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28 July 2026

IPART has commenced its review of the retail electricity and gas markets in NSW for 2025-26.

Each year, we are required to monitor and report to the Minister for Energy on certain matters
including prices, how retailers are competing to attract and retain customers, and the
participation of households and small businesses in the NSW retail electricity and gas markets.

Consistent with our most recent reviews, we will also consider:

e new energy services such as virtual power plants and demand response programs
e the impact of changing electricity pricing structures on customers' bills
e price changes from July 2026.

There are currently many reviews into Australia's energy market aimed at ensuring that the
regulations effectively protect consumers. These are outlined in section 2. Our report will
consider whether there is a need to investigate any additional issues affecting NSW customers
that are not already being examined through these reviews.

We want to hear from you

We are seeking feedback from all stakeholders by Tuesday 1 September 2026.

Hearing views from a wide range of stakeholders including from households and small
businesses, consumer advocacy groups, retailers, and distribution networks is important to us. It
helps us better understand the challenges that consumers are facing and enables us to focus on
the issues that are most relevant.

We want to hear your views on:
e our approach to the energy market monitoring review as set out in section 1

o whether there are additional emerging issues we should explore - see section 2 for a
summary of recent work that has been completed or is underway to address consumer
issues.

Please note that we are limited in the information that we can use to produce our market
monitoring reports (see section 1). Depending on the issue raised, while we can highlight its
importance, we may be limited in the extent to which we can investigate it as part of our 2025-26
reporting.

You can provide a submission with your responses to the questions below and any other
information you think is important for us to know.

IPART acknowledges the Traditional Custodians of the lands where we work and live. We pay respect to Elders both past and present. We
recognise the unique cultural and spiritual relationship and celebrate the contributions of First Nations peoples.
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We want to hear from you

1. In addition to the metrics outlined in section 1 below, what other analysis should
we consider when reporting on pricing, competitive dynamics and consumer
participation in the NSW electricity and gas markets for 2025-267?

2. Are there any additional issues not identified in section 2 below that IPART should
explore as part of its 2025-26 energy market monitoring report?

® Have your say

Your input is important to our review process. You can get Submit feedback »
involved by making a submission by 1 September 2026.

Figure 1 Timeline for IPART's 2025-26 energy market monitoring report

Submissions
due by
1 September

o o o

Consultation Report to the Relpo t )
Minister release

Paper 30 November 2026 December 2026

28 July 2026

If you have questions regarding making a submission, please contact Chris Ihm at
ChrisIhm@ipart.nsw.gov.au or on (02) 9290 8442.
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1 Matters we will consider in our reporting

The National Energy Retail Law (NSW) specifies the matters we must report on each year and the
information we can have regard to.! The section below outlines how we intend to consider each
of these matters and summarises our key findings for the previous year (Box 1).

In undertaking our role, we are only able to consider:

o information provided by the Australian Energy Market Commission (AEMC) and the Australian
Energy Regulator (AER)

e information provided by energy retailers on prices and customer numbers, and
e publicly available information.?

This requirement to only consider certain information may limit the analysis that we can
undertake on other matters or emerging issues suggested by stakeholders.

Participation of small customers in each market

\¥e will consider metrics such as:

e percentage of customers on market offers and standing offers
e customers' switching rates

e customer uptake of consumer energy resources such as solar and batteries, and participation
in virtual power plant programs and demand response programs

o for gas, the number of customers disconnecting their gas service
o for electricity, the number of customers on flat-rate, time-of-use and demand tariffs.

We will use customer survey data to report on how customers interpret and engage with
different pricing structures.

Barriers to entry, expansion or exit in each market

\¥e will consider metrics such as:

e number of retailers entering and exiting the market
o market share of retailers and measures of concentration
¢ Wwhether there are any regulatory barriers to entry or expansion.

We will consider these metrics for different types of retailers, including by size and whether they
are vertically integrated.
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Extent to which retailers are competing to attract and retain customers

e will consider metrics such as:

the number of offers (by type of offer) and spread of prices by distribution network
e innovation in products, services, and price structures

o price differences across retailers and by electricity tariff type, including flat-rate tariffs, time-
of-use tariffs and demand tariffs

e annual bills for customers who regularly switch plans compared with those who do not
e potential savings from switching and challenges in switching

e customers' satisfaction with their current plans and views on the ease of comparing market
offers and switching retailers or plans

e number of customer complaints and the reasons for those complaints

e customer outcomes for vulnerable customers, including the use of NSW Government energy
rebate programs.

Whether price movements and product diversity are consistent with a competitive
market

We will consider many of the metrics listed above for the extent to which retailers are competing
to attract and retain customers, as well as:

o retail electricity and gas price movements year-on-year including changes from 1 July 2026
and longer-term trends

e changes in costs, including network costs, wholesale costs and retailer costs and margins.

Price of electricity and gas for small customers in regional areas

We will consider the prices for small consumers in regional areas by:

o comparing the total estimated bill for customers in the Essential Energy network and regional
gas networks compared to other distribution networks

e reporting on bill data for rebate customers, which includes postcode level data

Whether there is a need for a detailed review of retail prices and profit margins

\Xe will consider:

o whether price movements reflect changes in underlying costs, recognising that retailers use a
variety of strategies for procuring wholesale electricity

o the reviews and reporting being undertaken by other regulators.
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Box 1 Key findings from our 2024-25 NSW retail electricity and gas
market monitoring reports

Last year we found that the NSW retail electricity market delivered uneven
outcomes. Households and small businesses that regularly reviewed their plans and
switched had lower bills. However, those that remained on older plans paid higher
prices, often above the Default Market Offer. This loyalty tax grows over time - the
older the plan, the more a customer is likely to pay. For example:

e compared to households with flat-rate electricity plans who switched in the last
year, those on flat-rate electricity plans 1 to 2 years old paid $127 more on
average and those on plans more than 2 years old paid $297 more on average

e similarly compared to small businesses with flat-rate electricity plans who
switched in the last year, small businesses on flat-rate electricity plans 1 to 2
years old paid $598 more on average and those on plans more than 2 years old
paid $700 more on average.

We also investigated bill impacts for customers under different tariff types, those
who had solar and a battery, and those who also participated in virtual power plant
programs. We found that:

e Estimated annual bill ranges for flat-rate and time-of-use offers were similar in
2024-25, whether calculated using the DMO usage profiles or a sample of
individual usage profiles (although individual customers could be better off on
flat-rate or time-of-use tariffs depending on their usage profile).

o Estimated annual bills were typically higher for demand tariffs plans than flat-rate
or time-of-use plans, in particular households without solar.

We noted that virtual power plant customers had lower median bills than other
households, including those with solar and a battery who did not participate in a
virtual power plant program. For example, over Q3 2023 to Q3 2024, the median
quarterly bill for virtual power plant customers was between 34% to 72% lower than
customers who had solar and battery but did not participate in a program.

We identified that there were 5 behavioural demand response programs in NSW.
These programs are structured as an add-on service (to an existing retail contract)
that customers can choose to participate in.

We also found that more households and businesses continued to shift away from
gas. Gas prices eased but the wide range of prices offered by retailers meant that
many customers could reduce their bills by switching to a different plan.

Affordability remained a concern, with many eligible customers not claiming
NSW Government rebates to reduce their bills.

Further detail about these findings and more is available in our 2024-25 retail energy
market monitoring reports.
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2 Reviews addressing consumer issues in the retail
energy markets

This section outlines the reviews that the AEMC, AER and the NSW Government have recently
completed or are currently undertaking to address consumer protection issues which apply to
the NSW retail energy markets. Several reforms to strengthen consumer protections commence
in the second half of 2026.

Improving consumer confidence in retail energy plans

Rule changes made by the AEMC require retailers to:

e cap charges at the standing offer price if a market offer benefit changes or expires (for
existing and new contracts)

e increase prices only once per 12 months for all existing and new market retail contracts and
similarly for reductions in feed-in tariffs

e remove unreasonably high penalties for not paying bills on time
e remove retail fees and charges for vulnerable customers.3

Status: came into effect 1 July 2026.

Improving application of concessions to bills

Rule changes made by the AEMC require retailers to inform consumers (when signing up or
switching) about relevant concession, rebate and relief schemes available and ask consumers if
they are eligible

Status: came into effect 1 July 2026.

Prohibiting electricity retailers from placing customers on demand tariffs without
their explicit informed consent and making flat-rate tariffs available

Through a remake of the National Energy Retail Law (Adoption) Regulation 2020, the NSW
Government will prohibit NSW retailers from:

e assigning residential and small business customers to demand tariffs without their explicit
informed consent

o seeking explicit informed consent from a customer for any tariff reassignment during the first
3 months after their smart meter is installed (to allow sufficient usage data to be collected to
enable comparison of bill impacts).

In addition, designated retailers will be required to make a flat-rate tariff available to residential
and small business customers with a smart meter.>

Status: legislative change expected by 1 September 2026.
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Communicating better offers

Rule changes made by the AEMC require retailers to include "better offer messages” in
communications (e.g. cover email) sent at the same time as a customer's bill. This is to increase
customers' awareness as to whether they are on their retailer's best offer (applicable to them)
rather than customers having to access the actual bill to see the better offer message.®

Status: will take effect from 30 December 2026.

Assisting hardship customers to not be financially worse off

Rule changes made by the AEMC require retailers to ensure that hardship customers are not
financially worse off if they do not take up their retailer's lowest-priced plan available to the
hardship customer. This is through providing the customer the equivalent monetary value they
would have saved if they had switched to the lower priced plan (e.g. through a downward price
adjustment or enduring discount or credit on their bill).

The rule changes also require the AER to determine new hardship indicators for retailers to report
on so that they can be included in the AER's annual retail market reports.”

Status: will take effect from 30 December 2026.

Protection for consumers in embedded networks

NSW legislation has been amended so that embedded network customers will pay similar prices
and have equivalent protections to on-market energy customers that are not in an embedded
network for electricity, gas, hot water and centralised air conditioning.

The legislative amendments also require embedded network sellers to:

e be amember of the Energy & Water Ombudsman NSW so customers have access to free,
independent dispute resolution

e publish and keep up to date on their website, information about their services, prices and the
addresses where they supply those services

o if they provide centralised air conditioning services, publish information about the system's
energy efficiency on their website.®

Status: requirements on embedded network sellers came into effect 1 July 2026. Consultation in
progress for maximum prices and billing standard requirements,

New regulatory framework for retail customer-initiated gas abolishment to electrify
their premises

Rule changes made by the AEMC require:

e gasdistributors to:

— provide information on disconnection and abolishment services on their website to
support more informed decision making by retail customers

— develop cost-reflective abolishment charges that are to be approved by the AER
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o retailers to provide general information about the availability of different disconnection and
abolishment services and the differences between them.®

Status: information provision requirements for gas distributors will take effect from 1 October
2026 and for retailers 18 January 2027. Other obligations commence at the start of each
network’s subsequent access arrangement.

Making it easier for consumers to compare energy plans on Energy Made Easy

The AER received additional funding in the May 2026 Federal budget to improve the functionality
of Energy Made Easy, which is likely to include allowing consumers to compare virtual power
plant offers©

Status: expected by June 2027.

Improving life support processes
Rule changes made by the AEMC:
o allow medical practitioners to identify life-support users with a life-threatening condition

through the medical confirmation form, and for retailers and distributors to use this
information to improve their response to outages

e add a definition of ‘life support user' to improve communications by identifying who is using
the life support equipment in the customer's premises

e improve processes around registering and deregistering life support customers to support
the accuracy of the life support register.”

Status: will take effect from 1 December 2027.

Consumers having access to real-time usage data

For smart meters installed from 30 November 2028 (under new meter minimum services
specifications), rule changes made by the AEMC allow consumers and their appointed
representatives to gain access to real-time smart meter data. Customers who want access but do
not have these meters can pay a reasonable charge to either replace or retrofit their existing
meter.*2

Status: will take effect from 30 November 2028.

Strengthening payment difficulty protections

Following the AER's Review of payment difficulty protections in the National Energy Customer
Framework (NECF), the AEMC is currently reviewing rule change requests from the AER to
strengthen payment difficulty protections. Key changes sought by the AER are:

e requiring retailers to engage through at least two channels of communication with customers
who are at risk of disconnection

e ensuring customers receive payment assistance regardless of whether they self-identify

e ensuring the minimum disconnection amount applies to all customers, not just those who
have agreed to repay their debt
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e requiring retailers to provide more accessible assistance information on reminder and
disconnection warning notices so that customers can access, understand and act on it.*3

Status: in progress (AEMC is seeking draft submissions by 30 Jul 2026).

Strengthening standards for payment difficulty assistance

The AEMC is currently reviewing a rule change request from the AER to strengthen standards for
payment difficulty assistance (also from the AER's Review of payment difficulty protections in the
NECF). Key changes sought by the AER are:

e banning retailers from requiring documentary evidence as a precondition to providing
payment difficulty assistance to customers experiencing payment difficulty or hardship

e making payment plans more affordable by requiring retailers to consider any information or
representations provided by the customer to determine a customer's capacity to pay a
payment plan

e requiring retailers to review plans in response to any updated information relating to the
customer (including their capacity to pay, arrears and energy consumption needs).*

Status: in progress (AEMC is seeking draft submissions by 30 Jul 2026).

Reforms to deliver simpler and fairer pricing

The AEMC self-initiated a review to examine the future of electricity products and services, and
the prices consumers pay for these (The Pricing Review: Electricity pricing for a consumer-driven
future). The AEMC has made the following recommendations to the Energy Ministers to support a
simpler and more transparent energy market.

e Increase the transparency and scrutiny of the loyalty tax so that energy service providers
better serve loyal customers e.g. through notifying customers if they have been paying more
than better available offers and making competitive offers available to both new and existing
customers.

e Make it easier for consumers to find electricity plans and services that suit them. The AEMC
will work with stakeholders to assess what a fit-for-purpose comparison tool could look like in
the future, including the scope and quality of information needed to allow consumers to
confidently compare and select plans and services.

e  Shift pricing complexity away from consumers and onto energy service providers to achieve
simpler, clearer plans, pricing that better reflects how the grid is used and provide stronger
incentives to use, store and share energy in ways that lower system costs.

e Regularly review customer outcomes to refine regulations and eliminate unnecessary red
tape.®®

Status: implementation to be staged over the next 10 years+.
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Requiring retailers and distributors to engage with customers in a way that meets
their needs

The Commonwealth Minister for Climate Change and Energy has put forward a rule change
request to the AEMC to introduce a principles-based rule requiring retailers and distributors
(covered by the NECF) to take reasonable steps to engage with a customer in a way that meets
their needs to promote customers' comprehension, accessibility and informed decision-making.

The intention is for retailers and distributors to respond effectively to the diversity of customer
needs by focusing on customer outcomes. For example, whether customers can understand the
information received taking into account their preferred communication method and cultural and
linguistic needs. This is in contrast to retailers engaging with their customers to purely meet
prescribed regulatory requirements.*®

Status: to be initiated by the AEMC.
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