Reporting Period: 2018/19 Economic Regulation Authority (WA)

IMPORTANT NOTICE FOR GAS TRADING LICENSEES

Licensees should refer to the Gas Trading Licence Performance Reporting Handbook for
information on the definitions of gas trading indicators listed in these Datasheets. The
Handbook is available on the ERA website (see link below):
https://www.erawa.com.au/gas/gas-licensing/regulatory-guidelines

As per section 4 of the handbook, retailers should complete the ‘number’ column in each worksheet as
follows:

If the data is available:
Enter the data

If the activity did not occur:

Enter '0'

For example, if the retailer supplied gas to residential customers but did not place any residential customers on
an instalment plan, the data for indicator R11 should be ‘0.

If the activity is not applicable:
Enter 'n/a’
For example, if the retailer did not supply gas to residential customers, indicator R11 should be marked ‘n/a’.

If the data is unavailable:
Leave the data cell blank. Add a comment in the ‘comments’ cell explaining why the data cannot be provided.

If the data shows a change of more than 10% compared to last year’s data, the retailer should include the likely
reason(s) for the change in the ‘comments’ column.

Some indicators (shaded blue) require a value as at 30 June.
Some indicators (shaded green) require a cumulative total value for the whole of the reporting year.

Some indicators require reporting to be on a per customer basis whereas others are on a per incident basis. For
example, indicator R11 (Total number of residential customers who are subject to an instalment plan) should be
reported on a per customer basis. This means that if a customer was placed on an instalment plan more than
once during a reporting year, the customer should only be counted once. Indicator R33 (Total number of
residential customer disconnections for failure to pay a bill) should be reported on a per incident basis. This
means that if a customer is disconnected more than once during a reporting year, then each disconnection
should be recorded separately.
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Note:

Gas Performance Reporting Datasheets - Trading

Indicators that require a value as at 30 June are shaded

Indicators that require a cumulative total value for the whole of the reporting year are shaded blue.
Do not enter data into cells that are shaded yellow, these indicators are automatically calculated.

Do not enter data into cells that are shaded grey, they do not apply to that indicator.

Customer numbers

. Basis of
Indicator o :
NoO Description Reporting Comments
Number
R1 Total number of residential customers. 29,250
Total number of residential customers covered by the Gas 26,546
R 2 Market Moratorium (this is residential customers on ATCO'’s
distribution network who consume less than 0.18TJ of gas
per year).
R3 Total number of business customers. 27
Total number of business customers covered by the Gas 20
R4 Market Moratorium (this is business customers on ATCO’s

distribution network who consume less than 0.18TJ of gas
per year).

Customer numbers

Page 2 of 10




Gas Performance Reporting Datasheets - Trading

Note:

Indicators that require a value as at 30 June are shaded green.

Indicators that require a cumulative total value for the whole of the reporting year are shaded blue.
Do not enter data into cells that are shaded yellow, these indicators are automatically calculated.
Do not enter data into cells that are shaded grey, they do not apply to that indicator.

Billing and payment
Indicator Description Basis of Reporting Comments
No. Number Percentage
Simply Energy has invested in

140 process and system

improvements.
0.5%
Reporting data revised.

144 Variation appears to be due to
improved distributor
performance.

0.5%
766
2.6%
277
0.9%
R 15 Not used.
R 16 Not used.
0
0
0
R 23 Not used.
R 24 Not used.
SE doesn't offer security deposit|
Reporting data revised.
Although variation exceeds 10%

165 from 2021-22 root cause
appears to be general market
conditions.

0.6%
0
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334
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Gas Performance Reporting Datasheets - Trading

Note:

Indicators that require a value as at 30 June are shaded green.

Indicators that require a cumulative total value for the whole of the reporting year are shaded blue.
Do not enter data into cells that are shaded yellow, these indicators are automatically calculated.
Do not enter data into cells that are shaded grey, they do not apply to that indicator.

Disconnections for non-payment
Indicator | Basis of Reporting

Description Comments
No. P Number Percentage
Simply Energy has lifted the
disconnection threshold from
180 $300 to $2000 this year. This is
the reason for decrease in
volume
0.6%
0

Simply Energy does not
disconnect customers who are
28 on an active payment plan.

15.6%

Simply Energy has lifted the
disconnection threshold from
$300 to $2000 this year. This is
7 the reason for decrease in
volume

3.9%
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Gas Performance Reporting Datasheets - Trading

Note:

Indicators that require a value as at 30 June are shaded green.

Indicators that require a cumulative total value for the whole of the reporting year are shaded blue.
Do not enter data into cells that are shaded yellow, these indicators are automatically calculated.
Do not enter data into cells that are shaded grey, they do not apply to that indicator.

Reconnections

Indicator . Basis of Reporting
Description Comments
No. Number Percentage
Simply Energy has seen an
increase in customer contact due
139 to various payment options we
provide to the customers and the
hardship support
77.2%
0
7
3.9%
Simply Energy has seen an
6 increase in customer contact and
payments that led to increase in
reconnection on more occasion
3.3%
0

We have seen a decrease in this
40 scenario due to losing access to
site or customer churning out

22.2%

Simply Energy has received less
calls after hours that led to

20 . :
decrease in reconnections not
processed within timeframes.

50.0%
0
0
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Gas Performance Reporting Datasheets - Trading

Note:
Indicators that require a value as at 30 June are shaded green.

Indicators that require a cumulative total value for the whole of the reporting year are shaded blue.
Do not enter data into cells that are shaded yellow, these indicators are automatically calculated.

Do not enter data into cells that are shaded grey, they do not apply to that indicator.

Complaints
Indicator . Basis of Reporting
Description Comments
No. P Number Percentage
135
0
30
22.2%
0
4
3.0%
0
3
2.2%
0
98
72.6%
0
105
77.8%
9
6.7%
0
0
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Gas Performance Reporting Datasheets - Trading

Note:

Indicators that require a value as at 30 June are shaded green.

Indicators that require a cumulative total value for the whole of the reporting year are shaded blue.
Do not enter data into cells that are shaded yellow, these indicators are automatically calculated.
Do not enter data into cells that are shaded grey, they do not apply to that indicator.

Call centre performance
Indicator Description Basis of Reporting COTETIS
No. Number Percentage
8,677
5,114
58.9%
94
757
8.7%
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Gas Performance Reporting Datasheets - Trading

Note:

Indicators that require a value as at 30 June are shaded green.

Indicators that require a cumulative total value for the whole of the reporting year are shaded blue.
Do not enter data into cells that are shaded yellow, these indicators are automatically calculated.
Do not enter data into cells that are shaded grey, they do not apply to that indicator.

Increased prices and cost of living
pressures (inflation and interest rate
rises) has seen a decrease in
payment on energy bill debt.

R 91

[Indicator R 93 moved to 'Billing and payment' section].

Customers churning out due to
payment difficulties and price
increases.

Customers are adhering to their
payment plan as Simply Energy is
supporting them with affordable
payment options.

R 102
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Note:

Indicators that require a value as at 30 June are shaded green.

Gas Performance Reporting Datasheets - Trading

Indicators that require a cumulative total value for the whole of the reporting year are shaded blue.
Do not enter data into cells that are shaded yellow, these indicators are automatically calculated.

Do not enter data into cells that are shaded grey, they do not apply to that indicator.

Hardship customers

Indicator

No. Description

R 96

R 97
R 104

R 105

R 106

R 107

R 108

R 109

R 110

R 111

R 112

R 113

R 114

R 115

R 116

R 117

R 118

Basis of Reporting

Number Value ($)

Comments

171

$426

50

$378

81

27

79

51

72

20

35

17

Simply Energy's Here to Help
program supported our hardship
customers and reduced debt

significantly.

Hardship customers

Page 10 of 10




