Gas Trading Licence Performance Reporting Form

Reporting year FY2023-24
Licence holder Synergy (GTL8)

Reporting category Description mu_ Data input

Residential customers as of June 30 Number of
Residential customers covered by the Gas Market Moratorium as of June 30 Number of
Business customers as of June 30 Number of
Business customers covered by the Gas Market Moratorium as of June 30 Number of

Residential customers issued with a bill outside the prescribed maximum

timeframe and where the delay is due to fault on the part of the retailer. Number of
Residential customers issued with a bill outside the prescribed maximum

timeframe and where the delay is due to the retailer not receiving the billing data

from the distributor. Number of
Residential customers subject to an instalment plan. Number of
Residential customers granted additional time to pay a bill. Number of
Business customers issued with a bill outside the prescribed maximum timeframe.

Number of
Business customers subject to an instalment plan. Number of
Business customers granted additional time to pay a bill. Number of
Residential customers who have lodged security deposits for their residential
customer account. Number of
Business customers that have lodged security deposits for their business
customer account. Number of
Residential customers whose direct debit plans were terminated Number of
Business customers whose direct debit plans were terminated Number of
Residential customers using Centrelink's Centrepay to pay their energy bills as of
June 30 Number of
Residential customers repaying an energy bill debt as of 30 June (excluding
hardship customers) Number of
Business customers repaying an energy bill debt as of 30 June Number of
Mean energy bill debt for residential customers as of June 30 (excluding hardship
customers) Dollars
Mean energy bill debt for business customers as of June 30 Dollars
Residential customers with energy bill debt between $500 and $1500 as of June 30 [ ;4:1:]
(excluding hardship customers) Number of
Residential customers with energy bill debt between $1,500 and $2,500 as of 30
June (excluding hardship customers) Number of
Residential customers with energy bill debt exceeding $2,500 as of 30 June
(excluding hardship customers) Number of
Residential customers subject to an instalment plan as of 30 June (excluding
hardship customers) Number of
Residential customers whose instalment plan was cancelled by the retailer for non-
payment (excluding hardship customers) Number of
Residential customers who successfully completed their instalment plan (excluding

Number of

Residential customers on a hardship program as of 30 June Number of
Mean energy bill debt of hardship customers as of June 30 Dollars
Hardship customers with a concession as of June 30 Number of
Residential customers denied access to a hardship program during the reporting

year Number of
Mean energy bill debt at the point a customer enters a hardship program Dollars
Customers who entered a hardship program with an energy bill debt less than

$500 Number of
Customers who entered a hardship program with an energy bill debt between $500

and $1500 Number of
Customers who entered a hardship program with an energy bill debt between

$1500 and $2500 Number of
Customers who entered a hardship program with an energy bill debt exceeding

$2500 Number of
Hardship customers subject to an instalment plan as of 30 June (excluding those

using Centrepay) Number of
Hardship customers using Centrepay as of 30 June Number of
Residential customers who exited a hardship program Number of
Residential customers who exited a hardship program because they successfully

completed it or by agreement with the retailer Number of
Residential customers who exited a hardship program because they were

excluded/removed from it for non-compliance Number of
Residential customers who exited a hardship program because they left the retailer

Number of

Residential customers who exited a hardship program during the reporting year or

previous reporting year because they successfully completed it, or by agreement

with the retailer, but who were subsequently disconnected during the current

reporting year for non-payment Number of
Residential customers who exited a hardship program during the reporting year or

previous reporting year because they successfully completed it, or by agreement

with the retailer, but who were subsequently disconnected during the current

reporting year for non-payment and reconnected within 7 days Number of

Residential customer disconnections for failure to pay a bill. Number of
Business customer disconnections for failure to pay a bill. Number of




Residential customer disconnections involving customers subject to an instalment | ;&<7/
plan Number of
Residential customer disconnections involving customers disconnected on at least [|j&<})
one other occasion during the reporting year or previous reporting year. Number of
Residential customer disconnections involving customers who had a concession Number of

Residential customer reconnections requested by the retailer within 7 days of

requesting the customer be disconnected Number of
Business customer reconnections requested by the retailer within 7 days of

requesting the customer be disconnected Number of
Residential customer reconnections within 7 days involving customers who were

the subject of an instalment plan Number of
Residential customer reconnections within 7 days involving customers who were

reconnected on at least 1 other occasion during the reporting year or the previous

reporting year Number of
Residential customer reconnections within 7 days involving customers who were

the subject of a concession Number of
Residential customer reconnections requested by the retailer after requesting the

customer be disconnected (including those who were reconnected within 7 days)

Number of

Residential customer reconnections requested by the retailer that were not

reconnected within the prescribed timeframe Number of
Business customer reconnections requested by the retailer after requesting the

customer be disconnected (including those who were reconnected within 7 days)

Number of

Business customer reconnections requested by the retailer that were not

reconnected within the prescribed timeframe Number of

Complaints received from residential customers Number of
Complaints received from business customers Number of
Residential customer complaints - about billing/credit only Number of
Business customer complaints - about billing/credit only Number of
Residential customer complaints - transfer-related only Number of
Business customer complaints - transfer-related only Number of
Residential customer complaints - about marketing (including complaints made

directly to a retailer) Number of
Business customer complaints - about marketing (including complaints made

directly to a retailer) Number of
Residential customer complaints - all other types of complaint Number of
Business customer complaints - all other types of complaint Number of
Residential customer complaints concluded within 15 business days Number of
Residential customer complaints concluded within 20 business days Number of
Business customer complaints concluded within 15 business days Number of
Business customer complaints concluded within 20 business days Number of

Call attempts to retailer call centre Number of
Calls to a call centre answered by operator within 30 seconds Number of
Mean duration before a call is answered by an operator Seconds

Calls to a call centre that go unanswered Number of
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