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25 October 2019 
 
The Chair  
The Energy Charter 
Independent Accountability Panel 
Via Email: submissions@theenergycharterpanel.com.au 
 
Dear Chair  
 
Thank you for the opportunity to participate in the 2019 Energy Disclosure Reporting process.  
 
The Tasmanian Council of Social Service (TasCOSS) is the peak body for the community services sector in 
Tasmania. Our membership includes individuals and organisations active in the provision of community 
services to Tasmanians on low incomes and living in vulnerable and disadvantaged circumstances. 
Drawing on the work of our energy analyst and advocate, our responses to the Disclosure Report in this 
letter are based on insights from our members and stakeholders, the voices and insights of Tasmanians on 
low incomes and research into effective initiatives on energy affordability in other jurisdictions.  
 
TasCOSS supports the establishment of the Energy Charter as an industry initiative and welcomes the 
opportunity to comment on the first of the Disclosure Reports with a focus on Aurora Energy. As 
acknowledged in the Aurora Energy Disclosure Report, affordability is a key concern for many Tasmanians, 
with 33 per cent of Aurora Energy customers receiving some form of electricity concession in 2018-19. 
This rate is higher than that observed in any other National Energy Market (NEM) jurisdiction. This is also 
reflected in our consultations, where energy costs rate consistently high as one of largest pressures on 
household budgets. In this environment it is therefore crucial that the most effective initiatives and 
mechanisms are in place to support energy consumers in vulnerable circumstances. 
 
It is with this in mind, as well as against the Charter Principles, that we provide comment on Aurora’s 
Disclosure Statement. 
 
Principle 2: We will improve energy affordability for customers:  
 
2.2 Offer customers energy deals that best meet their needs, supported by effective tools and incentives 
for customers to manage their energy use and cost.  
 
As identified by Aurora Energy under 2.2 of the Disclosure Report, a group of community sector energy 
advocates representing the voices of Tasmania’s most vulnerable, of which TasCOSS was a member, 
approached Aurora Energy to support their customers and reconsider the inclusion of a Paye As You Go+ 
(PAYG+) fee of $40.15 per year. 
 
We believe that as a signatory to the Charter, Aurora Energy has committed to placing customers at the 
centre of business, improving energy affordability, facilitating new services that support sustainable 
energy solutions, improving customer experiences, and supporting vulnerable customers.    
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The imposition of the PAYG+ fee is not consistent with the values that underpin the Charter because it 
does not support vulnerable customers, improve energy affordability for all customers or deliver a 
competitive energy solution when compared to Aurora Energy’s other products. TasCOSS, along with 
other energy advocates, hopes that Aurora Energy will again reconsider the annual fee as a measureable 
outcome of their involvement in and commitment to the Charter.  
 
Principle 5: We will support customers facing vulnerable circumstances  
 
We note that the Independent Accountability Panel under Principle 5 has sought feedback in regard to 
what metrics might be most appropriate to assess and measure progress over time and why.  
 
TasCOSS supports: 
 

 The need for metric reporting and the identification of clear, measurable customer outcomes at 
both an industry and company level. We believe there is value in including state by state metrics 
on performance, how businesses are working together to deliver outcomes and the value of 
collecting community feedback. 
 

 The approach taken by the Charter in identifying that Disclosure reporting is not about a 
compliance regime, but a focus on cultural change within the signatory organisations.   
 

 The need for a consistent data reporting framework that allows comparisons between 
signatories, is meaningful, and allows the ability to track progress. 

 
Through its membership on the Aurora Energy Vulnerable Customer Stakeholder Group, TasCOSS will 
continue to monitor measureable outcomes in a number of policy areas where there are opportunities for 
improved vulnerable customer outcomes, including the accuracy of the self-reporting regime. 

 

 Hardship policy implementation / Your Energy Support (YES) program 

 PAYG+ 

 Marinus Link  

 Commitment to the Vulnerable Customers Committee  

 Establishment of Thriving Communities, and  

 Energy Concessions  
 
Other issues 
 
In February 2019, a new competitor entered the Tasmanian market.  Aurora Energy identified in their 
Disclosure Report that, “The emergence of the competition has presented a range of new challenges and 
opportunities for the business. ” The community is yet to see the full impact of competition but it is a 
welcome inclusion in the market providing consumer choice and a different price point. We will therefore 
look for evidence that competition within the residential energy retail sector is having an impact on 
service and/or cost, particularly for vulnerable customers. 
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Conclusion  
 
TasCOSS supports areas of continuous improvement identified by Aurora Energy as key focus areas in 
2019-20 and will work with them to achieve their priorities, share experiences across jurisdictions and 
seek to ensure that the Tasmanian energy environment is characterised by its responsiveness to the 
needs of energy consumers experiencing vulnerability.   
 
Again, thank you for the opportunity to comment. 
 
 
Yours sincerely 

 
Kym Goodes  
CEO, TasCOSS  
 


