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R89 Calls to the licensee call centre that selected to speak to an operator but were terminated before being answered, during 
the reporting year.

Number of occurrences 160 803 -80%

See  comments in R88
Billing delays

R5 Residential customers issued an energy bill outside the prescribed maximum timeframe during the reporting year where the 
delay was the fault of the retailer.

Number of occurrences 28 23 22%

R7 Residential customers issued an energy bill outside the prescribed maximum timeframe during the reporting year because 
the retailer did not receive timely billing data from the distributor.

Number of occurrences 0 0

R17 Business customers issued an energy bill outside the prescribed maximum timeframe during the reporting year. Number of occurrences 0 0
Complaints

R59 Complaints from residential customers during the reporting year. Number of occurrences 200 247 -19% See comments in R88
R60 Complaints from business customers during the reporting year. Number of occurrences 1 0
R61 Billing/credit complaints from residential customers during the reporting year. Number of occurrences 48 104 -54% See comments in R88
R63 Billing/credit complaints from business customers during the reporting year. Number of occurrences 0 0
R65 Transfer complaints from residential customers during the reporting year. Number of occurrences 8 8 0%
R67 Transfer complaints from business customers during the reporting year. Number of occurrences 0 0
R69 Marketing complaints from residential customers (including those directly to the retailer) during the reporting year. Number of occurrences 4 1 300% The increase is attributed to customers who have signed up online and chosen to cancel afterwards.Note the high YOY % increase is due to the low 

numbers in this category and in the context of generally decreasing complaints YOY in other reported categories

R71 Marketing complaints from business customers (including those directly to the retailer) during the reporting year. Number of occurrences 0 0
R73 Other complaints from residential customers during the reporting year. Number of occurrences 104 134 -22%
R75 Other complaints from business customers during the reporting year. Number of occurrences 1 0
R77 Complaints from residential customers concluded within 15 business days during the reporting year. Number of occurrences 127 187 -32% See comments in R88
R79 Complaints from residential customers concluded within 20 business days during the reporting year. Number of occurrences 144 198 -27% See comments in R88
R81 Complaints from business customers concluded within 15 business days during the reporting year. Number of occurrences 0 0
R83 Complaints from business customers concluded within 20 business days during the reporting year. Number of occurrences 0 0

Disconnections and reconnections
R33 Residential customer disconnections during the reporting year. Number of occurrences 17 38 -55%
R35 Business customer disconnections during the reporting year. Number of occurrences 0 0
R37 Residential customer disconnections during the reporting year or previous reporting year of customers on a payment plan 

at the time.
Number of occurrences 7 11 -36%

R39 Residential customer disconnections during the reporting year where the customer was disconnected at least one other 
time during the reporting year or the previous reporting year.

Number of occurrences 0 2 -100%

R41 Residential customer disconnections during the reporting year of customers with a concession. Number of occurrences 0 0
R51 Residential customer reconnections during the reporting year. Number of occurrences 11 18 -39%
R42 Residential customer reconnections during the reporting year requested by the retailer within seven days of requesting the 

disconnection.
Number of occurrences 8 12 -33%

R53 Residential customer reconnections during the reporting year requested by the retailer that were not reconnected by the 
distributor within the prescribed timeframe.

Number of occurrences 0 0

R45 Residential customer reconnections during the reporting year requested by the retailer within seven days of requesting the 
disconnection for customers on a payment plan.

Number of occurrences 2 0

R47 Residential customer reconnections during the reporting year requested by the retailer within seven days of requesting the 
disconnection for customers reconnected on at least one other occasion during the reporting year or the previous reporting 
year.

Number of occurrences 0 0

R49 Residential customer reconnections during the reporting year requested by the retailer within seven days of requesting the 
disconnection for customers with a concession.

Number of occurrences 0 0

R55 Business customer reconnections during the reporting year. Number of occurrences 0 0
R43 Business customer reconnections during the reporting year requested by the retailer within seven days of requesting the 

disconnection.
Number of occurrences 0 0

R57 Business customer reconnections during the reporting year requested by the retailer that were not reconnected by the 
distributor within the prescribed timeframe.

Number of occurrences 0 0

Billing plans and marketing claims
R152 Publication of new or updated basic plan information documents during the reporting year. Number of occurrences 10
R153 Number of unique comparative marketing claims presented to customers or potential customers relating to cooking, space 

heating, environmental sustainability or greenhouse gas emissions during the reporting year.
Number of unique claims 0
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