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Submission: Please find attached our submission of some of the issues our customers and I have been facing since the
introduction of POC. It has not been a easy road and it is not getting easier for anyone.
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IPART
Review of Electricity Retailers Practices
Department of Planning & Services — ASP Scheme

Dear IPART:

[ take this opportunity to inform you of our experiences under the ‘Power of Choice’ (POC) arrangements
that came into effect on the 1st of December 2017~ our company|j | I h2ving been a
Service Provider No 2 since 2006 and worked in the electricity industry many years prior to this.

To sum up our experience to date: POC has created utter mayhem. When something goes wrong with a
job the MPB'’s call centres have no idea why and it is the customer who is left waiting. Given the industry
knew the change was coming they were and continue to be completely unprepared for the requirements
of ‘Power of Choice’ and it is the customer who is left waiting and the meter installer having to jump
through many hoops in order to get a simple meter install done.

A simple process that would once take our company about a week has now for some of our jobs taken
over two months. Some retailers processes are getting better but I can safely say for the majority of jobs
multiple phone calls by us and the customer need to be made to the retailer in order to get the job done.
When you have 10-20 jobs going at the one time this process becomes unmanageable.

Under POC we had to become authorised with a Meter Provider (MPB) in order to be allowed to install
their meters. Some MPB’s required 1 day of training, others a one week course and various fees in order
to become authorised. There is no consistency around the authorisation process which makes it difficult,
time consuming and tedious to become authorised with more then 3 MPB’s. As such our company is
authorised with only two.

Once authorised each MPB has their own online systems you have to learn to use. They also have different
installation processes, different meters types and different paperwork submission requirements to name
a few of the issues we have encountered. As such my review of the POC changes could run over pages so |
have listed the main issues in bullet point form that we have encountered since 1 December 2017.

[ssues;

e Losing jobs we lodge: We lodge whats called a work order request (which gives us permission
from the retailer to install a meter). Once the job is ready the MPB gives the job to someone else
(usually their bulk meter installers). We spend the time and effort to lodge the job and then we
lose it, in some cases the customer refuses to pay us as they say we did not do any work. Have
made complaints to the MPB - nothing has changed.



Customers left waiting over 2 months for meter install: Same scenario as above except the
switchboard is not energised as we energise the switchboard at the same time as we install the
meter. However the MPB sends their sub-contractor to install the meter but they cannot. The
customer then complains to the MPB who then contacts us. The job now needs to be re-routed to
us (since we lodged the application) this can take anywhere up to a month and the customer has
already been waiting for over a month.

Exact date of meter install required 1 month in advance: When lodging a work order request
with some retailers you must specify the exact date of installation - 1 month in advance - and you
are not allowed to install the meter on any other day or you can become de-registered with that
MPB. If you cannot install the meter on that day you must contact the MPB again to organise
another day for installation a minimum of 2 weeks into the future. We have written emails to the
MPB advising the ridiculous nature of this process given the nature of the electrical industry ie
weather, delays in construction, customer changes mind/retailer etc no response was ever
received to the issues raised.

Numerous meter types now exist in the market: Each MPB has their own type of meters and
you must learn the programming and installation methods of each, making the job more confusing
and increasing the chance of error in installation further.

Customer accounts opened in our business name to get a job processed on time: We were
chasing up the status of two outstanding jobs for our customers (they had been waiting
approximately 3 weeks at this point) only to be told we could go ahead with the job because the
accounts had been opened under our business name - not the customers - to expediate the
process. We advised the call centre that we did not give authority for the accounts to be opened in
our name and they needed to cancel the job and start the process again. The call centre (who was
located offshore) did not understand that what they had done was illegal and un-authorised. The
call centre wanted to know ‘Why we were willing to let the customer wait a further 2 weeks’ for
what they said ‘Would be a simple name change once the meter was installed.’ [ advised them that
by setting up the accounts in our name, instead of the customers, we were liable for the customers
electricity bills, until and if, the customer decided to move the account to their name. They still did
not understand the seriousness of what they had done. I then had to contact the head of Business
Development in NSW in order to get this issue resolved - it took about 6 weeks to get the meter
installed for these jobs.

Unrequested jobs/meters being sent through: We have had jobs we know nothing about/ did
not lodge, sent to us for work to be carried out in a different state of Australia (we are only
authorised in NSW). We have had meters delivered to us that we never ordered for customers we
do not know and the retailer has to this day still not collected the meter from us.

Customers given incorrect and unrealistic information about their meter install: Customers
are given a different number to call for enquiries about their meter install to the meter installers.
Often this number is a call centre located overseas where they do not understand the Australian
metering rules and give customers a scripted message of what is happening with their meter
installation which differs greatly from reality. ie Many customer whose business we have lost have
been told that the meter installation including installation of pole, wiring, cabling etc is free( a job
that would cost about $1600). Other customers have been told that the meter installer has your
meter ready for installation, when we in fact had not received the work order giving us
permission to install the meter. Yet another customer was told the meter is ready for pickup by
your meter installer the delay is not on our part it is the meter installer. In actual fact for this MPB
we are not allowed to pick up meters, we have to wait for them to be delivered from Queensland.
Unable to carry out certain types of jobs anymore: We have turned away many jobs like
upgrading switchboards for multi-occupancy dwellings because the switchboard contains
multiple meters from many retailers and trying to co-ordinate the MPB’s to change over the
meters on one day is impossible. We cannot touch meters for companies with which we are not
authorised and cannot do the upgrade and leave a customer without power so we choose to forfeit
the job.
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e NMI’s not being abolished leaving customer unable to get power: We carried out a permanent
disconnection for a job in December 2017 for a house that was being demolished. The customer
has now finished building and requires to have power supply to his new house. However no
retailers will supply him because his old NMI has not been abolished to enable him to obtain a
new NMI. We have contacted the retailer multiple times and believe it or not the NMI is still active
and the customer is still without power and we are now in the month of June.

These are just a few of the issues we have had to deal with since the introduction of POC. Installing a
meter under the old process would take - in peak times - about 5 business days from obtaining approval
to installation. However when we tell customers a meter install can take up to 45 business days they think
we are lying and do not want to do the job. We advise them to call the retailer and get clarification around
the new timeframes under POC.

I s 2 company that does advertise - all our business since inception has been obtained
through word of mouth referrals. However under POC our business income has dropped and we are
losing jobs all the time because customers are being given incorrect and unrealistic delivery times that we
as the meter installer have no control over. The MPB’s have become judge and jury when it comes to how,
when and where you install their meter. Decline to abide by one of their rules ie installing a meter outside
a day not agreed upon with them for the convenience of the customer can see you become de-registered.

Some suggestions on improvements would be;

- Standardised meters for all retailers. Have one type of single phase meter and one type of three
phase meter for all retailers to make the installation process more streamlined and simple and
reduce the room for errors,

- Standardised guidelines around the allocation of jobs to the meter installer that lodged the job not
to the MPBs sub-contractors. If they keep doing this most service providers will leave the industry
as many already have,

- Standardised guidelines around authorisation of meter installers and the lodgement of paperwork
or online application so as to make it easier for meter installers to be authorised with more
retailers really giving the customer freedom of choice of which retailer to choose. At the moment
we ask all our customers to open an account with the MPB whose process is easiest for us in order
to get the meter installed for the customer in the shortest timeframe possible - this is currently
about 10 -15 business days minimum if everything runs smoothly.

[ hope the above information has been useful and should you require any further information I am more
than happy to talk to you as I believe the system at the moment is broken. Our paperwork for a simple
meter install has more than tripled but our income has declined. It is now taking a lot more effort and
energy to follow a job from start to finish in order to get it done and this requires the employment of full-
time office staff just to chase up jobs but if business continues as it is we will no longer be able to afford
them. A lot of my colleagues have left the industry as there are no clear processes and procedures in place
for everything from meter installation to paperwork lodgment. Something needs to be done to simplify
the process and it needs to be done fast.

Sincerely,
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