meridian

30 October 2007

Review of the Codes of Practice

Electricity and Gas Complaints Commission
PO Box 6144

Wellington

By email: f.day@egcomplaints.co.nz

Dear Fiona

Review of the Electricity Consumer Code of Practice and Gas Consumer Code of Practice

Meridian Energy (Meridian) welcomes the opportunity to make submissions on the Review of the
Electricity Consumer Code of Practice and Gas Consumer Code of Practice. Acknowledging that
Meridian’s core business is the generation and retailing of electricity our submissions relate only to
comments on the Electricity Consumer Code of Practice.

General comment

Meridian was a founding member of the then Electricity Complaints Commission, considering that the
establishment of an independent and free dispute resolution scheme was an important part of creating a
mature competitive retail market. Meridian continues to support the scheme, and notes that the number
of complaints being assessed by the Commissioner has fallen considerably since the schemes’
establishment.

Review of the Constitution

Meridian is conscious that the Electricity Commission is moving towards approving a single complaints
scheme under the Electricity Act. In the event that the Electricity and Gas Complaints Commission
becomes the ‘approved’ scheme Meridian suggests that consideration is given to whether it might be
appropriate to bring forward the review of the Constitution currently scheduled for 2009, and undertake a
comprehensive review of the relationship with the Electricity Commission. This would enable the
relationship of the Electricity Consumer Code of Practice and the various model agreements, guidelines
(and potentially rules and regulations) under the Electricity Commission’s jurisdiction to be considered in
a clearer frame.

Prescriptive nature of the codes & customers choosing to opt out (knowingly)

Meridian has previously submitted (in various forums) concerns that models or codes can have the effect
of stifling innovation in the offerings made to customers. With this in mind, Meridian suggests that
consideration is given to whether the code could be recast as a set of principles rather than detailed
rules and whether provision could be made to allow customers to knowingly opt out of the ‘code’ should
they consider that in doing so they would be making an appropriate service-price-value trade-off for their
own circumstances.

Meridian Energy Limited Level 1, 33 Customhouse Quay Phone +64-4 381 1200
PO Box 10-840 Fax +64-4 381 1272
Wellington 6143, New Zealand www.meridianenergy.co.nz
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Submissions Template: Review of the Electricity Consumer
Code of Practice and the Gas Consumer Code of Practice

To assist the working group in the orderly and efficient consideration of responses,

please consider using this table.

Question

Relevant
Clause in
Code

Comment
Where possible, please include details about
the number and source of complaints that
have lead to the concern.

Q1. Do we need the Electricity and/ Gas
Codes? If so, how do you see them working
with guidelines that are created by the Electricity
Commission and Gas Industry Company? For
example, the electricity model retail contract.

Meridian supports the concept of the Codes and
considers they fulfil a necessary requirement of
setting standards against which member
companias can be measured.

However, Meridian suggests consideration is
given to whether the codes could be recastas a
set of principles rather than detailed rules and
whether provision could be made to allow
customers to knowingly opt out of the ‘codes’
should they consider that in doing so they would
be making an appropriate service-price-value
trade-off for their own circumstances.

When considering the relationship between the
Codes and guidelines or model arrangements
developed by industry governance bodies it
must be borne in mind that only the former is
currently enforceable againstmember
companies. Issues may, however, arise if
guidelines or model arrangements are elevated
in status to become enforceable or mandatory -
whether by tertiary {rules) or secondary
{regulation) legislation. In such circumstances, if
the either guideline or models are regulated
then the Code must be subordinated fo it.

In such circumstances Meridian submits that an
amendment is made to the Code to the effect
that legislative or regulatory provisions which
stipulate standards which are more favourable
to consumers then those provisions shall apply
in replacement of the Code.

In circumstances where guidelines or models
are not elevated in status it is Meridian's
submission that the Commissioner ought to give
consideration to them in deliberating on
complaints as examples of industry practice.

Q2. Are the Electricity and/ Gas Codes working
well?

C.1

Meridian is not aware of any significant issues
with the Codes although as detailed above there
is potential for the codes to stifle innovation.

Meridian Energy Submission on Review of Electricity Consumer Code of Practice and Gas Consumer

Code of Pragtice (Appendix One)




{au xipuaddy) aopoe1d JO 9pOD

J9WNSUOY) SBE) PUB 9M1081d 10 8P07 ISWNSLO AYOLI0S[T JO MOIADY UO UOISSIUgNS ABI1sug uelpuap

ual] diysuoneal [enjOBRUOD 3} JO BPISINO
jybnaos ese ssied pii) JO SBOIAISS SU) 19U

'SUoISIAOID Bs0L)

yiim aouepioooe ul Aed o] JyBno Jswnsuoo

S} 1ELR SIBDISUDD UBIpLS ‘UsL) SoInISsS B
yons 10 JuswAed 10} sapinoid Auedwos Jequiswl
ay ym diysuonead [enjoeluod §JaWwnsuoo
Byl pue ‘$1598) J9)dW SB yaNs ‘safied paIy) wWoly
pPaUIB}(O 8B SAAIES BISUYM SSOUBISWINDIID U

"SIBLUNSUOD
0} @a)) ujewai pjnoys syue|dwos Buiajosel u)
ucIssILWLIc) sjuledwon seoy pue AJoaa[g syl
10 821AI9S UL 1BYL MBIA WY BUY JO SI UBIPLIBIN

¢ Papiooas s1 uopeueA abejoa

10 Buyss) saoBigpun IglawW B a1aym SE Lons
sieudoidde s1 aB1eUD B 2loym SOOUEISILINDIND
BLUOS 218Uy} By /,SIBLUNSUOD 0} 981} 2q SABM[E
Jeuoiss|wwog sjure|dwion seo) pue AloLioalg
ay} Aq Bujipuey sjuejdwod pinoys go

‘(g uogsanb) eaoge sjUsWWICD BU) 0} 188y

£G61L0

ssnonBiquue 10 enBea
ale Jeu] sepon) ey Ul sesnen Aue alay) aly o

11 S JSWOISNS B Uo

yoedwl [pm Yoiym uogoe ue s Jelaw ey Buipee.
Aldws ‘s|dwexs 104 “paJaaep ag Ajlgeuoseal
ues uewy sjow Buanbal aq Aew 1 ‘usye)
uopetaidiaiu ay uo Bupuadep ‘yons se ‘pue
syuawsanbal jenjoe s)1 0} se anbea JBymawos S|
€°GLD SSNB[D JEY} SIBpISUCY uBipuap ybnoye
suojsiaoid Yons AUe [0 S1eme JOU S| URIPUSHY

£'GL0

Jpalsnlap
aq Ajgeuoseal ues ueL 810w dsiwold
Jel)} S8poo) SuW Ul SeSNeD AUE alay) aly ‘gD

‘Alddns jo

Ajinoas jo8101d pue puewlsp sonpal oy pasnbal
aJe s[eubis 2o1d usym sapusbisws Addns

0} puodsai 0} ssjuedLUDD JBQUIBLW MO||E JoU
SOOP SSNEJD JUBLIND By} yoadsal siU) Ul Ajeud

"uolssiwwon) Aonos|g sy Aq Juswabeuewl
SIS PUBLUBP UO SBAIIB]IUL JUS1IND puB
JUBWIBIES AJI0d 1USWILLBADS) U} JO SUOUS|
8l LIm Juelsisuoo ale sjsoa aisyy) abeusw

0} AJjIge 8y} pue a2j0y9 Jawnsuod ay Sunb

1B PalUe S}IIe} SARBAOULI JEY} SHWUGNS UBIPUSY

1" 11D 8pod Ag pajiw Ajjejusiod

81 sylley aaneaouul ybnoayy vaneasssuoo ABleus
abeinooua o} Ajjunucddo ay ‘ABojouyos)
Buus)sw mau JO UORINPORUL SU yim ‘Aeug

‘(sBunes apis puewsap ul uoedppied) saoud
ybiy Jo ysu ey Bupjel 1spum spousad aouid mo| jo
sjauaqg ay) ueiqo o ‘1sayaq JIsy} 1B 'I8LINSUCD

alp 1o} pue sjeufis soud a|geus Jey) syuE)

Jo sued Bupud 3o uojonposul 94} $10L1S8)
}INg Jewnsuog auy) Joy Auenso soud jo aalfiep
e apiaoid ssop uojsiacid siy | ~abueyo soud e Jo
80R0U SAep OF Uey) $s2| ou salB o] Juawalinbas
aus s sy} 1o sjdwexs Bue|b isow sy




Meridian submits that, where the services are
reasonable in cost and justified in relation to the
complaint, the member company involved
should be consulted and their consent sought
prior to a commitment being made.

Considerafion could be given to provisions
within the code or constitution to enable the
Commissioner to determine whether the
expense should be incurred where the member
company has refused and if the expenditure is
to proceed for it to be borne by the member
company.

Q6. Would it be useful if the Codes included an
explanation of the purpose of some or all of the
clauses? If so, which ones in particular?

To the extent that there is an ambiguity or
uncertainty the clauses themselves should be
redrafted to remove the same rather than a
commentary being added.

Q7. Are there examples of changed indusiry
duties and practice that should be incorporated
into the Electricity and/ Gas Codes?

The recent revision/development of the
Guideline for Arrangements to Assist Low
Income and Vulnerable Consumers does
require retailers to follow procedures which are
different to, and more involved than the
Electricity Consumer Code of Practice.
Consideration should be given fo the
relationship between the Guideline and the
Code.

(8. What other changes should be made to the
Codes? Please provide reasons why you think
the changes should be made.

C.10.2

Meridian considers the obligations to nofify all
customers individually of changes in the
frequency of billing and or meter reading should
only apply where such changes will have a
defrimental impact on the consumer; i.e. if itis
beneficial to the consumer notice is not
mandatory as per clause C11.3.

Q9. Are there any other matters that you wish to
raise?

Meridian is conscious that the Electricity
Commission is moving towards approving a
single complaints scheme under the Electricity
Act. In the event that the Electricity and Gas
Complaints Commission becomes the
‘approved’ scheme Meridian suggests that
consideration is given to whether it might be
appropriate to bring forward the review of the
Canstitution currently scheduled for 2009, and
undertake a comprehensive review of the
relationship with the Electricity Commission.
This would enable the relationship of the
Electricity Consumer Code of Practice and the
various model agreements, guidelines (and
potentially rules and regulations) under the
Electricity Commission’s jurisdiction to be
considered in a clearer frame.

Meridian Energy Submission on Review of Electricity Consumer Code of Practice and Gas Consumer

Code of Practice (Appendix One)
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