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28 October 2024 
 
 
 
Department of Energy and Mining 
GPO Box 320 
Adelaide  SA  5001  
 
 
 
Lodged electronically: dem.consultation@sa.gov.au 
 
 
Dear Sir/Madam, 
 
National Energy Retail Law (Local Provisions) Regulations 2013 - Consultation Paper 

Origin Energy (Origin) appreciates the opportunity to provide comment on the Review of South Australia’s 
National Energy Retail Law (Local Provisions) Regulations 2013 (Regulations) - Consultation Paper.   
 
Origin has a strong interest in the review of the National Retail Law to ensure that it remains efficient and 
effective in the current market environment. The National Energy Consumer Framework (NECF) has 
delivered efficiency benefits and reduced regulatory burden through the implementation of nationally 
consistent energy laws and regulations.   
 
We recognise that in most cases, South Australia has applied the NECF provisions in full. However, to 
comply with the small number of modifications, retailers have invested in system changes and processes 
to ensure compliance. These are largely sunk costs.  To reverse these modifications will result in additional 
costs which will ultimately be borne by customers. In addition, it Is not clear that reversing these 
modifications will deliver any demonstrable increase in benefits to consumers. 
 
Consumption Thresholds 

The South Australian derogations prescribe an upper consumption threshold of 160 MWh per year 
compared to the 100 MWh set out in the NECF. The consequence of this derogation is that more customers 
have access to the full suite of protections offered by the terms and conditions of a standard retail contract. 
 
Reducing this threshold will diminish the level of protections afforded to a number of customers and result 
in costs to retailers to change systems and processes to re-classify these customers in our billing and 
communications systems. Furthermore, we understand that changing the contract terms for these 
customers will require the customers’ explicit informed consent (EIC). Our experience of running campaigns 
and customer engagement delivers very low EIC response rates.  
 
For these reasons, we consider that the cost and effort would exceed any benefit from this proposed 
change. 
 
Minimum Customer Service Standards 

As a general rule, we believe that when States set individual call centre performance standards this results 
in retailers diverting resources away from answering calls based on priority.  Priority calls relate to life 
support customers or customers that are experiencing financial hardship.  For example, retailers will 
prioritise general calls from South Australian customers over calls from other States. In response, this 
creates incentives for other States to impose higher standards to prioritise their constituents.  
 
To avoid this race to the bottom, we support all jurisdictions deferring to national call centre response times 
captured by Australian Energy Regulator (AER) reporting.  The data reported provides the AER with 
information to form views on retailers’ responsiveness on a national basis and assists with develop policies 
in this regard. Origin supports the continuation of this reporting and believes the setting of any service level 
standards should be developed at a national level.  












