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Rank the Energy Retailer 2025 is a collaborative project

funded by Energy Consumers Australia, as part of its
EN ERGY Grants Program to support consumer advocacy and
CONSUMERS research projects that benefit households and small

: . : > AUSTRALIA businf—:*ss consumers. .
Fl'ﬂaﬂ(?la| COUﬂSG"Iﬂg cou nselhng Fairer markets for Australians . T'he views expressed do not necess.arlly reflect the
Victoria Inc. ( views of Energy Consumers Australia.
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Overview

The Rank the Energy Retailer 2025 Report was launched on 16 June
2025.

The Report and Appendix ranks energy retailers based on a survey of

financial counsellors about their energy casework experiences over the
past 12 months.

Download the report:

The report comprises survey methodology and analysis conducted by the
Consumer Policy Research Centre (CPRC), and analysis by Energy

Consumers Australia (ECA) on Australian Energy Regulator (AER) retailer
performance data.

Project lead: Project partners:
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Research
objectives

To explore financial counsellors’ experiences
and interactions with various energy retailers’
hardship teams over the past 12 months

To measure financial counsellors’ sentiment
and perspectives of energy retailers’ hardship
teams and hardship policies over the past 12

months

To identify barriers to energy consumers in
accessing fair, reasonable and appropriate
hardship assistance



Hardship responses from the energy sector

compare Eoorlx to other sectors

Water /.4

Banking 6.8

3rd

Telecommunications

Debt Collection Agencies 5.4

. Very poor

. Mediocre . Good . Excellent Mean



Devising the ranking

Acknowledging there may be variation in your experiences, overall, please rate the energy

retailer in terms of their hardship policies and practices...

0 1 2 3 4 S 6 / 38 9 10

Very poor Excellent

66% MINUS 8%
SCORE

Retailer X




Overall ranking of energy retailers

OVO Dodo Power Tango Energy Momentum
Energy* & Gas* Energy*  Locals*  Energy*

AGL Origin  Energy Horizon
Energy Energy Australia Power* Synergy

o Ry

30

o OO

* Responses derived from groups smaller than 30



Financial counsellors value empathetic, flexible

solutions

Reasons for positive ratings

Empathetic / flexible / provide
options / consideration

Great attitude / nice to work
with

Consistent service /
arrangements

Easy to access / timely
Good client service
Positive (general comments)

Good communication

* Responses derived from groups smaller than 30

6%

6%

Reasons for negative ratings

Rejection of hardship /
inflexibility

Hard to access / untimely

Poor attitude / not good to
work with / unreasonable

Poor client service
Poor consistency

Poor communication

Negative (general
comments)

12% KA

LA 29% QLD*




@ Access and communication

SECTOR LEVEL MACRO RATINGS

Acceptance of Third Party Authorisation 74% 13%
Ease of making contact with / accessing 579, 17%
hardship team
Response time after first making contact 54% 18%
Commumcahoh ofth.e availability of 520, 18%
hardship assistance
Consistency ofthe|.r appl.lcatlon of their 519 21%
hardship policy
Quality of their communication with you 49% 19%
Quality of their communication with 459, 249,
customers
Proactiveness in accommodating different 429 239,

needs

Positive experiences (7-10/10)



Process and attitude

SECTOR LEVEL MACRO RATINGS

Attitude towards you as a financial counsellor 62% 15%
Level of trust between you and the hardship team 58% 13%
Discretion 55% 17%
Respect shown to customers 53% 18%
Empathy 53% 20%
Fairness 52% 18%
Flexibility 499% 18% Qne th.lng | find frust.ratlng as a
financial counsellor is energy
Customised / targeted arrangements 49% 21% companies not assisting vulnerable
clients at the first instance in regard to
Proactiveness 44% 25% payment arrangements.”
Consideration of capacity to pay 44% 25%
Staff trained to be well-informed and knowledgeable about hardship 41% 25%
Processes for early identification customers in hardship 33% 26%
Positive experiences (7-10/10) Negative experiences (0-3/10)



/\

C\D/ Outcomes and consistency

SECTOR LEVEL MACRO RATINGS

“Most energy retailers allow debt to
build significantly with no long-term
plans to address mounting debt.”

Issues are resolved and not escalated to
Ombudsman / Tribunal

Clients in similar circumstances are provided
with consistent arrangements

Arrangements offered are fair and reasonable

Assistance provided helps the client afford
their energy and other expenses

Retailer contacts customers and offers
appropriate support before disconnection

Appropriate assistance is provided for people
with long-term affordability challenges

Retailer provides more assistance than the
bare minimum

Issues do not need to be escalated to a
particular team member

Positive experiences (7-10/10)

60% 17%
60% 13%
57% 16%
50% 21%
49% 22%
46% 22%
44% 26%
38% 32%

Negative experiences (0-3/10)



Proactive assistance provided
SECTOR LEVEL MACRO RATINGS

Affordable payment options

Concessions / rebates / grants that they were not otherwise receiving
Energy-efficiency advice

Transferral to a better retail market contract
Incentive payments or discounts
Reimbursement / credit of late payment fees
Onsite energy audits (if applicable)
Accessing a crisis payment

New appliances through appliance replacement programs

. Always / mostly (7-10/10) . Never / hardly ever (0-3/10)



Supporting specific cohorts of clients
SECTOR LEVEL MACRO RATINGS

Victim survivors of family and domestic violence 40%
People with disability 32%
Elderly people 32%
People who have experienced natural disaster 32%
Families with young children 31%
Single parents with young children 30%
Newly arrived migrants 30%
People with mental illness 28%
People from CALD backgrounds 27% ’
Young adults 26% ({
People in rural and remote settings 23% ’
First Nations People 23% ’ d
People experiencing homelessness 21%
People who are (or have been) in prison 19% . Good performance (7-10/10)
People experiencing gambling harm 19%
Small business owners 18% . Foer pemommancs (3-8 1)
Scam victims 18% NET performance
People with unrecoverable debt 14%

* Responses were derived from groups smaller than 30



In the words of financial counsellors, a good
hardship response...




Kev recommendations

Strengthen “,, Make support 3 Provide
protections early, realistic
through accessible L payment
regulation, and arrangements
enforcement and equitable before debt

implementation ' \ accrues

= .
/. Embed a “J,Improve data, °J.Leverage
person-centred, monitoring and relationship with
future-focused continuous financial counsellors

approach learning




Since the report...

We have met with and presented to:

._-‘_r.

We welcome ongoing opportunities to engage! ?
Contact: projects@fcvic.org.au EE‘;




In meeting with industry

Constructive responses

Retailer had reviewed all data in the report and the
Appendix, and individual verbatim comments provided
with the calendar invitation.

Retailer attended the meeting with a list of questions to
clarify points of data to improve their understanding.

Retailer acknowledged that while they were working on
a program of change internally with their hardship team,
that this might not be visible to external stakeholders.

Retailer acknowledged the importance of
communicating their practices and changes with
financial counsellors and committed to ‘reporting back’

ﬁgttahleellr Iscdssed other ways of connecting with
financial counsellors beyond attending conferences.

Defensive responses

Retailer had not read the report in full, had not reviewed
the Appendix, and had not read the individual verbatim
comments provided with the calendar invitation.

Retailer attended the meeting with accusations of unfair
treatment and criticised the integrity of the research.

Retailer stated that they can't fully staff their hardship
team to meet customer needs because they are running
a business.

Retailer questioned the veracity of the comments and
feedback provided by financial counsellors as their own
internal customer survey data was positive.

Retailer said that they attended every FC conference and
only had good feedback.

How are you responding?



Landscape changes since the report

Energy retail reform changes

 Australian Energy Market Commission’s (AEMC) National Energy Retail Amendments

 Australian Energy Regulator’s Review of the Minimum Disconnection Amount

 Essential Services Commission Review of the Energy Retail Code of Practice Stage 1 Final
Decision

Hardship and hardship responses in essential services

» Designed to Disrupt: Safety by design for essential services

* 10 Principles of Good Hardship Practice - Financial Counselling Australia
» Exploring a consumer duty for Australia’s energy market - Energy Consumers Australia

» Understanding and measuring energy hardship in Australia - Consumer Energy Report
Card July 2025 - Energy Consumers Australia



Kev recommendations

Strengthen “,, Make support 3 Provide
protections early, realistic
through accessible L payment
regulation, and arrangements
enforcement and equitable before debt

implementation ' \ accrues
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