4/2/25, 4:33 PM Mail - Energy Matters - Outlook

E Outlook
RE: Joint Select Committee on Energy Matters: Additional matters taken on notice

Date Tue 1/04/2025 10:59 AM
To

Enerav Matters <eneravmatters@parliament.tas.gov.au>; Bounds, Glenn
: Patterson, Tristan

) 1 attachment (1,019 KB)
Q2 2024 25 Retail Performance Reporting 1.pdf;

Good morning Kiah,

Please find attached a copy of the Australian Energy Regulator’s Quarterly Retail Performance
Report for October-December 2024.

With regard to the question taken on notice:

» Figure 3 (page 8) shows a decline in the proportion of Tasmania residential customers in
energy debt from December 2023 to December 2024.

» Figure 4 (page 8) shows a decline in the Tasmanian average energy debt from December 2023
to December 2024 and an increase in the overall energy debt [NEM jurisdictions] over the
same period. Commentary to Figure 4 indicates that the “average energy debt in Tasmania
declined by $147 (17 per cent) over the past year, but increased in all other jurisdictions”.

« Figure 9 (page 11) shows a decline in the Tasmanian average electricity hardship debt and
average electricity debt at time of entry to hardship programs and an increase in the overall
average [NEM jurisdictions] for these metrics from December 2023 to December 2024.
Commentary to Figure 9 indicates that “Tasmania was the only jurisdiction that did not record
an increase in average hardship debt levels and debt on entry to hardship over the past year.
This result was driven by Aurora Energy’s ongoing program to write off debt for customers with
over $2,000 of debt.”

Kind regards,

Kirstan

Kirstan Long | Director
ety Office of the Tasmanian Economic Regulator
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Overview of AER’s retail performance report

Report purpose

* This report aims to:

- help stakeholders
understand how
energy retailers are
delivering outcomes
under the National
Energy Customer
Framework that are in
the long-term interest
of energy consumers

— assist policymakers,
consumer advocates,
market participants
and other key parties
to deliver stronger
consumer outcomes in
response to emerging

opportunities and risks.

aer.gov.au

Report focus

* This report focuses on key

outcomes and trends
affecting energy
consumers and energy
retail markets.

* Our report includes:

- energy prices

— customers facing
payment difficulty,
including debt,
payment plans and
hardship programs

- disconnection of
customers for non-
payment of energy bills

— customer complaints

- market share.

Regions covered

« Jurisdictions covered by
the National Energy Retail
Law and the Retail Rules:

- NSW

- Queensland

- South Australia
- Tasmania

- ACT.

Timeframe

* This report presents

analysis for Q2 2024-25,
October to December
2024. Comparisons are
made based on the same
guarter in the previous
year and for the last 4
quarters.

Corresponding schedules
(data tables) are published
alongside this report and
available in Excel.

Previous annual and
guarterly report schedules
are also available.
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Key insights — October to December 2024

1. Hardship programs need to do more to support customers experiencing payment difficulty to get back on track.
The average debt of customers on hardship programs and debt on entry to these programs has continued to increase. While being
on a hardship program provides customers experiencing payment difficulty with protection, programs could be improved. We are
heartened by the relating to the support provided to people experiencing hardship. The rule change
progresses solutions put forward in our

2.

Complaints have declined since the previous quarter but remain higher than they were in the same period last year.

The number of customer complaints has dropped from the peak recorded in July to September 2024, with most remaining related
to billing issues such as price queries, billing errors, payment arrangements and debt recovery practices. We will be closely
monitoring these customer service metrics over the forthcoming reporting periods to identify declining customer service standards.

3. Tier 2 retailers have continued to grow their market share.

The continued growth of Tier 2 retailers signals increased competition in the retail energy market. Our

approach to testing and trialling new products is intended to further encourage innovation and competition. We are particularly
interested in new products that deliver benefit to consumers and the wider energy market.

aer.gov.au



Electricity median market offers have declined since DMO
6 came into effect

Figure 1 Range of retail electricity market offers by distribution zone,
as at 31 December 2024
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while TasNetworks’ regulated prices fell 3% .
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Source: AER analysis using offer data from Energy Made Easy.
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Gas median market offers decreased across most jurisdictions

: : Figure 2 Range of retail gas market offers by distribution zone,
In the first 2 quarters of 2024-25, median as at 31 December 2024

market offers for gas declined between 1%
and 4% in Queensland, SA and NSW
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Note: Pricing data is based on prices as at 31 December 2024. Boxes present interquartile range covering 50% of available offers. A
few offers are significantly higher than the median price. However, these represent a very small number of offers in the market, so we
have removed these outliers from the chart. This analysis does not include Victorian offers.

Source: AER analysis using offer data from Energy Made Easy.

aer.gov.au



Residential energy debt increased in most jurisdictions over the

past year
Over the past 12 months (Q2 2023-24 to Q2 Figure 3 Proportion of residential  Figure 4 Average energy debt by
2024-25), the proportion of customers with customers in energy debt by jurisdiction
energy debt increased from 2.8% to 2.9% and jurisdiction

average residential energy debt increased by
$301 (27.5%).

Average energy debt declined in Tasmania by
$147 (17%) over the past year, but it increased
in all other jurisdictions:

Queensland up $469 (48.1%)
SA up $383 (28.7%)

NSW up $286 (25.5%)

ACT up $121 (15.5%)

In Queensland, while average debt increased,
the proportion of customers in energy debt
I‘emamEd Steady at l 6% Source: AER, Schedule 3 — Retail Performance Data Q2 2024-25.

aer.gov.au



Payment plans decreased for residential electricity customers

h hs. th on of Figure 5 Proportion of residential Figure 6 Proportion of residential
Over the past 12 months, the proportion o electricity customers on payment gas customers on payment plans
residential customers on electricity payment plans

plans decreased from 1.6% to 1.3%.

The steep decline recorded in Queensland,
from 2.3% in Q4 to 0.7% in Q1, is attributed
to the Queensland Government’s cost-of-
living rebate.

The overall proportion of residential
customers on a gas payment plan was 1.2%,
consistent with the same time last year.

Source: AER, Schedule 3 — Retail Performance Data Q2 2024-25.
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Electricity customers on hardship programs decreased in most
jurisdictions over the past year,; gas held steady

Figure 7 Proportion of residential Figure 8 Proportion of residential
electricity customers on hardship gas customers on hardship
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Source: AER, Schedule 4 — Retail Performance Data Q2 2024-25.
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Average hardship debt was higher in most jurisdictions
compared with the previous year

Overall, the average debt of customers F_igure 9 Average electr.icity hardship debt and average electricity debt at
on hardship programs has increased time of entry to hardship programs
over the past 12 months — up 15.6% $3,000
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More customers are entering hardship with higher levels of
debt

Figure 10 Value of debt on entry to hardship programs
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Credit collections for residential electricity and gas have
declined over the past year

Overall, 0.31% of residential electricity
customers were referred to external credit
collection agencies this quarter, which is
lower than the 0.51% for the same period
last year.

0.35% of residential gas customers were
referred to external credit collection
agencies this quarter, down from 0.40%
for the same period last year.

Large retailers attributed the reduction to
an increased focus on customer
engagement and a decrease in
disconnection activities.

der.gov.au

Figure 11 Proportion of residential
electricity customers referred to
credit collection
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Disconnections are higher than the same time last year

Figure 13 Proportion of residential Figure 14 Proportion of residential
Overall, residential electricity electricity customers gas customers disconnected

disconnections were higher than the same disconnected
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Complaints have declined from last quarter but remain higher
than the same period last year

While the total number of electricity
customer complaints declined by 17.3%
over the past quarter — down from 43,644
to 36,073 — they remain higher than
recorded in the same period last year.

The proportion of complaints relating to
billing has remained steady. Billing
complaints include price queries, billing
errors and payment arrangements.

der.gov.au

Figure 15 Number and type of electricity customer complaints
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Source: AER, Schedule 3 — Retail Performance Data Q2 2024-25.
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Tier 2 retailers have continued to increase their market share

Figure 16 Residential market share by Tier 1, Tier 2 and primary regional
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