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Introduction

• It has never been more difficult to understand the residential energy 
market in South East Queensland. 

• For example, on average, households in low income postcodes in 
Brisbane west and beyond used 19% less energy in 2016 compared to 
2009, yet paid up to 38% more.

• Only 1% of Queensland households are registered to receive 
assistance from energy provider hardship programs. 

• Many Queensland consumers need assistance to understand, control 
and reduce energy debt.

• Who should pay to help cash strapped consumers stay connected?
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Twenty-two (22) Retail companies

competing for residential customers in South East Queensland
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Price Deregulation –
consumers need to be savvy to save

Anne Armansin comments:  
• Market contracts offer a variety of ‘incentives’ including discounts off usage charges; discounts off usage + supply charges (usually 

based on higher charges); credits on first bills or annual lump sum fees up front to offset lower usage and supply charges
• Exit fees are capped at $20 for SEQ householders wishing to break contracts

Sourcehttps://www.aer.gov.au/system/files/State%20of%20the%20Energy%20Market%202018%20-%20Full%20report%20A4_2.pdf
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https://www.aer.gov.au/system/files/State%20of%20the%20Energy%20Market%202018%20-%20Full%20report%20A4_2.pdf


Brisbane electricity prices* 
vary from company to company with multiple offers from each provider
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Source: https://www.aer.gov.au/system/files/Annual%20Report%20on%20Compliance%20and%20Performance%20of%20the%20Retail%20Energy%20Market%202017-18_0.pdf

*Information current as at 1 August 2018



Domestic energy offers – Federal Govt energy deal comparison tool

Anne Armansin comment: 
Before deregulation, energy prices changed once a year (usually 1 July).  Now prices for supply, tariffs, fees and 
charges vary between energy retailers causing much confusion for householders AND offers can change daily.

Source: https://www.energymadeeasy.gov.au/offer-search
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SEQ offers as at 4 May 2019 SEQ offers as at 27 August 2019

https://www.energymadeeasy.gov.au/offer-search


International household 
electricity costs comparisons
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This graph compares average Australian 
household electricity prices with European 
countries (which historically have had some of 
the highest electricity prices internationally), 
based on purchasing power parity. 
This measure adjusts for differences in the cost 
of living across countries. 
Australian electricity prices were traditionally 
low by global standards.  But increases over the 
past decade mean average Australian prices are 
now around 10 per cent above the European 
average.



Queensland’s NEW
Default Market Offer – base level pricing

• Default market offer (DMO) prices are to apply from 1 July 2019 for 
standing offer customers on relevant tariffs, in the ENERGEX network 
area (South East Queensland). 

• The DMO is a government initiative designed to reduce unjustifiably 
high standing offer prices for consumers who are unable or unwilling 
to engage in the market.

• The DMO prices will also serve as a basis for calculating the reference 
bill for residential customers and small businesses.

More information to come
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Final Determination DMO prices 
– 1 July 2019 (GST inclusive)

Distribution 
Zone Residential Flat Rate

Residential flat rate with controlled load 
(approx. 30%  total usage)

ENERGEX
$1570 for 4,900 kWh per annum 
(13.4 kWh/day peak supply only)

$1927 for 6,300 kWh per annum 
(12.02 kWh/day peak supply / 5.17 kWh/day off peak)

Median saving* $118 $169
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*Median saving is the difference between the median standing offer price and the DMO price in that 
distribution zone, based on the model annual usage.

NB: The DMO prices outlined above are indicative prices based on a set model annual usage level, and are not 
a ‘maximum bill’. For an individual customer, their actual bill will vary depending on how much electricity they 
use, their distribution zone, and how their retailer has set the fixed and variable charges on their standing offer

https://www.aer.gov.au/system/files/AER%20Final%20Determination%20-%20Default%20Market%20Offer%20Prices%20-%20April%202019.pdf



Default Market offers – application example
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Example of best offer application
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Anne Comments:
- Since 1 July 2019 all pricing
must be presented to 
customers inclusive of GST.
- If comparing rates with
existing bills, GST may need to
be added for adequate rate 
comparisons.
- Some discount offers are 
conditional.
e.g. Pay on Time, direct debit, 
sign up on line, payment of 
membership fees.
- If client owes money, it may
be better to seek better deal 
with existing company than 
change energy providers.



Composition of a residential electricity bill
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Source: Retail: AER, Retail energy market performance report, December 2018
Electricity generation: AER, Wholesale electricity market performance report, 
December 2018

Anne comment: Wholesale electricity and network costs make up about 84% QLD elec bills



Note: Based on average household consumption data for each state. Energy costs based on the median of generally available single rate offers 
(inclusive of discounts) at June each year. The data accounts for available concessions and rebates. Income data is equivalised disposable income 
(adjusted lowest income quintile) as reported by the ABS in 2015–16, adjusted to 2016–17 and 2017–18 dollars using CPI

Source: AER, Annual Report on Compliance and Performance of the Retail Energy Market 2017–18, December 2018
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Qld low income households carry heavy electricity bill burden



Customers on a hardship program
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Source: AER Annual report on compliance and performance of the retail energy market 2017–18



Disconnecting customers for non-payment
Australian Energy Regulator: 

In 2017–18, more than 70 000 households 
were disconnected from their electricity 
supply. This represents 1.14% of all electricity 
customers and an increase of more than 7000 
customers from the previous year. 
Queensland had the highest rate of electricity 
disconnections, with 1.41% of all customers 
disconnected

Energy retailers are required under the Retail 
Law to help customers in financial hardship 
before considering disconnection for non-
payment of a bill. 

Additionally, disconnection is not permitted in 
certain circumstances, such as when a 
customer’s premises are registered as 
requiring life support equipment, or when a 
customer on a hardship program is meeting 
their obligations

Source:  Source: AER Annual report on compliance and performance of the retail energy market 2017–18

Anne Armansin comment: 
Many customers require assistance to 
understand their accounts and budget to pay 
regular household bills.
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Payment difficulties  and hardship
Key points 

• Debts have increased for residential customers 

• Numbers of residential customers on payment plans have decreased. 

• More than half of all payment plans for residential customers were 
cancelled by retailers. 

• More electricity and gas customers are being placed on hardship programs 
and electricity debt at the time of entry into hardship programs is 
increasing. 

• Fewer people are successfully exiting hardship programs and more people 
are being excluded from hardship programs. 

• Electricity and gas disconnections continue to rise.
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https://www.aer.gov.au/system/files/Annual%20Report%20on%20Compliance%20and%20Performance%20of%20the%20Retail%20Energy%20Market%202017-18_0.pdf



Example of hardship client responsibilities

The customer is advised that in order to remain on the program, they 
must actively participate within the guidelines of the program, which 
means:  

• making regular payments in accordance with the negotiated payment 
plan; 

• keeping in regular contact with energy retailer’s hardship team; and  

• working with energy provider to align consumption with capacity to 
pay where reasonable
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Information required for hardship prog entry
Discussion to include:  

• verifying the customer’s current situation;  

• verifying if the customer is able to make a payment and how much they can afford to commit to;  

• the customer’s level of usage; 

• the total amount owing;  

• the amount the customer has advised they can afford to pay; 

• other information the customer has advised regarding their capacity to pay, in line with Privacy requirements;  

Questions when establishing a payment arrangement might include asking:  

• Has something changed that’s made it difficult to pay your bill?  

• Do you have a limited income at the moment?  

• Are seeing a financial counsellor or other Government or community worker at the moment?  

• How much are you able to pay at the moment?  

Permission will also be sought to ask broader questions of income and expenditure to assess capacity to pay. 
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New hardship guideline 2019

• “More Australian households are experiencing difficulty paying their bills. 
We are seeing rising levels of energy debt and more people being 
disconnected.

“Retailers need to better assist vulnerable customers experiencing payment difficulties. Protection 
for people having trouble paying their energy bills is a right, not a privilege,” AER Chair Paula 
Conboy said.

The Guideline requires retailers to ensure hardship programs are easily 
accessible to customers, and that standard statements explaining how they 
will help customers are included in their policies. The Guideline also places 
an onus on retailers to better identify consumers who may need help.

Retailers will have two months to implement the Guideline by updating 
their current hardship policies and providing them to the AER for approval.
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https://mailchi.mp/701d8112da74/energy-dispatch-10-march-551237



Home Energy Management Service Phase 1.

• HEMS is an advocacy service
• Advocacy is a process of supporting and enabling people to: 

• Express their views and concerns. 
• Access information and services. 
• Defend and promote their rights and responsibilities. 
• Explore choices and options.

• Designed to relieve the financial burden on conferences by offering clients 
a self-help alternative to payment assistance.

• We’re creating a network of volunteer ‘energy specialists’ across South East 
Queensland to be trained by and work with the experienced program 
manager.

• Are you interested in using your skills to help others?
• Continue reading to understand how you can help relieve one of society’s 

most frustrating issues – energy bill stress!
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. 5-point plan 
To control and manage energy accounts 

• Understand energy bill tariffs, charges, energy use, pricing options, 
discount offers and obligations 

• Make suitable payment arrangements with current energy provider 

• Seek assistance with concessions and payment assistance 

• Pay money regularly to your energy retailer via CentrePay

• Avoid discount forfeiture, extra charges, disconnection and debt 
recovery action
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Service process to include

• Review energy accounts 

• identify areas for improvement and discussion 

• consider household income and expenses (Budget Form)

• discuss household appliances and use

• create and execute action plans (use less energy, all adults with income to 
contribute towards energy costs, work with energy provider to get back on 
track, make regular fortnightly payments, apply for HEEAS assistance)

• document individual case work assistance details in CARE and Home Energy 
Management Service (HEMS) data spreadsheet
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Home Energy Management Service Stage 1.
May 2019

Anne Armansin comment:  Most discounts are only available if bills are paid in full on time
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We need to see We need to know Assistance may include

1. Energy account . What is it that concerns our client about their energy account? 
. Amount owed – one bill or accumulated debt?
. Previous payments
. Energy tariff connections / consumption 
. Deal (Guaranteed or Pay on Time Discount / No discount)
. QLD Govt Concession application
. Have they made application for QLD Govt Home Energy Emergency 
Assistance Grant (HEEAS) in the past two years?
. Do they qualify for HEEAS assistance?

. Energy efficiency advice / appliance running cost 
estimations
. Discussions with energy provider
. Concession application
. Better deal (guaranteed discount / low rates)
. Hardship program entry
. Agreed payment plan 
. CentrePay payment arrangements
. Application for HEEAS
. Energy company special credit applications

.Current Income statement 
(or 3 x payslips) PLUS
. CentreLink card (identify 
pension/ health care 
entitlements)

. No. people in the home (e.g. single parent, 2 children etc)

. Total household income (all adults)

. Information for CARE client data entry updates / privacy statement 

. List of regular payments / budget items

. How much can they afford to pay



Case work reporting requirements
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Consumers 
use less yet 
pay more 
for 
household 
electricity
2009 - 2016

Sources include ENERGEX, Qld Govt Gazette and Origin standing offer 2016
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Example of basic budgeting tool developed for St Vincent de Paul Society’s Inala Family Support Centre
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http://www.couriermail.com.au/business/a-growing-number-of-households-are-reaching-out-for-debt-help-unable-to-pay-huge-power-bills/news-story/e2c9542e3ec03ec82e84f82cfb662e27
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News on this 
issue:

Sources:  https://www.aer.gov.au/retail-markets/retail-statistics/2017-18-q1-customers-on-a-hardship-program-by-jurisdiction

http://www.couriermail.com.au/business/a-growing-number-of-households-are-reaching-out-for-debt-help-unable-to-pay-huge-power-bills/news-story/e2c9542e3ec03ec82e84f82cfb662e27
https://www.aer.gov.au/retail-markets/retail-statistics/2017-18-q1-customers-on-a-hardship-program-by-jurisdiction

