6 Estimation of retailer costs on affordability and disconnections
As noted above, data on the costs incurred by retailers when customers cannot pay their bills is
not publicly available. However for completeness, we have made a broad estimate of the
potential magnitude of these costs using publicly available information, which suggests that
retailer costs are likely to be significant - potentially in the order of $270 million per year for the
NEM as a whole.
Using published accounts for Origin Energy and AGL, we have extrapolated the data for these
companies to estimate costs for retailers in the NEM as a whole. Given the paucity of
information for the industry as a whole, the resulting estimate represents a ball park figure and
should be treated with caution.

24
Independent Pricing and Regulatory Tribunal, Review of the performance and competitiveness of the retail electricity
market in NSW, November 2015, p. 12
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The methodology we have used to make an estimate of the costs to retailers is composed of
two parts:
1. the cost of writing off bad debts; and
2. other operating costs incurred by retailers as part of their efforts to recover unpaid
customer bills or to assist customers in paying their bills, as outlined in sections 3.3.1
to 3.3.3 above.
We calculated the cost of bad and doubtful debts per customer for both AGL and Origin Energy
each year from 2012/13 to 2015/16, using their published accounts, which showed a range of
around $12 to $20 per customer per year.25 We added a margin to this level to reflect, in
addition to bad debt losses, retailers will incur operating costs resulting from managing
affordability and dealing with non-payment. This includes for example the costs associated with
administrating hardship schemes and providing other assistance to such customers.
In the absence of more refined information we used a range of 2.5% to 4% of retail market
operating costs, which translates to a range of about $2 to $6 per customer per year. We have
no evidence to base this range on and this should be viewed as a judgement of the proportion
of operating costs directly related to managing energy affordability and disconnections issues.
Adding these two elements together gives a range of $14 to $26 per customer per year as a
proxy for retailers’ costs. Taking the mid-point of $20 per customer, and applying it to the total
number of gas and electricity small customers26 in the NEM leads to a figure of almost $270
million per year. While this figure has been estimated using a broad brush approach, it
demonstrates that retailer costs incurred when customers have affordability issues are likely to
be material. However not all costs incurred by retailers may be captured in this estimate, and
this estimate should be viewed with caution.

3.4 Disconnections and reconnections
Cost of disconnections and reconnections: $11m
Retailers and distributors are able to request and/or perform a disconnection under certain
circumstances, including for non-payment once certain criteria are met. The cost of
disconnection and reconnection services are currently regulated by the AER for all jurisdictions
in the NEM. KPMG was not able to obtain disconnection figures and/or costs for the Northern
Territory or Western Australia.
Outside of Victoria, almost all electricity disconnections and reconnections must be performed
manually by the distributor. Costs vary between $35 and $170. Some distributors charge the
cost of disconnection and reconnection as a single fee.

In 2016, AGL written off $68m (AGL 2016 Annual Report, Table 3.2.2.3 p.23) and Origin incurred a bad debt expense
of $56m (Origin Energy 2016 Annual Report, p20). These figures could also include debt written off with respect to
large customers.
26
There are currently 13.358m retail customers in the NEM (sources: AER retail market statistics/ESC Victorian energy
retail performance report 2015)
25
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In Victoria, smart meters have enabled distributors to perform electricity disconnections and
reconnections remotely. This vastly reduces the cost of this service (the most expensive is
United Energy at just over $10).
KPMG has assumed that it is retailers that are responsible for paying the cost of disconnection,
where the disconnection was performed at the retailer’s request. However, when a customer
is reconnected, it is not clear whether the retailer passes on the cost of disconnection and/or
reconnection to the customer, or whether approaches differ between retailers.
KPMG has estimated the total costs of disconnections for non-payment for 2015/16 by
multiplying the number of disconnections by the disconnection fee for each jurisdiction. Some
assumptions were required where there are multiple distribution networks in a jurisdiction.
The number of reconnections was not available for 2015/16.27 To obtain a figure, we used the
proportion of customers that were reconnected after being disconnected in 2014/15, for each
jurisdiction. For residential electricity reconnections, these ranged from 47% in Queensland to
62% in the ACT. The majority of these customers were reconnected within one week.
Fewer gas customers were reconnected following disconnection for non-payment compared to
electricity. Between 27% and 43% of customers were reconnected in 2014/15. However,
similar to electricity, the majority of customers who were reconnected were reconnected
within one week.
The table below sets out the resulting estimated costs of disconnections and reconnections in
2015/16.

Table 5 Estimated costs of disconnection and reconnection
Estimated cost of disconnection and
reconnection in 2015/16

Customer type

Residential electricity customers

$6.9m

Residential gas customers

$3.7m

Small business electricity customers

$0.6m

Small business gas customers*

$0.1m

Total

$11.3m

Source: KPMG calculations. See 0 for details.
*Only includes small business gas customer disconnections, not reconnections.

27
Reconnection figures as a proportion of disconnections for non-payment for ACT, NSW, South Australia and
Tasmania were sourced from the AER’s Annual Report on the performance of the retail energy market in 2014/15 and
those proportions were applied to the 2015/16 disconnection figures. Reconnection figures for Queensland were
sourced from QCA, Small Customer Disconnection, Hardship and Complaint statistics for September 2014, December
2014, March 2015 and June 2015. Disconnection figures for Victoria were assumed to be the same as for 2014/15 and
were sourced from ESC, Energy Retailers Comparative Performance Report – Customer Service.
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3.4.1 Wrongful disconnections
Wrongful disconnections have not been included in this assessment as they do not necessarily
relate to non-payment or affordability issues. However, as discussed below, it appears that
instances of wrongful disconnection have been increasing.
Wrongful disconnections occur where a customer’s premises is disconnected but the retailer
does not have the grounds to do so, or where the retailer has not followed the prescribed steps
they must follow before disconnection can occur. For example, a retailer may only arrange for a
household premises to be disconnected for non-payment of a bill if it has:28



given the customer a reminder notice; and



given the customer a disconnection warning notice; and



after giving the customer the disconnection warning notice, used its best endeavours to
contact the customer either in person, by telephone or by electronic means.

Under the National Energy Retail Rules (NERR), a retailer must not arrange for the
disconnection of a customer’s premises except in accordance with the NERR. This is a civil
penalty provision. Some jurisdictions also entitle customers to a “wrongful disconnection
payment”. In Queensland, for example, the local distributor may be required to pay a
Guaranteed Service Level payment if the distributor wrongfully disconnects a customer when:29



it was not entitled to do so under legislation or contract;



it failed to comply with the procedures required for disconnection;



the wrong premises was disconnected;



the retailer did not provide a disconnection warning.

Instances of wrongful disconnection payments have increased in both Victoria and Queensland.
In South East Queensland, payments for retailer-related wrongful disconnections of electricity
more than doubled in one year, from 36 in 2013/14 to 89 in 2014/15.30 However these
payments dropped again in 2015/16 to 30.31 In Victoria, payments by retailers for wrongful
disconnection of electricity or gas rose slightly between 2013/14 and 2014/15 from 1,022 to
1,097.32

NERR rule 111. Note there are other restrictions where a customer is a hardship customer or on life support. Further,
no customer can be disconnected during certain time periods.
29
Energy and Water Ombudsman Queensland, http://www.ewoq.com.au/electricity-disconnections/
30
Energex Annual Performance Report 2014/15, p.40. Electricity distributors are accountable for the administration of
the Guaranteed Service Level program regardless of whether the error was caused by the distributor or retailer.
31 Energex Annual Performance Report 2015/16, p.40.
32
Essential Services Commission Victoria, Energy Retailers Compliance Report 2014-15, June 2016, p.13.
28
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3.5 Total costs
Cost of energy affordability issues: upwards of $1.1 billion
The above analysis suggests that the costs associated with customers experiencing difficulty
paying their energy bill and the cost of energy disconnections is upwards of $1.1 billion per year
across Australia. The majority of the quantified costs stem from government concession
schemes and rebates.
The chart below shows these costs.
This is likely to be an underestimate as it does not include indirect and unquantifiable costs.
Figure 16 Total costs associated with energy affordability

Source: KPMG calculations
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Appendix A – Jurisdictional energy
concession schemes
Figure 17 Jurisdictional energy concession schemes
Jurisdiction

Concession

Eligibility

Calculation

Energy
Concession

The primary holder of one of the
following concession cards: Centrelink
Pensioner Concession Card (PCC), or

The combined Energy/Utility rebate
for 2016/17 is $426.46. The current
daily summer rate for the

Total
ACT33

Total Cost (million)
2015-16
2016-17
$869m
$876m
$12.234

$13.9m35

http://www.assistance.act.gov.au/__data/assets/pdf_file/0007/293506/Energy-Concession.pdf From 1 July 2017, the energy and utility concession and the water and
sewerage rebate will be combined into the one Utilities Concession. This will give extra relief to eligible renters who previously were not able to access the water and
sewerage rebate. The maximum rebate is expected to be just over $600 per household, with the exact amount to be confirmed prior to implementation
34
ACT Government, Australian Capital Territory Budget 2015-16 – Budget Paper 3 Budget Outlook, p. 48
35
http://apps.treasury.act.gov.au/budget/budget-2016-2017/budget-outlook
33
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Jurisdiction

Tasmania36

Concession

Eligibility

Calculation

Utility
Concession

Centrelink Low Income Health Care Card
(HCC) or a Veteran’s Affairs Pensioner
Concession Card.

combined Energy/Utility rebate is
approximately 55.061 cents per
day from 1 November to 31 May,
and the winter rate is
approximately 202.438 cents per
day from 1 June to 31 October.

Annual electricity
concession

Eligible cards are:

The Annual electricity concession
provides a daily discount to eligible
customers as a cents per day rate.
The current concession is
132.56 cents per day. This is an
increase of $4.40 from 2015-16.

Heating
allowance

Life support
concession

36
37



DHS or DVA Pensioner Concession
Card





DHS Health Care Card
ImmiCard (Bridging Visa E)
Tasmanian Concession Card (issued
by Department of Premier and
Cabinet).

Eligible cards:



DHS or DVA Pensioner Concession
Card
A single pensioner must not have more
than $1,750 in cash assets and
married/de facto pensioners must not
have more than $2,750.
To apply for this concession, eligible
customers need to complete the
Application Form (PDF) and have it

An allowance of $56 a year is
made to eligible pensioners to
assist with heating costs.
Payments of $28 are made in May
and September.

Provides a daily discount to eligible
customers who use an approved
life support system or who live

http://www.concessions.tas.gov.au/concessions/electricity_and_heating
Tasmanian Government, Budget Paper No 2 Volume 1, 2015-16, p. 51
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Total Cost (million)
2015-16
2016-17

$37.2m37

$39.4m

Jurisdiction

Concession

Eligibility

Calculation

certified by their medical practitioner
before submitting it to their electricity
retailer.

with someone who uses such a
system.



Oxygen concentrator, 94.991
cents per day



Peritoneal dialysis machine,
70.478 cents per day



Haemo-dialysis machine,
70.478 cents per day



Chronic positive pressure and
airways regulator, 33.707
cents per day



Respirator (iron lung), 125.634
cents per day



Combination oxygen
concentrator and chronic
positive pressure and airways
regulator, 128.698 cents per
day



Phototherapy machine,
179.008 cents per day



Left ventricular assist device,
33.707 cents per day

Total Cost of Energy Concession Schemes in Queensland
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Total Cost (million)
2015-16
2016-17

$169m

$181.5m

Jurisdiction

Concession

Eligibility

Calculation

Electricity
Rebate38

Eligible cards:

Up to $330 per year

Reticulated
Natural Gas
Rebate




Pensioner Concession Card
Department of Veterans’ Affairs
Gold Card (and receive the War
Widow/er Pension or special rate
TPI Pension)

Up to $70 per year

 Queensland Seniors Card.
To be eligible, the card holder must also
live alone or share their principal place of
residence with (only) any of the below:
Queensland




their spouse



other people wholly dependent on
them



other people who receive an income
support payment from Centrelink,
the Family Assistance Office, or the
Department of Veterans’ Affairs and
who do not pay rent

other people who hold a Pensioner
Concession Card or Queensland
Seniors Card

https://www.qld.gov.au/community/cost-of-living-support/electricity-gas-rebates/index.html
Queensland State Budget 16-17, Budget Papers, Budget Strategy and Outlook, Table A.2.2, p.208
40
Queensland State Budget 16-17, Budget Papers, Budget Strategy and Outlook, Table A.2.2, p.208
38
39

KPMG | 36
© 2016 KPMG, an Australian partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.
Liability limited by a scheme approved under Professional Standards Legislation.
Document Classification: KPMG Confidential

Total Cost (million)
2015-16
2016-17
$158m
$165.5m39
$2.2m

$2.2m40

Jurisdiction

Concession

Eligibility


Home Energy
Emergency
Assistance
Scheme41

Electricity Life
Support43

Calculation

other people who live with the card
holder to provide care and
assistance, and who do not pay rent.

To be eligible:



hold a current concession card in the
name shown on your electricity or
reticulated natural gas bill, or



be part of your energy retailer’s
hardship program or payment plan,
or



have an income less than the
Australian Government’s maximum
income rate for part-age pensioners.
Contact Centrelink for details of the
maximum income rate.

Oxygen concentrators
To be eligible:
1. receive your oxygen concentrator
free of charge through the Medical
Aids Subsidy Scheme (MASS);

The Home Energy Emergency
Assistance Scheme:



is for low-income households
who've experienced a shortterm financial crisis or
unforeseen emergency that
has limited their ability to pay
their current electricity or
reticulated natural gas bills.



is one-off emergency
assistance to help with paying
your home energy bills



pays up to $720 in any 12
month period for a maximum
of 2 consecutive years.

If you are eligible for the
concession, you will receive a
payment of $54.48 per month
($163.43 per quarter) for each
oxygen concentrator, or $36.48 per
month ($109.44 per quarter) for

Available at: https://www.qld.gov.au/community/cost-of-living-support/home-energy-emergency-assistance-scheme/index.html
Queensland State Budget 16-17, Budget Papers, Budget Strategy and Outlook, Table A.2.2, p.208
43
Available at: https://www.qld.gov.au/community/cost-of-living-support/electricity-life-support/index.html
44
Queensland State Budget 16-17, Budget Papers, Budget Strategy and Outlook, Table A.2.2, p.208
41
42
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Total Cost (million)
2015-16
2016-17

$5.5m

$10.0m42

$2.3m

$2.4m44

Jurisdiction

Concession

Eligibility

Calculation

2.

each kidney dialysis machine you
use.

3.

have been medically assessed in
accordance with the eligibility
criteria determined by MASS; and
hold one of the following concession
cards:







Pensioner Concession Card



Must receive home-based kidney
dialysis machine free of charge
through a Queensland Health
hospital.



Total Cost (million)
2015-16
2016-17

The concession is calculated
monthly and paid quarterly.

Health Care Card
Health Care Interim Voucher
Child Disability Allowance

Queensland Seniors Card.
Kidney dialysis machines

$1.2m

A Queensland resident must:
Medical Cooling
and Heating
Electricity
Concession
Scheme45





45
46

have a qualifying medical condition
and need cooling or heating to stop
your symptoms becoming
significantly worse. Qualifying
medical conditions include: ◦multiple
sclerosis



It currently provides $320.97
(including GST) per year to
eligible applicants

autonomic system dysfunction

Available at: https://www.qld.gov.au/community/cost-of-living-support/medical-cooling-heating-electricity-concession-scheme/index.html
Queensland State Budget 16-17, Budget Papers, Budget Strategy and Outlook, Table A.2.2, p.208
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$1.3m46

Jurisdiction

Concession

Eligibility

Calculation



loss of skin integrity or sweating
capacity



severe compromise of functioning
such as mobility at extremes of
environmental temperature



hypersensitivity to extremes of
environmental temperature leading
to increased pain or other
discomfort or an increased risk of
complications and

Total Cost (million)
2015-16
2016-17



live at your principal place of
residence, which has an airconditioning unit.
The applicant and/or legal guardian of a
minor with a qualifying medical condition
must:



hold a current Pensioner Concession
Card or a current Health Care Card
and



be financially responsible for paying
the electricity bill.



If already receiving the Electricity
Rebate or other energy concessions,
one can apply for this new
concession.
Total Cost of Energy Concession Schemes in Victoria
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$229m

$196m

Jurisdiction

Concession

Eligibility

Calculation

Annual Electricity
Concession47

Eligible households hold at least one of
the following concession cards:

Applies a discount of 17.5 per cent
off household electricity bills. The
concession is calculated based on
the remaining account balance
once any retailer discounts and/or
solar credits have been applied.





Pensioner Concession Card
Health Care Card

DVA Gold Card
Concession households with annual
electricity bills in excess of $2,882
(approximately double the average
household amount) will need to apply for
the Excess Electricity Concession to
continue to receive the 17.5 per cent
concession on energy consumed above
this amount. Recipients of the Life
Support Concession and/or the Medical
Cooling Concession are exempt from the
need to apply for the Excess Electricity
Concession and are not required to
lodge an application form in order to
receive the concession.

Victoria

Service to
Property Charge
Concession49

Eligible households hold at least one of
the following concession cards:





Pensioner Concession Card
Health Care Card
DVA Gold Card



Provides a discount on the
electricity service charge
where a household has very
low electricity usage. The
usage charge must be less
than the service charge. The

Available at: http://www.dhs.vic.gov.au/for-individuals/financial-support/concessions/energy/annual-electricity-concession
Victorian State Budget 2016-17: Budget Papers no5 – Statement of Finances Table 5.5 p.173
49
Available at: http://www.dhs.vic.gov.au/for-individuals/financial-support/concessions/energy/service-to-property-charge-concession
47
48
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Total Cost (million)
2015-16
2016-17
$165m
$ 134m48

Jurisdiction

Concession

Eligibility

Calculation

Total Cost (million)
2015-16
2016-17

discount reduces the service
charge to the cost of the total
electricity usage for the billing
period.
Medical Cooling
Concession50

Eligible households hold at least one of
the following concession cards:





Controlled Load
Electricity
Concession51

50
51

Pensioner Concession Card
Health Care Card
DVA Gold Card

The concession is only available to
households with an eligible dual element
electricity meter or dual element smart
meter.

The Medical Cooling Concession
provides a 17.5 per cent discount
on summer electricity costs for
cardholders where a member of
the family has a medical condition
that affects the body’s ability to
regulate temperature.
Qualifying conditions include:







multiple sclerosis



motor neurone disease.

lymphoedema
Parkinson’s disease
fibromyalgia
post-polio
syndrome/poliomyelitis

The Controlled Load Electricity
Concession provides a 13 per cent
discount on controlled load usage
charges.

Available at: http://www.dhs.vic.gov.au/for-individuals/financial-support/concessions/energy/medical-cooling-concession
Available at: http://www.dhs.vic.gov.au/for-individuals/financial-support/concessions/energy/controlled-load-electricity-concession-formerly-the-off-peak-electricity-concession
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Jurisdiction

Concession

Eligibility

Calculation

Eligible households hold at least one of
the following concession cards:







Life Support
Concession52

52
53

Health Care Card
DVA Gold Card

Health Care Card
DVA Gold Card



For electricity bills, the
discount is equal to the cost of
1,880 kilowatt hours of
electricity used each year (470
kilowatt per quarter),
calculated using the general
domestic tariff of your retailer.



Provides a full waiver of the
fee that is normally payable to
the electricity retailers when

Pensioner Concession Card

Eligible households hold at least one of
the following concession cards:



Controlled load charges apply
to separately metered electric
hot water or slab heating
which is measured via a dual
element electricity meter or
dual element smart meter.
These tariffs are usually
shown as ‘controlled load’ or
‘dedicated circuit’ tariffs.

Provides a quarterly discount on
electricity and/or water bills where
a household member uses an
eligible life support machine. This
concession is available to both
renters and homeowners all year
round.

Qualifying machines are those that use
at least 1,880 kilowatt hours per annum.
Eligible households hold at least one of
the following concession cards:





Electricity
Transfer Fee
Waiver53

Pensioner Concession Card

Pensioner Concession Card

http://www.dhs.vic.gov.au/for-individuals/financial-support/concessions/energy/life-support-machine-electricity-concession
http://www.dhs.vic.gov.au/for-individuals/financial-support/concessions/energy/electricity-transfer-fee-waiver
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Total Cost (million)
2015-16
2016-17

$62m

Jurisdiction

Concession

Eligibility



Excess Electricity
Concession54

Winter Gas
Concession55

55

DVA Gold Card



Pensioner Concession Card
- Health Care Card



DVA Gold Card

Eligible households hold at least one of
the following concession cards:
Pensioner Concession Card
Health Care Card
DVA Gold Card
Concession households with gas
bills in excess of $1,523
(approximately double the average
household amount) during the
winter period (1 May – 31 October)
will need to apply for the Excess
Gas Concession to continue to
receive the 17.5 per cent



Concession households with
annual electricity bills of more
than $2,882 for the current
annual concession period will
need to apply for the Excess
Electricity Concession to
continue to receive the 17.5
per cent concession on
electricity consumed above
this amount.



Applies a discount of 17.5 per
cent off mains gas bills during
the winter period –1 May to 31
October– of each year. The
concession is calculated based
on the remaining account
balance once any retailer
discounts have been applied.

http://www.dhs.vic.gov.au/for-individuals/financial-support/concessions/energy/excess-electricity-concession
http://www.dhs.vic.gov.au/for-individuals/financial-support/concessions/energy/winter-gas-concessionKPMG | 43
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Total Cost (million)
2015-16
2016-17

there is a change of occupancy
at a property.

Health Care Card

Eligible households hold at least one of
the following concession cards:






54

Calculation

$64m

Jurisdiction

Concession

Eligibility

Calculation

concession on energy consumed
above this amount. Recipients of the
Life Support Concession and/or the
Medical Cooling Concession will be
automatically eligible to receive the
Excess Gas Concession upon
submission of a completed
application form.
Non-Mains
Energy
Concession56

Assists cardholders who rely on liquefied
petroleum gas (LPG), firewood or
heating oil for domestic heating, cooking
or hot water, or who access non-mains
electricity via an embedded network, or
who rely on a generator.
Eligible households hold at least one of
the following concession cards:





Excess Gas
Concession57

56
57

Pensioner Concession Card
Health Care Card
DVA Gold Card

Eligible households hold at least one of
the following concession cards:

The rebate amount for 2015 on
each utility is as follows:



$46 for spending from $100 to
$260.99



$137 for spending from $261
to $785.99



$229 for spending from $786
to $1,307.99



$327 for spending from $1308
to $1,866.99



$418 for spending from $1,867
to $2,388.99



$508 for spending $2,389 or
more.



Concession households with
gas bills of more than $1,523

http://www.dhs.vic.gov.au/for-individuals/financial-support/concessions/energy/non-mains-energy
http://www.dhs.vic.gov.au/for-individuals/financial-support/concessions/energy/excess-gas-concession
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Total Cost (million)
2015-16
2016-17

Jurisdiction

Concession

Eligibility





Calculation
for the winter period (1 May 31 October) will need to apply
for the Excess Gas
Concession to continue to
receive the 17.5 per cent
concession on gas consumed
above these amounts.

Pensioner Concession Card
Health Care Card
DVA Gold Card

Total Cost of Energy Concession Schemes in New South Wales
Low Income
Household
Rebate58

To be eligible for the Low Income
Household Rebate, you need to:



be a resident in New South Wales;
and



be a customer of the retailer, or a
long term resident of an on-supplied
residential community, or a resident
of an on-supplied retirement village,
or a resident of an on-supplied strata
scheme; and whose name appears
on the electricity account for supply
to his or her principal place of
residence; and

New South
Wales



58
59

hold either a:

The Low Income Household
Rebate helps eligible NSW
households to pay their energy
bills. The Low Income Household
Rebate provides:



$235 (excluding GST) a year to
eligible customers who hold
an electricity account, or;



$258.50 a year to eligible longterm residents of residential
communities (caravan and
mobile home parks) and
retirement villages who
receive electricity bills from
their community operators.

http://www.resourcesandenergy.nsw.gov.au/energy-consumers/financial-assistance/rebates/low-income-household-rebate
NSW State Budget 2016-17-Budget Statement, Budget Paper No. 1, p. A6-19
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Total Cost (million)
2015-16
2016-17

$246m

$257m

$193m

$193m59

Jurisdiction

Concession
NSW
Government Gas
Rebate60

Medical Energy
Rebate and Life
Support Rebate62

Eligibility

Calculation

– Pensioner Concession Card

issued by the DHS/DVA; or
– DHS Health Care Card; or
– DVA Gold Card marked with
either:
- War Widow or War Widower
Pension; or
- Totally and Permanently
Incapacitated (TPI); or
- Disability Pension (EDA)
The Medical Energy Rebate is for
customers who have an inability to selfregulate body temperature when
exposed to extremes (hot or cold) of
environmental temperatures. It is
associated with certain medical
conditions such as Parkinson's disease
and Multiple Sclerosis. However, to be
eligible for the Rebate a customer will
require a separate diagnosis that they
are unable to self-regulate their body
temperature.
To be eligible for the Medical Energy
Rebate you need to:

The NSW Gas Rebate provides
$90 (excluding GST) a year to
eligible customers who hold a
natural gas account with a natural
gas retailer of their choice.

The Medical Energy Rebate
provides:



$235 (excluding GST) a year to
eligible customers who hold
an electricity account with an
electricity retailer of their
choice; or,



$258.50 a year to eligible
residents of on-supplied
residential communities,
retirement villages and strata
schemes.

http://www.resourcesandenergy.nsw.gov.au/energy-consumers/financial-assistance/rebates/nsw-gas-rebate
NSW State Budget 2016-17-Budget Statement, Budget Paper No. 1, p. A6-19
62
http://www.resourcesandenergy.nsw.gov.au/energy-consumers/financial-assistance/rebates/medical-energy-rebate
63
NSW State Budget 2016-17-Budget Statement, Budget Paper No. 1, p. A6-16
60
61
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Total Cost (million)
2015-16
2016-17
$19m
$30m61

$8m

$9m63

Eligibility



be resident in New South Wales;
and



be a customer of the retailer, or a
long term resident of an on-supplied
residential community, or a resident
of an on-supplied retirement village,
or a resident of an on-supplied strata
scheme; and whose name appears
on the electricity account for supply
to his or her principal place of
residence; and



submit a valid application form as
provided by the Department of
Industry, Skills and Regional
Development (the Department),
which will be made available to
customers on the Department's
website, duly signed by a registered
medical practitioner (who is not the
applicant) to verify that either the
customer named on the bill or
anyone residing at the residence has
an inability to self-regulate body
temperature*; and




hold either a:




DHS Health Care Card; or

Pensioner Concession Card issued
by the DHS/DVA; or
DVA Gold Card.

Calculation

Total Cost (million)
2015-16
2016-17

Jurisdiction

Concession

Eligibility

Calculation

Life Support
Electricity
Rebate64



Be resident in New South Wales;
and



Be a customer of the retailer, or a
long term resident of an on-supplied
residential community, or a resident
of an on-supplied retirement village,
or a resident of an on-supplied strata
scheme; and whose name appears
on the electricity account for supply
to his or her principal place of
residence where approved
equipment is used by the customer
or another person who lives at the
same address; and

The value of the rebate varies
depends on the type of machine
used by the customer, including;



64

Submit a valid application form as
provided by the Department of
Industry, Skills and Regional
Development (the Department),
which will be made available to
customers on the Department's
website, duly signed by a registered
medical practitioner (who is not the
applicant) to verify that the use of
the approved life support equipment
is required at his or her principal
place of residence.



Positive Airways Pressure
(PAP) Device $0.30 for less
than 24 hour usage, $0.59 for
24 hour usage







Enteral feeding pump $0.37



Total Parenteral Nutrition (TPN)
pump $0.70




External Heart Pump $0.09

Phototherapy equipment $3.07
Home Dialysis $1.28
Ventilators $3.07
Oxygen Concentrators $1.54
for less than 24 hour usage,
$2.59 for 24 hour usage

Power wheelchairs for
quadriplegics $0.25

http://www.resourcesandenergy.nsw.gov.au/energy-consumers/financial-assistance/rebates/life-support-rebates
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Total Cost (million)
2015-16
2016-17

Jurisdiction

Concession

Eligibility

Calculation

Family Energy
Rebate65



Be a resident of New South Wales;
and



Be an account holder of an
electricity retailer, or a long term
resident of an on-supplied residential
community, or a resident of an onsupplied retirement village, or a
resident of an on-supplied strata
scheme; and whose name appears
on the electricity account for supply
to her or his principal place of
residence; and

Provides eligible households a
credit on an energy bill of up to
$150.
If one lives in an on-supplied
residential community, retirement
village or strata scheme the rebate
is up to $165.



Have been assessed by the Federal
Department of Human Services
(DHS) as being eligible for the
Family Tax Benefit (FTB) A or B at
any time during the 2014-2015
financial year, and have received a
payment of FTB in respect of that
eligibility.

Energy Accounts
Payment
Assistance
Scheme67

EAPA vouchers are issued by a
participating community welfare
organisation (CWO) such as St Vincent

The Energy Accounts Payment
Assistance (EAPA) Scheme helps
people experiencing a short term

http://www.resourcesandenergy.nsw.gov.au/energy-consumers/financial-assistance/rebates/family-energy-rebate
NSW State Budget 2016-17-Budget Statement, Budget Paper No. 1, p. A6-19
67
http://www.resourcesandenergy.nsw.gov.au/energy-consumers/financial-assistance/stay-connected-through-financial-crisis
68
NSW State Budget 2016-17-Budget Statement, Budget Paper No. 1, p. A6-19
65
66
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Total Cost (million)
2015-16
2016-17
$10m
$8m66

$16m

$17m68

Jurisdiction

Concession

Eligibility

Calculation

de Paul, Salvation Army, Anglicare and
many others.
The customer needs to apply to one of
these organisations which will consider
their claim and, if appropriate, provide
assistance.

financial crisis or emergency to pay
their electricity or gas bill.
The EAPA Scheme operates
through a voucher system. Each
voucher is worth $50.

Estimate total Cost of Energy Concession Schemes in South Australia
South Australia

Energy Bill
Concession69



The address you are claiming the
concession for must be your
principal place of residence and your
name must appear on the electricity
bill.

The energy concession is to cover
both electricity and gas payments
(including LPG bottled gas) for up
to $215 per year.



You must not be living with anyone
who has an income of more than
$3,000 per year, unless they get an
allowance from Centrelink or the
Department of Veterans' Affairs or
they are your spouse, domestic
partner or dependent.
Eligible cards:




Total Cost (million)
2015-16
2016-17

$60.7m
Estimate $21.270

$61.5m
Estimate $$22m

(13% of total
concessions
for 2015-16 =
$163.271

(13% of total
concession
for 2016-17
=$168m

a Pensioner Concession Card
Gold Card from the Department of
Veterans' Affairs

https://www.sa.gov.au/topics/employment-and-finance/financial-support/concessions-and-benefits/concessions/energy-bill-concessions
NSW - $2,123m total concessions, 253m for energy, therefore 11.9% of total concessions paid to energy consumers. Victoria - $1,597.3m total concession, $231.1m for
energy, therefore 14.5% of total concessions paid to energy consumers.
71
South Australia Government, 2015-16 State Budget, Agency Statements Volume 1 2015-16 Budget Paper 4, p.139
69
70
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Jurisdiction

Concession

Eligibility

Calculation



Totally and Permanently
Incapacitated (TPI)



Extreme Disablement Adjustment
(EDA)




War Widow




Low Income Health Care Card











Newstart allowance

Gold Card from the Department of
Veterans' Affairs issued to a person
with 80 or more overall impairment
points under the Military
Rehabilitation and Compensation
Act 2004

Commonwealth Seniors Health Care
Card
Or receive one of the following
Centrelink payments:
Sickness allowance
Widow allowance
Youth allowance
Partner allowance
Parenting Payment Partnered
Bereavement allowance
Special benefit
Community Development
Employment Project (CDEP)
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Total Cost (million)
2015-16
2016-17

Jurisdiction

Concession

Eligibility




Medical heating
and cooling
concession72

72

Calculation

Total Cost (million)
2015-16
2016-17

New Enterprise Incentive Scheme
ABSTUDY
Austudy



be financially responsible for the full
or part payment of the energy bill.
And hold one of the following cards:




a Pensioner Concession Card



Totally and Permanently
Incapacitated (TPI)



Extreme Disablement Adjustment
(EDA)




War Widow




Low Income Health Care Card

Gold Card from the Department of
Veterans' Affairs

The Medical Heating and Cooling
Concession concession assists
South Australians on a fixed or low
income who have a clinically
verified medical condition which
requires the frequent use of
heating or cooling in the home to
prevent the severe worsening of
their condition.
The concession is currently $215
per year and is available to eligible
applicants in addition to the current
energy concession.

Gold Card from the Department of
Veterans' Affairs issued to a person
with 80 or more overall impairment
points under the Military
Rehabilitation and Compensation
Act 2004
Commonwealth Seniors Health Care
Card

https://www.sa.gov.au/topics/employment-and-finance/financial-support/concessions-and-benefits/concessions/medical-heating-and-cooling-concession
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Jurisdiction

Concession

Eligibility

Calculation

Total Cost (million)
2015-16
2016-17

Or receive one of the following
Centrelink payments:

Cost of Living
Concession73

73
74











Newstart allowance





New Enterprise Incentive Scheme

Sickness allowance
Widow allowance
Youth allowance
Partner allowance
Parenting Payment Partnered
Bereavement allowance
Special benefit
Community Development
Employment Project (CDEP)
ABSTUDY
Austudy

Eligible cards:




a Pensioner Concession Card



Totally and Permanently
Incapacitated (TPI)

Gold Card from the Department of
Veterans' Affairs

To help with the general cost of
living a state government
concession is available to eligible
South Australians on low or fixed
incomes.
The Cost of Living Concession
enables you to put the benefit

http://www.sa.gov.au/topics/employment-and-finance/financial-support/concessions-and-benefits/concessions/cost-of-living-concessions
SA Government, 2015-16 State Budget, Budget Measures Statement, 2015-16 Budget Paper 5, p. 21
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$39.574

$39.5m
(estimate)

Jurisdiction

Concession

Eligibility

Calculation



Extreme Disablement Adjustment
(EDA)




War Widow

towards your greatest needs,
whether that is electricity, gas and
water bills or council rates.

Gold Card from the Department of
Veterans' Affairs issued to a person
with 80 or more overall impairment
points under the Military
Rehabilitation and Compensation
Act 2004




Low Income Health Care Card











Newstart allowance




New Enterprise Incentive Scheme

Commonwealth Seniors Health Care
Card
Or receive one of the following
Centrelink payments:



Homeowner-occupiers who
are pensioners and lowincome earners Up to $200



Homeowner-occupiers who
are self-funded retirees with a
Commonwealth Seniors
Health Card Up to $100



Tenants who are pensioners,
low-income earners or selffunded retirees with a
Commonwealth Seniors
Health Card Up to $100

Sickness allowance
Widow allowance
Youth allowance
Partner allowance
Parenting Payment Partnered
Bereavement allowance
Special benefit
Community Development
Employment Project (CDEP)
ABSTUDY
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Total Cost (million)
2015-16
2016-17

Jurisdiction

Concession

Eligibility


Electricity75

Calculation

Austudy

Department of Human Services





Pensioner Concession Card



GOLD Repatriation Health Card –
This card needs to have TPI or War
Widow/er imprinted within the card
to be eligible



Repatriation Pharmaceutical
Benefits Card (Orange Card)



DVA Pensioner Concession Card
(Blue Card)



DVA Commonwealth Seniors Health
Card

Health Care Card

Commonwealth Seniors Health Card
Department of Veterans’ Affairs
Northern
Territory

There is a daily rate concession
and a reduced consumption
charge.
These concessions are applied to
amounts owing on Power and
Water Corporation accounts in a
member’s name.

Total Cost of Energy Concession Schemes in Western Australia
Western
Australia

Account
Establishment

Total Cost (million)
2015-16
2016-17

Holders of a Pensioner Concession Card,
Health Care Card or a Department of
Veterans’ Affairs Gold Card.

This rebate offsets the cost of
establishing a new electricity
account for eligible customers. It
applies to residential tariffs and is a

$23.5m76

$24.2m77

$63.8m

$78.84m

$0.761m

$0.769m79

http://health.nt.gov.au/library/scripts/objectifyMedia.aspx?file=pdf/94/48.pdf&siteID=1&str_title=PenCon%20Concession%20Information.pdf
Sum of Power and Water Corporation and Jacana Energy Concession amounts: NT Government, Budget 2015-16 making Your Life Simpler Safer Smarter, Budget Paper
No. 3 Agency Budget Statements, p. 324
77
Sum of Power and Water Corporation and Jacana Energy Concession amounts: NT Government, Budget 2016-17 Budget Paper No. 3 Agency Budget Statements, p. 322
79
Western Australian Government, 2016-17 Budget Papers, Economic and Fiscal Outlook, Table 6.1
75
76
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Jurisdiction

Concession

Eligibility

Calculation

Fee Rebate Electricity78

one-off rebate when establishing a
new electricity account.
$33.80 (one off fee)

Energy
Assistance
Payment80



Hardship Utilities
Grant Scheme
(HUGS)82

At the time of the application you must
be:

Holders of a Pensioner Concession
Card, Health Care Card, Veterans'
Affairs Gold card or Commonwealth
Senior Health Card.




a residential customer;



unable to pay a current bill or have
had their service disconnected or
restricted.

assessed by the utility provider as
experiencing financial hardship as
defined in their hardship policy; and

The Energy Assistance
payment of $233.95 inclusive
of GST is divided into daily
amounts and credited to
Synergy or Horizon Power
customers’ electricity bills.
210,224 customers qualify for
this payment across Horizon
and Synergy.

$41.9m

$43.54m81

The Hardship Utility Grant Scheme
(HUGS) is a State Government
scheme which provides financial
assistance to help people in
financial hardship to pay their
water, gas and electricity bills so
their supply is not cut off.
From 1 January 2015 the amount
of financial assistance available
through a HUGS grant is:

$1.5m

$8.5m83



https://www.synergy.net.au/Your-home/Manage-your-account/Rebates-and-concessions
https://www.synergy.net.au/Your-home/Manage-your-account/Rebates-and-concessions
81
Western Australian Government, 2016-17 Budget Papers, Economic and Fiscal Outlook, Table 6.1
82
http://www.dcp.wa.gov.au/servicescommunity/Pages/HardshipUtilitiesGrantScheme(HUGS).aspx
83
Western Australian Government, 2016-17 Budget Papers, Economic and Fiscal Outlook, page 147
78
80
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Total Cost (million)
2015-16
2016-17

Jurisdiction

Concession

Dependent Child
Rebate

Eligibility



Calculation

The Dependent Child Rebate
provides assistance to help eligible
concession card holders with
dependent children meet energy
consumption costs.

Air Conditioning
Rebate

Life Support
Equipment



South of 26S – Geographical
area South of Carnarvon $538



North of S26 – Geographical
area North of Carnarvon $891



The rebate is calculated daily
and is based on the number of
dependent children listed on a
concession card. $284 for first
child then $72 per additional
child

Subsidises the cost of running an
air conditioner in areas that are
deemed high heat discomfort
locations, during the hottest
months.

To be eligible to receive the subsidy, an
applicant must hold one of the following
means-tested concession cards:



Up to 200 units kilowatt hours
(KWh) for every month it can
be claimed. e.g This equals
$51.40 per month on a A1
Home Tariff.



Ventilators (VPAP or BPAP
only) $407

Western Australian Government, 2016-17 Budget Papers, Economic and Fiscal Outlook, Table 6.1
Western Australian Government, 2016-17 Budget Papers, Economic and Fiscal Outlook, Table 6.1
87
Western Australian Government, 2016-17 Budget Papers, Economic and Fiscal Outlook, Table 6.1
84
85
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Total Cost (million)
2015-16
2016-17

$15.2m

$15..92m84

$0.66m

$0.70m85

$1.06m

$1.14m87

Jurisdiction

Concession

Eligibility

Calculation

Electricity
Subsidy86



Pensioner Concession Card (issued
by either Centrelink or the
Department of Veterans’ Affairs); or



Oxygen Concentrator
(standard capacity – Adult)
$774



Health Care Card (not including the
Commonwealth Seniors Health
Card); or



Oxygen Concentrator (high
capacity “New Life Intensity”
– Adult) $1,121



Oxygen Concentrator
(standard capacity – Child)
$1,165





Feeding Pump $139




Heart Pump $367



Machine Assisted Peritoneal
Dialysis Equipment $85



A payment to people holding
concessions cards who do not
have electricity accounts with
Synergy or Horizon Power but
who pay for their electricity

 Health Care Interim Voucher.
The applicant may be either –

Energy
Concession
Extension
Scheme88

86
88



the patient who requires the
specified life support equipment for
their own use; or



the guardian or primary caregiver of
a person who utilises the energy for
life support equipment in their own
home.



Holders of a Pensioner Concession
Card, Health Care Card, Veterans’
Affairs Gold card (TPI, War Widow
and Dependent Child) or

Total Cost (million)
2015-16
2016-17

Suction Pump $184
Apnoea Monitor (Child only)
$233
Nebuliser (Child only – used
every day for 1-2 hours per
day) $45

$1.33m

http://www.finance.wa.gov.au/cms/uploadedFiles/_State_Revenue/Other_Schemes/Life_Support_Equipment_Information_Sheet.pdf?n=8629
http://www.concessions.wa.gov.au/concessions/Pages/Energy-Concession-Extension-Scheme.aspx
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$5.96m

Jurisdiction

Concession

Eligibility

Calculation

Commonwealth Seniors Health
Card.

Thermoregulatory
Dysfunction
Energy Subsidy89

In order to qualify for the
Thermoregulatory Dysfunction subsidy,
the patient must:



Be certified by a treating doctor who
has been treating the patient for at
least three months; and



Be assessed as meeting one of the
four primary qualifying conditions;
and



Be assessed as meeting one of the
three secondary qualifying
conditions.
Primary Qualifying Conditions



89
90

Autonomic system dysfunction.
(Medical conditions in which the

Total Cost (million)
2015-16
2016-17

use through on-selling
arrangements or to retailers
such as Perth Energy or Alinta
Sales. The payment includes
the Energy Assistance
Payment and may be more if
you also meet the eligibility
requirements for the
Dependent Child Rebate
and/or the Air Conditioning
Rebate.
For the purpose of the subsidy,
thermoregulatory dysfunction is
defined as significant loss of a
person’s capacity to control body
temperature when exposed to
extremes of environmental
temperatures. It is associated with
the medical conditions which
result in the affected person being
at risk of serious detriment to their
general health and bodily function
when exposed to extremes of
temperatures.



$1.4m

The subsidy of $620 per
annum is paid annually in
advance by Electronic Funds

http://www.finance.wa.gov.au/cms/uploadedFiles/_State_Revenue/Other_Schemes/Thermoregulatory_Dysfunction_Information_Sheet.pdf?n=691
Western Australian Government, 2016-17 Budget Papers, Economic and Fiscal Outlook, Table 6.1
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$2.3m90

Jurisdiction

Concession

Eligibility

Calculation

autonomic system has been
damaged e.g. severe spinal cord
injury, stroke, brain injury and
neurodegenerative disorders)



Loss of skin integrity or loss of
sweating capacity. (e.g. significant
burns greater than 20%, severe
inflammatory skin conditions and
some rare forms of disordered
sweating)



Objective reduction of physiological
functioning at extremes of
environmental temperatures. (e.g.
advanced multiple sclerosis)

Transfer (‘EFT’) directly into a
cheque or savings account
nominated by the applicant.



Hypersensitivity to extremes of
environmental temperature leading
to increased pain or other
discomfort or an increased risk of
complications. (e.g. complex
regional pain syndrome and
advanced peripheral vascular
disease)
Secondary Qualifying Criteria



Severe immobility (e.g. such as
occurs with quadriplegia or the loss
of three limbs)



Demonstrated significant loss of
autonomic regulation of sweating,
heart rate or blood pressure
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Total Cost (million)
2015-16
2016-17

Jurisdiction

Concession

Eligibility

Calculation

Total Cost (million)
2015-16
2016-17



Demonstrated loss of physiological
function or significant aggravation of
clinical condition at extremes of
environmental temperature
An applicant for the subsidy may be
either:



The patient, who requires heating
and/or cooling for their own use; OR



The guardian or primary caregiver of
a person who utilises the energy for
heating and/or cooling in their home.
However, the applicant must hold one of
the following:

Utilities
Allowance91



Pensioner Concession Card (issued
by either Centrelink or the
Department of Veterans’ Affairs)




Health Care Card

You may be eligible if you receive:



Disability Support Pension and are
aged under 21 with no dependent
children;



Partner Allowance; or

Commonwealth

91
92

Health Care Interim Voucher.
Helps to meet the costs of regular
bills such as gas, electricity and
water when on certain Centrelink
payments.
Single customers - $609.20 per
year, paid at the rate of $152.30
per quarter.

$27.5

http://www.humanservices.gov.au/customer/services/centrelink/utilities-allowance
Commonwealth Government of Australia – Budget 2016-17, Portfolio Budget Statements 2016- 17, Budget Related Paper No. 1.15a. Table 2.1.2 p.35
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$23.992

Jurisdiction

Concession

Eligibility

Calculation



Couple combined - $609.20 per
year, paid at the rate of $76.15 per
quarter for each eligible member of
a couple.

Widow Allowance.
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Total Cost (million)
2015-16
2016-17

Appendix B – Cost incurred
by jurisdictional ombudsmen
In order to estimate the costs to the Australian ombudsmen of addressing customer complaints from
residential customers and small businesses in respect of energy affordability, we used the proportion
of complaints received by each ombudsman relating to such issues as a proxy for the proportion of
time and expense incurred by each ombudsman in addressing such problems.
More specifically, the cost to ombudsmen was typically estimated by applying the following formula
for each State:
Total no. of
affordability
Complaints
Total no. of
complaints

x

Total no. of
complaints relating
to electricity, gas &
dual fuel
Total no. of
complaints

(A)

(B)

x

Total expenditure
by the ombudsman

(C)

The information required for the formula was identified in the Energy and Water Ombudsman annual
reports for each State for the years ending 30 June 2014 (2013/14) and 30 June 2015 (2014/15).
There is no separate Energy and Water Ombudsman for the Northern Territory and Tasmania;
therefore, for these States, the information was sought from the general ombudsman annual reports
for the same periods.
For certain States, there was insufficient information available in the annual reports to adopt the
standard methodology outlined above. These exceptions are noted below:



For Tasmania and Western Australia, the annual report separately identified the total number of
energy complaints relating to affordability issues. As such, it was not necessary to separately
calculate both (A) and (B) for these States.



For the Northern Territory, there was no breakdown of complaints between energy and water
issues to calculate (B), i.e. the proportion of complaints relating to energy. As such, for each
period, we applied the relevant average of the same measure from each State (excluding Western
Australia and Tasmania – refer to point immediately above).

The methodology is intended to approximate the cost incurred by the ombudsman in dealing with
energy affordability and disconnection complaints, however it is not an exact science and the
following points should be noted:



No common description in respect of energy affordability complaints was adopted by the
ombudsmen, however it typically included the following types of issue:

– Payment difficulties and arrears;
– Credit rating or debt collection issues;
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– Disconnections (imminent and actual) due to non-payment93; and
– Financial hardship.


Ombudsmen have a number of different classifications for the workload (Cases) that they handle.
While these classifications may have slight variations across States, Cases typically include both
complaints and enquiries. Complaints are essentially expressions of dissatisfaction which are
within the jurisdiction of the ombudsman and where direct communication between the customer
and their supplier has failed to resolve the problem. Complaints are generally assigned a dedicated
investigation officer and the ombudsman will work with the customer to resolve the problem. This
may involve liaising with the customer’s supplier, reviewing correspondence between the
customer and their supplier, and facilitating a negotiation or settlement between the two parties,
for example. In contrast, the South Australian annual report indicates that an enquiry “is a request
for assistance that can be dealt with quickly by providing advice or information.” This may include
referring the customer to another agency.



On the basis that enquiries can be dealt with quickly, whereas complaints are time consuming,
our methodology focuses on complaints. In doing so, this effectively implies that enquiries have
no cost for the ombudsmen. While this may not be the case, the alternative (i.e. inclusion of
enquiries) could disproportionately dilute the costs of complaints and therefore understate the
cost to the ombudsman of dealing with energy affordability complaints from residential customers
and small businesses. We consider that the magnitude of such an understatement is likely to
exceed any overstatement caused by excluding enquiries, however ECA should be cognisant of
this approach when reviewing the results.



Complaints received by the ombudsman may refer to more than one issue. For example, a
customer may complain about being in payment arrears or debt to their supplier as well as
disconnection due to non-payment. As the annual reports generally provide more information in
respect of complaints relative to issues, our methodology is based on the former rather than the
latter. This may have the effect of understating costs associated with energy affordability issues.
Similarly, the complexity of a complaint, and therefore the cost of dealing with it, can vary
significantly. For the purpose of this report we have assumed that all complaints have the same
degree of complexity and therefore incur the same costs.



Part of the costs incurred by the ombudsmen are recovered through energy supplier fees and
levies. This is ignored for the purposes of this analysis as ultimately the expense, rather than the
breakdown between organisations which incur that expense, is the focus of this report.

Disconnections due to reasons other than non-payment (for example, due to failure by the customer to apply for a connection
or an error by the supplier) are generally excluded from the calculations.

93
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Appendix C – Disconnections
and reconnections
To estimate the costs of disconnecting customers for non-payment and the costs of subsequent
reconnection, we obtained an estimate of the number of disconnections and reconnections for
2015/16 in each jurisdiction, and multiplied these by distribution network service providers’ stated
tariffs for a disconnection and subsequent reconnection.
The tariffs that were used are set out in the table below.
Table 4 Cost of disconnection and reconnection by jurisdiction
Electricity

Gas

Jurisdiction

Cost of
disconnection

Cost of
reconnection

Cost of
disconnection

Cost of
reconnection

ACT

$135.65

$67.82

$117.81

$39.27

NSW

$162.13

$0

$150

$0

QLD

$0

$44.09

$70

$70

SA

$35.00

$35.00

$71

$71

TAS

$78.18

$53.34

N/A

N/A

VIC

$9.15

$9.15

$57.32

$58.44

Sources: Ausgrid 2016-2017 – Connection Policy – Connection Charges, pg 30; Energex - Tariff Schedule
1 July 2016 to 30 June 2017, pp.23-24; SAPN - Network Tariff & Negotiated Services – Manual No. 18, July 16 p.56; ActewAGL,
Schedule of Electricity Network Charges 2016-17, 1 July 2016, p7; ActewAGL, Gas network tariff schedule, Effective 1 July 2016,
p5; TasNetworks, Fee Based Services Application and Price Guide 2016-17, p5-6; AusNet Services, Fee Based Alternative Control
Services; Citipower General Service Charge Pricing Schedule 2016, p25; Powercor General Service Charge Pricing Schedule
2016, p25; EnergyAustralia.com.au/other-charges; Jemena Electricity Networks Commonly Requested Distribution Services
Schedule of charges for 2016, p3; Jemena Gas Networks (NSW) enforceable undertaking, May 2016, Schedule 2 4.1(j); AGN
Queensland - Ancillary Services Charges Effective 1 July 2016; AGN Network Tariffs South Australia - from 1 July 2016.

Notes:

Electricity tariffs
In NSW, the cost of reconnection is incorporated into the disconnection fee. In Queensland, the cost
of disconnection is incorporated into the reconnection fee.
In NSW, we have applied Ausgrid’s stated fees for disconnection and reconnection to all customers
this is because the majority of customers are on Ausgrid’s network. Similarly, in Queensland, we have
applied Energex’s stated fees for disconnection and reconnection across all Queensland customers.
While the costs of electricity disconnection in Queensland are set to $0, the distributors are likely to
incurred some costs in performing this service.
There are five distributors in Victoria. Because the customer base is more spread out and distributors’
fees were similar, we took a simple average.

Gas tariffs
In NSW, the cost of reconnection is incorporated into the disconnection fee.
KPMG | 65
© 2016 KPMG, an Australian partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.
Liability limited by a scheme approved under Professional Standards Legislation.
Document Classification: KPMG Confidential

In Victoria, we have taken a simple average of the three distributors’ fees, as we did for electricity.

Disconnection and reconnection figures:
Residential disconnection figures for the ACT, NSW, Queensland, South Australia and Tasmania were
only available for the first three quarters of 2015/16. We have estimated an annual figure by averaging
the available data for the financial year and adding the result to the first three quarters.
Residential reconnection figures were not available for these jurisdictions for 2015/16. To obtain a
figure, we have used the proportion of customers that were disconnected and subsequently
reconnected in 2014/15.
Disconnection and reconnection figures for 2015/16 were not available for Victoria. For the purpose of
this analysis, we used figures for 2014/15 as a proxy.
Gas disconnection and reconnection figures were not available for Queensland, and so have not been
included in this analysis.
We were not able to obtain data on small business electricity reconnections other than for
Queensland, where 37% of small business electricity customers that were disconnected for
non-payment were subsequently reconnected in 2014/15.94 For the purpose of this analysis, we have
assumed the same proportion of small business electricity customers were reconnected in other
jurisdictions.
No information was available on small business gas customer reconnections. However, since fewer
small business gas customers were disconnected for non-payment, these costs are likely to be fairly
small in the context of residential disconnections and reconnections as well as small business
electricity customer disconnections and reconnections.

Queensland Competition Authority, Small Electricity Customer Disconnection, Hardship and Complaints Statistics Quarterly
Reports, available at www.qca.org.au

94
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