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An important marketing development 
this year was the launch by the 
Federal Government on 4 May 2007 
of the “Do Not Call Register”.

Domestic customers who do not want 
to receive unsolicited telemarketing 
calls can join this Register by signing up 
on www.donotcall.gov.au or phoning 
1300 792 958. Substantial fines can 
be imposed if telemarketers breach 
the Do Not Call Register Act.

Supply Quality 
EIOSA received 205 supply quality contacts 
during 2006/07 compared to 252 in the 
previous year- a decrease of 47 (18.7%).

                                 cases

* Note: A substantial number of the 
Unplanned Outage cases in 2005/06 related 
to the January 2006 heat wave outages. 

Timeframe for finalisation
                               percentage

Although the more resource intensive 
Investigations have continued to increase, 
the timeframe for finalisation of cases 
has decreased due to the increase in the 
number of less complex Enquiry cases.

                                  days
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Gender %

Where cases come from %

 
Method of Contact %

  

Customer types by %

How EIO Dealt with Cases %

Industry %
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Investigation results in large refund 
An incorporated sporting club became concerned about high electricity bills. On 
behalf of the club Mr F had contacted the club’s electricity retailer about the bills and 
was advised that a faulty time switch on the 2-rate meter (off-peak and peak) had 
caused all the electricity usage to be recorded and billed at the peak rate, instead 
of off-peak usage being recorded and billed at the cheaper off-peak rate. 

The club had then written to the retailer detailing past usage and asking for the paid bills to be 
re-calculated and as there had been no response for over 5 weeks Mr F contacted this office. 

EIOSA carried out a detailed review of the club’s usage pattern over several years 
in order to identify the commencement of the time switch fault to enable billing 
adjustments to be made. This review resulted in the retailer making billing adjustments 
going back more than 5 years and providing the club with a refund of $14,500.

Incorrect meter details leads to wrong bills and disconnection 
In October 2006 Ms O returned home to find that her electricity had 
been disconnected. She remained without power for 30 hours which 
resulted in the food in the fridge and freezer being spoilt. 

The electricity distributor, which carries out disconnections on advice from retailers, 
had left a card in the letterbox. When Ms O contacted them she found that the 
disconnection had been requested by a retailer she was not contracted to. 

Ms O contacted her retailer and was advised that the National Meter Identifier (NMI) number 
and the meter number on the card left by the distributor did not match their records for 
Ms O’s property. At this stage Ms O contacted EIOSA as she felt that no one was taking 
responsibility for what had happened or to clarify the situation with regard to her meter details. 

EIOSA’s investigation commenced by contacting the National Energy Market Management 
Company (NEMMCO) to clarify the metering issues. NEMMCO independently operates 
and administers the wholesale electricity market and manages the Market and Transfer 
Solution System (MSATS) which assigns a NMI and the appropriate meter number/s for each 
supply address in the National Electricity Market. The NMI number is used by all electricity 
retailers to initiate transfers from one retailer to another requested by consumers. 

The information obtained from NEMMCO identified that the NMI and meter number details 
on MSATS for Ms O’s address were incorrect and were in fact her neighbour’s supply address. 
It seems likely that this mistake occurred at the time the property was subdivided in 2002. 

Over a period of four years or so this incorrect information resulted in three electricity 
retailers billing Ms O for usage at a different address and the disconnection in October 2006 
as it was Ms O’s neighbours who had requested a final reading because they were moving. 

As a result of this complex investigation and EIOSA’s negotiations with the three retailers Ms 
O’s details on MSATS were corrected, the incorrect payments credited and correct bills issued, 
bills totalling $770 were written off and Ms O was reimbursed $400 for the spoilt food.
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Direct debit for a large bill causes problems 
Mr J runs a small business and uses his credit card to pay his bills, including his suppliers, by direct 
debit.  This form of payment enables Mr J to obtain monthly discounts from his suppliers. When 
Mr J attempted to use his credit card for a long weekend holiday the transaction was refused.  
After making enquiries with his bank Mr J learnt that his electricity retailer had debited his credit 
card with a $9,500 bill.  The retailer explained to Mr J that they had incorrectly billed him for 
several years and that the $9,500 represented a billing adjustment as well as his current bill.  

On the grounds that he had not received any prior notification of this debt Mr J 
requested that the retailer reverse the credit transaction and that he be properly 
informed of the incorrect billing details. When after two weeks and many phone 
calls to the retailer he had still not received a refund he contacted EIOSA.

As part of EIOSA’s investigation process the retailer refunded Mr J’s account with 
the $9,500. EIOSA’s investigation found that although Mr J had been billed incorrectly 
for some years the retailer had breached the Energy Retail Code which limits, in the 
case of retailer and/or distributor undercharging errors, recovery of under billing to 
twelve months from the date of the last meter reading. In addition, the Code requires 
that in such cases customers must be offered time to pay up to 12 months.

As a result of these errors the retailer took the following action:

> Amended Mr J’ bills to reflect 12 months undercharging. 
> Reimbursed Mr J for the cost of the bank and accountant fees, time lost  
in dealing with this issue and having to cancel his holiday. 
> Reimbursed the loss of discounts from Mr J’s suppliers and wrote to  
the suppliers explaining the situation. 
> Issued a communication to their billing staff reinforcing 
the undercharging regulatory requirements. 
> Issued a letter of apology to Mr J.

The total value of the monetary compensation was $4,200.

Inadequate response to high bill complaint 
Mr T’s daughter had received several high electricity bills with the latest bill being $852 for 
49 days. As the charges on her bills continued to increase she became more careful with 
her usage and she was so concerned that she had started cooking on the BBQ rather than 
use the stove. Mr T and his daughter had contacted the retailer on a few occasions to query 
the bills. The retailer had the meter tested and informed Mr T that the bills were correct. 

Mr T contacted EIOSA and advised that he had arranged for an electrician to visit his 
daughter’s premises to check for any faulty appliances and was told that the appliances 
were operating accurately and that the electrician couldn’t account for the high usage. 
They were monitoring their usage closely, obtaining their own readings twice a day, 
and making every effort to determine how they were using this amount. 

The appropriate authorisation was obtained from the daughter for Mr T to act on her 
behalf. Following referral by EIOSA, the retailer contacted Mr T and after investigation 
found there had been of an overcharge of 10,000 kwhs. The retailer had arranged for 
the old meter to be replaced by a current model to prevent any re-occurrence of this 
error and amended the bills over the total eight-month period Mr T’s daughter had 
been residing in the premise. This action reduced the total outstanding by $1750. 

Mr T expressed considerable frustration at the level of service received from the 
retailer as he felt that if the retailer had properly reviewed the billing at the time his 
daughter had originally made contact it would have saved considerable stress for his 
daughter and inconvenience to his wife and himself. Mr T had travelled over 100kms 
and made numerous telephone calls in trying to have the matter sorted.  

In recognition of the inconvenience to Mr T and his daughter, the retailer provided a customer 
service gesture of $320 and met the costs incurred for the electrician and the meter test.
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Income statement 
for the year ended 
30 June 2007
	 2007	 2006	
	 $ 	 $ 

Revenues from  
ordinary activities	 844,242	 876,204

Expenses from  
ordinary activities	 920,173	 872,784

Operating  
surplus/(deficit)	 (75,931)	 3,420

Accumulated surplus  
at the beginning of  
the financial year	 354,130	 350,710

Accumulated surplus  
at the end of the  
financial year	 $278,199	 $354,130

Cash f low statement 
for the year ended 
30 June 2007
	 2007	 2006 
	 $ 	 $ 

Cash flows from operating activities
Payments received  
from members	 849,715	 1,017,887 
Interest received	 19,692	 20,695 
Payments to suppliers  
and employees	 (900,880)	 (939,486)

Net cash flows from  
operating activities	 (31,473)	 99,096

Cash flows from investing activities
Purchase of property,  
plant and equipment	 (57,758)	 (7,295) 
Proceeds on sale of  
plant and equipment	 -	 30

Net cash flows from  
investing activities	 (57,758)	 (7,265)

Net increase/(decrease)  
in cash held	 (89,231)	 91,831 
Cash at beginning  
of year	 411,275	 319,444

Cash at end of year	 $322,044	 $411,275

Balance sheet as at 
30 June 2007
	 2007	 2006 
	  $ 	 $ 

Current assets
Cash and cash  
equivalents	 322,044	 411,275 
Trade and other  
receivables	 15,005	 15,219 
Other	 101,903	 69,911 
Total current assets	 438,952	 496,405

Non current assets
Property, plant and  
equipment	 126,510	 94,399 
Rent Bond receivable	 17,100	 17,100

Total non current assets	 143,610	 111,499 
Total assets	 582,562	 607,904

Current liabilities
Trade and other payables	10,174	 8,818 
Provisions	 256,545	 213,790 
Other	 37,644	 31,165

Total current liabilities	 304,363	 253,773

Total liabilities	 304,363	 253,773

Net assets	 $278,199	 $354,130

Equity
Accumulated surplus	 278,199	 354,130

Total equity	 $278,199	 $354,130

 
Company accountants 
EdwardsMarshall 
Company auditors 
PricewaterhouseCoopers
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