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ACR

Annual Compliance Report

CEO

Chief Executive Officer

Commission

Essential Services Commission, established under the Essential Services
Commission Act 2002

DCCP

District Council of Coober Pedy

Electricity Act

Electricity Act 1996

ESC Act

Essential Services Commission Act 2002

EWOSA

Energy and Water Ombudsman SA

Gazette

South Australian Government Gazette

Minister

Minister for Human Services

MIR Code

Water Retail Code – Minor and Intermediate Retailers

OTR

Office of the Technical Regulator

RAES

Remote Areas Energy Supplies

SRMTMP

Safety, reliability, maintenance and technical management plan

WI Act

Water Industry Act 2012

Compliance review – District Council of Coober Pedy

OFFICIAL

ii

OFFICIAL

The Essential Services Commission (Commission) is a statutory authority, established as an
independent economic regulator and advisory body under the Essential Services Commission Act 2002
(ESC Act). The Commission’s objective is to protect the long-term interests of South Australian
consumers with respect to the price, quality and reliability of essential services.
The District Council of Coober Pedy (DCCP) has an electricity and a water licence issued by the
Commission. In 2018-19, the Commission commenced compliance action in relation to the DCCP’s
compliance with its water and electricity licences, legislation and codes. The Commission found areas
of non-compliance and required the DCCP to review, amend and implement revised compliance
systems, processes, controls and documentation.
The Commission has closely monitored the DCCP’s progress in responding to those requirements, and
has undertaken this review to evaluate the effectiveness and efficiency of the DCCP’s revised
compliance systems, processes, controls and documentation.
The Commission’s compliance framework promotes and facilitates compliance by regulated entities
with their regulatory obligations. Under this framework, the Commission expects regulated essential
service providers to have and maintain robust compliance and reporting systems.

1.1

Findings

Although the DCCP has made significant progress in improving its compliance systems, processes,
controls and documentation, there are still issues that require attention. These include, staff training,
staff contingency plans, debt management and hardship policies.
The key findings are:

 The DCCP does not have in place an approved Debt Recovery Policy that documents current
practices.

 The DCCP’s communication material and customer engagement requires improvement.
 The DCCP must take steps to avoid the escalation of customer debts.
 The DCCP’s staff training and contingency plans for staff turnover require improvement.
 The DCCP’s annual compliance reporting and performance reporting is not being correctly
completed.
The Commission provided a draft version of this review report to the DCCP for comment. The DCCP’s
response has been taken into account in preparing this report. The Commission will continue to
monitor and assist the DCCP to correct the non-compliances identified in this report.

1.2

Background

The DCCP provides electricity services to the Coober Pedy community through hybrid diesel, wind
turbine and solar generation. It purchases electricity from Energy Developments Ltd, then distributes
and retails that electricity. Electricity prices, fees and charges are subsidised by the South Australian
Government under the Remote Areas Energy Supplies (RAES) scheme.
The DCCP provides water services to the community from a bore located 25 kilometres (km) north east
of Coober Pedy on the Oodnadatta road. The water is carried via a pipeline from the bore, and is then
processed through a desalination/reverse osmosis plant and reticulated to customers. DCCP provides
sewerage treatment to customers on the main street of Coober Pedy and other connected areas.
Compliance review – District Council of Coober Pedy
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1.3

Next steps

The Commission requires the DCCP to resolve the issues identified in this report, and may take
compliance action in accordance with the Commission’s Enforcement Policy 1, if necessary, to protect
consumers’ long-term interests with respect to the price, quality and reliability of the essential services
provided by the DCCP under licence.
The DCCP is to respond to all recommendations made in this report by the dates stated. A summary
checklist is provided in the review outcomes section of this report, to assist the DCCP in preparing its
response.
The DCCP should use the findings from this review to develop an action plan for compliance. As
identified issues are completed or actioned, the DCCP should update the Commission. Communication
between the DCCP and the Commission will help to demonstrate that every effort is being made by the
DCCP to ensure compliance with licences, codes and other regulatory requirements.
The Commission accepts that the DCCP has already made efforts to work diligently towards
compliance and it will further evaluate progress through monitoring and assessing progress against the
DCCP’s action plan for compliance.

1

Refer: https://www.escosa.sa.gov.au/industry/electricity/codes-guidelines/policies

Compliance review – District Council of Coober Pedy

OFFICIAL

2

OFFICIAL

The DCCP has an electricity and a water licence issued by the Commission. In 2018-19, the
Commission commenced an assessment of the DCCP’s compliance with its water and electricity
licences, legislation and codes. The Commission found areas of non-compliance and required the DCCP
to review, amend and implement revised compliance systems, processes, controls and documentation.
The Commission’s compliance action commenced when it became aware that the DCCP had
compliance issues, following its review of the DCCP’s Annual Compliance Reports (ACR) and
consideration of other public information.
The Commission’s continued compliance action is intended to determine whether the DCCP is meeting
its regulatory obligations under its licences, issued under the Electricity Act 1996 (Electricity Act) and
Water Industry Act 2012 (WI Act), and applicable industry codes.

2.1

Compliance timeline

 October 2018 – The Commission’s compliance action commenced.
 27 December 2018 – The Commission made interim compliance findings and provided those to
the DCCP in writing. Those findings included:
–

Policies and procedures relating to the disconnection/restriction and reconnection of
electricity and water were materially deficient and required immediate action.

–

The DCCP’s Debt Recovery Policy omitted requirements specified in the licences.

–

The DCCP’s policies did not detail how it managed security deposits or how information was
provided to customers about instalment plans or access to hardship programs.

–

Commission approved policies were not being utilised, with superseded versions being
followed.

–

Bills and notices were inconsistent with the requirements of the licences.

–

The DCCP may have been relying on standard customer contracts that had not been gazetted
in accordance with the requirements of the Electricity Act and WI Act.

 16 and 19 January 2019 –The DCCP provided responses to the Commission’s findings of 27
December 2018.

 5 February 2019 – The Commission wrote to the Acting CEO of the DCCP, outlining items that
needed to be completed prior to an inspection visit by Commission staff.

 7 February 2019 – The DCCP’s Standard Contract for Electricity was published in the South
Australian Government Gazette (Gazette; pg. 444)2.

 8 February 2019 – The DCCP provided documentation of policies and procedures relating to
electricity and water to the Commission.

 11 and 12 February 2019 – Commission staff visited the DCCP to discuss compliance
documentation and further improvements required to ensure future compliance with regulatory
requirements.

2

Refer: https://governmentgazette.sa.gov.au/sites/default/files/public/documents/gazette/2019/February/2019_007.pdf
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 22 February 2019 – Commission staff provided the DCCP with a detailed compliance action plan
containing information on regulatory requirements and a timeline for required action by the DCCP.

 13 March 2019 – The DCCP voluntarily joined the Energy Water Ombudsman of South Australia
(EWOSA) scheme.

 25 September 2019 –The DCCP’s Hardship Policy was approved by the Commission.
 1 and 2 October 2019 – Commission staff visited the DCCP to discuss progress of the action plan
provided in February 2019.

 4 March 2020 –The Commission approved the DCCP’s Enquiries, Complaints and Dispute
resolution procedure under clause 3.2.1 of the MIR Code.

 March 2020 – The Commission engaged an external auditor, KMPG, to conduct an on-site
compliance review of the DCCP.

 2 April 2020 – The Commission advised the DCCP that it would conduct a review of the DCCP’s
compliance systems, documentation, controls and processes as Covid-19 travel restrictions had
delayed the KPMG review. (This paper is the outcome of that review.)
The Commission requested the following documents from the DCCP for review:
-

Customer Charter Water and Sewerage

-

Hardship Policy

-

Customer Complaints Policy

-

Electricity standard contract

-

Electricity Notice and Water Notice (bills)

-

Urgent payment letter

-

Final Notice letter

-

Debt Recovery Policy

-

Water restriction process

-

Water restriction notice

-

Electricity Disconnection Process, and

-

Electricity disconnection notice.

 24 April 2020 –The DCCP provided the requested documents (outlined above) to the Commission.
 12 May 2020 – Commission and DCCP staff held an online meeting to discuss issues identified by
the Commission’s review of the provided documents.

 24 August 2020 – The Commission provided a draft copy of the review report to DCCP for review
and response.

 28 September 2020 – The DCCP provided a response to the draft review report.
 October 2020 – The Commission prepared the review report (this report), incorporating the
responses provided by DCCP to the draft version and making recommendations.

 November 2020 – KPMG travelled to Coober Pedy to conduct an external review of the DCCP’s
compliance with its regulatory obligations.
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 4 December 2020 – The final KPMG report was provided to the DCCP for review and a response
was requested by 31 December 2020.

2.2

External review by KPMG

KPMG was engaged by the Commission to provide an external point of view by conducting a further
review of the DCCP’s compliance with regulatory requirements relating to its electricity and water
licences. The KPMG review is discussed in section 5 of this report.

2.3

Scope

This review involved the assessment by Commission staff of the DCCP’s documented performance,
processes, systems and controls relating to the following regulatory requirements.

2.3.1

Electricity

 Electricity Distribution and Retail Licence
2.3.2

Water

 Water Retail Licence
 Water Retail Code – Minor and Intermediate Retailers
 Guideline No 1 – Compliance and reporting
 Guideline No 3 – Information requirements for minor and intermediate retailers
The Commission’s findings and recommendation are discussed in sections 3 and 4 of this report.
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This review has identified significant enhancements in the DCCP’s compliance framework since the
commencement of the Commission’s compliance action. The Commission acknowledges the efforts of
DCCP staff. Improvements made by the DCCP include:

 A Hardship Policy has been approved by the Commission and implemented by the DCCP.
 A Customer Charter has been approved by the Commission and implemented by the DCCP.
 The DCCP’s tax invoices, reminder notices, final notices, restriction and disconnection notices have
all been modified, and (except for some minor changes to the tax invoice), now generally meet the
requirements of the DCCP’s electricity licence and the Minor and Intermediate Retailers Code (MIR
Code).

 The DCCP has developed checklists for customer restrictions and disconnections to help staff to
follow the correct process.

 DCCP staff have developed a draft Debt Recovery Policy; however, this still requires formal DCCP
approval, adoption and implementation.

 The DCCP has created some communication material for water and electricity customers.
 The DCCP has voluntarily registered with EWOSA for both electricity and water.
 A standard contract for electricity customers of the DCCP has been approved by the Commission
and published in the Government Gazette.

 A Customer Complaints Policy for the DCCP has been approved by the Commission.
Nevertheless, some aspects of DCCP’s compliance framework still require further improvement. These
areas are listed in the investigation outcome section of this paper. The Commission expects the DCCP
to take action by the specified dates.
The key recommendations from the review are outlined below.

3.1

Restrictions and Disconnections

In October 2018 the Commission commenced compliance action against the DCCP, due to concerns
about its compliance with the consumer protection framework, and the adverse impact this was
causing for customers (including those suffering or likely to suffer from financial hardship).
Due to these concerns, on 27 December 2018, the Commission advised the DCCP to immediately cease
disconnection or restriction of electricity and water services until it had adequate consumer protections
in place, which would provide additional support for customers facing hardship.
On 12 May 2020, the DCCP advised the Commission that some customers had accumulated large bills
that they were unable to pay.
The Commission advised in the draft version of this report that, once the DCCP had incorporated the
suggested changes to its Debt Recovery Policy, and created suitable communication material about
restriction and disconnection, it could recommence restrictions and disconnections. These would be
used as a measure of last resort, once all necessary support had been offered to those customers,
recognising the issues that significant uncollected revenue could cause for the DCCP.
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In making this recommendation, the Commission had regard to the Guiding Principles that informed
the Australian Energy Regulator’s Review of the Minimum Disconnection Amount.3 The Guiding Principles
include:

 The need to avoid exacerbating hardship issues for customers experiencing financial difficulties.
 Customers should not be disconnected due to an inability to pay.
 Appropriately balancing the interests of customers in maintaining supply and avoiding
unmanageable rising debt levels against the retailers’ costs for disconnecting and reconnecting a
customer, and servicing larger amounts of uncollected revenue.
Customers who are unable to pay outstanding bills and meet ongoing consumption costs may
accumulate unmanageable debts, impacting the DCCP’s financial viability and provision of services. In
addition, allowing bills to accumulate exacerbates customer difficulties in repaying debt and can result
in greater challenges to recover financially and to discharge the current debt, while meeting the costs
associated with ongoing consumption. For this reason, and balancing these interests, the Commission
considers that restriction and disconnection may be used, in appropriate circumstances, as one of the
measures to manage debt.
The Commission considers that restriction and disconnection is a measure of last resort and it
encourages the DCCP to engage with customers at risk of restriction or disconnection to discuss
flexible payment arrangements and participation in the DCCP’s hardship program (if appropriate).
After the preparation of the draft review report, on 14 October 2020 the DCCP lodged its ACR for
electricity. This report noted 47 customer disconnections for failure to pay bills. The Commission has
contacted DCCP for further explanation regarding these 47 disconnections, however, at this time, the
DCCP has not provided a response.
The Commission considers this apparent non-compliance to be a concern, and requires an explanation
from the DCCP on these matters urgently. Should a response not be forthcoming, the Commission will
consider a compliance response in accordance with the Commission’s Enforcement Policy. 4
Draft Finding:
Once the DCCP incorporates the Commission’s suggested changes to the Debt Recovery Policy,
and creates suitable communication material for restriction and disconnection, the DCCP can
recommence restrictions and disconnections in line with their licence conditions
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission. “Council has drafted a
revised Debt Recovery Policy that incorporates the Commission’s suggested changes. I propose to adopt
that policy and submit it to you next week. Council will also create suitable communication material for
restriction and disconnections and submit it to the Commission in coming weeks…..”
Findings and Recommendations:
The DCCP must immediately cease disconnections and restrictions for failure to pay and not
recommence such disconnections or restrictions until the DCCP finalises a Debt Recovery Policy
that evidences compliance with the regulatory framework. The DCCP must also provide an
explanation to the Commission why disconnection has recommenced, prior to the Debt
Management Policy being finalised. Further, the DCCP must create suitable communication
material for customers with regard to disconnections and restrictions.
3
4

Available at: https://www.aer.gov.au/retail-markets/retail-guidelines-reviews/minimum-disconnection-amount-march-2017
Available at: https://www.escosa.sa.gov.au/industry/electricity/codes-guidelines/policies

Compliance review – District Council of Coober Pedy

OFFICIAL

7

OFFICIAL

The DCCP must provide an explanation to the Commission regarding the recommencement of
disconnections by 26 February 2021.
The DCCP must submit a Debt Recovery Policy to the Commission that evidences compliance with
the regulatory framework, by 31 March 2021.
The DCCP must create additional communication material for customers, regarding disconnection
and restriction, and make it available in hard copy and on the DCCP website by 30 April 2021.

3.2

Staff training and contingency plans for staff turnover

The DCCP has made some improvements to staff training and has developed checklists to support a
consistent approach in the event of staff turnover. However, there does not seem to be any written
procedures for general and technical tasks. If current staff resigned or were unavailable, there would be
minimal staff available with experience to handle everyday functions and regulatory requirements.
DCCP identified in its Annual Business Plan problems with high turnover and retaining staff, and noted
that if staff are not being adequately trained, customers might be adversely affected. Improved staff
reference material and procedures will help to ensure that customers receive quality service.
Draft finding:
It is recommended that the DCCP create and implement more checklists and task procedures to
mitigate the risks caused by staff turnover. Copies of these should be provided to the Commission
once completed.
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “Council accepts the
recommendation to create and implement more checklists and task procedures to mitigate the risk of
high staff turnover.’
Findings and Recommendations:
The DCCP must create and implement checklists and procedures to mitigate risks from staff
turnover. The DCCP must submit the final checklists and procedures to the Commission by
28 May 2021.

3.3

Communication material and customer engagement

The DCCP has improved its customer communication since the compliance action commenced. For
example, it has created communication material to help customers save energy and water. However,
further communication material (brochures, guides or fact sheets) should be created and made
available (hard copy in the council reception area and soft copy on the website) to provide customers
with information to assist them. Some suggested communication material the DCCP could provide
includes the following:

 hardship/debt recovery policies
 bill payments and meter readings
 outages, faults and emergencies
 products, plans and pricing
 RAES scheme, and
Compliance review – District Council of Coober Pedy
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 government concessions.
The Commission considers that all electricity and water service providers should be regularly engaging
and consulting with their customers. Increasing communication material with a focus on developing
relationships and establishing a foundation for future engagement may assist the DCCP in developing a
stronger relationship with the broader Coober Pedy community.
Key benefits of increased communication material and customer engagement include:

 greater opportunity for the opinions and needs of customers to be known and understood
 greater trust and confidence in the council and in regulatory outcomes
 greater customer involvement in council processes
 fewer complaints, and
 greater chance of upfront payment or instalment options and a potential reduction in
disconnections and restrictions.
The DCCP’s response to the draft report noted that it regularly communicated with its customers, and
the Commission acknowledges the communication that does already take place. Nevertheless, the
Commission is still of the view that further communication material (brochures, guides or fact sheets)
should be created and made available (hard copy in the council reception area and soft copy on the
website) to provide customers with information to assist them.
Draft Finding:
Additional communication material (brochures, guides or fact sheets) should be created and made
available (hard copy in the council reception area and soft copy on the website) to provide
customers with information to assist customers.
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “Council regularly
communicates with its customers probably more than any other electricity and water authority in the
State. We do this through newsletters, mail chimp (email updates), website, hard copies of information at
the two public noticeboards, and face to face contact. Despite this, we agree that further communication
material needs to be created and made available to customers”.
Findings and Recommendations:
The DCCP must create additional communication material for customers and make it available in
hard copy and on the DCCP website by 30 April 2021.
This material should cover at least:
-

hardship/debt recovery policies

-

bill payments and meter readings

-

outages, faults and emergencies

-

products, plans and pricing

-

RAES scheme, and

-

government concessions.
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3.4

Annual Compliance Reporting

In previous reporting periods, the DCCP has failed to lodge its ACRs on time and has failed to declare
non-compliances to the Commission. Underlying issues that might have contributed to this include:

 a lack of staff knowledge on regulatory reporting obligations due to high turnover and lack of
training for new staff

 staff being unaware of regulatory documents published by the Commission to provide guidance to
regulated entities on regulatory reporting obligations, and

 reluctance by some staff to genuinely engage with the Commission on regulatory reporting
matters. This issue may have been exacerbated by the reported high Council staff turnover.
Moving forward, it is the Commission’s expectation that the DCCP ensures that its ACRs are lodged on
time, in the correct format and that all non-compliances are declared.
In its draft report, Commission staff advised it would be available to answer any questions and to
provide guidance and feedback when necessary to ensure compliance for the 2019-20 ACRs (and
future ACRs as necessary).
The Commission’s draft finding was that for the 2019-20 ACR for both electricity (due 31 August 2020)
and water (due 30 November 2020), the DCCP must:

 Attend an online meeting with Commission staff to discuss all relevant obligations (licences, Acts,
Regulations, and industry codes). This will help the DCCP to identify non-compliances and take
action to prevent any breach of its licence obligations.

 Lodge a draft ACR (including performance reporting) before the reporting deadline, so that
feedback can be incorporated into the final ACR.
Since the draft report, the DCCP has submitted its ACR for electricity, and did submit a draft version of
this in advance for feedback from the Commission. An online meeting between Commission staff and
the DCCP has been scheduled to occur before the lodgement date for the water ACR.
Draft Finding:
The Commission’s draft finding was that the DCCP must:
-

Attend an online meeting with Commission staff to discuss all relevant obligations (licences,
Acts, Regulations, and industry codes).

-

Lodge a draft ACR (including performance reporting) before the reporting deadline, so that
feedback can be incorporated into the final ACR.

Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission. “There may have been a
reluctance in the past on the part of some staff to engage with the Commission on reporting noncompliance, however, this is not the case under the current management. The reason for failing to lodge
accurate and timely reports is due to a lack of knowledge of reporting obligations caused by a failure of
outgoing management to set up systems and brief incoming management”.
A draft Annual Compliance Report for electricity was sent to the Commission yesterday.
I propose that Council management meet with the Commission in the week commencing 5 October 2020
to discuss Council’s reporting and compliance obligations. This will inform the final Annual Compliance
Report for electricity before it is adopted at the Council meeting on 13 October 2020.
Compliance review – District Council of Coober Pedy
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Council has put in place procedures to ensure that it meets its reporting requirements in the future”.
Findings and Recommendations:
The DCCP must set up processes to ensure that the ACRs are completed by their due dates. The
electricity ACR is to be lodged by 31 August each year. The water ACR is to be lodged by 30
November each year.
The Commission invites the DCCP to lodge a draft ACR (including performance reporting) before
the reporting deadline, if it would like feedback from the Commission prior to finalising the report
so that this can be incorporated into the final ACR.
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In the course of this review, Commission staff have examined the DCCP’s documentation and policies
for compliance with regulatory obligations. Further findings and recommendations from the review are
detailed below.

4.1

Hardship Policy

Section 37 of the WI Act states that the Minister for Human Services (Minister) must develop and
publish a customer Hardship Policy in respect of residential customers. The Minister has published a
standard Hardship Policy5, which the DCCP has used to create its own version.
DCCP’s Hardship Policy (May 2019)6 has been adapted to include electricity, water and sewerage
customers, ensuring consistency when dealing with essential services customers. DCCP sought
approval from the Commission (under section 37(3) (b) if the WI Act) to adopt this policy, and approval
was given on 24 September 2019.
A comparison of the approved version and the version published on the DCCP website show no
variations. A further review of the Hardship Policy confirms that it meets all requirements under the WI
Act, Electricity Act, licence conditions and associated Commission Codes and Guidelines.
Clause 3.5.2 of the Water Retail Code – Minor and Intermediate Retailers (MIR code) provides that copies
of the Hardship Policy must be published, in a readily available form, on the provider’s website. This
policy can be found on DCCP’s website by searching ‘Hardship Policy’ and found under the policy tabs.
Customer access to this policy would be easier if a link was also included under the ‘Financial Hardship’
tab on the website, as shown below.

This section of the website7 lists financial planning information and interpreter services. More detailed
information regarding hardship, flexible payment arrangements, and payment options is required. The
DCCP should add the Hardship Policy and outline all available payment options (including how to
access flexible payment arrangements) on its website to ensure that customers are fully informed of
their rights.
The website advises customers in cases of financial hardship to contact the council’s electricity and
water administration; however, there are no telephone details or hyperlinks for these contact details.

5

Refer: https://dhs.sa.gov.au/services/community-services/Concessions-and-Support-Services/water-retailers
Refer: https://www.cooberpedy.sa.gov.au/council-information/council-documents/policies
7
Refer: https://www.cooberpedy.sa.gov.au/services/council-payments/financial-hardship
6
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Draft Finding:
The DCCP website should be reviewed, to ensure that there is easier customer access to information
for all residents of Coober Pedy. The DCCP should provide a link to the Hardship Policy under the
‘Financial Hardship’ tab on its website and outline all available payment options (including how to
access flexible payment arrangements).
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “Council accepts the
recommendation to review its website to make it easier for customers to locate the Hardship Policy.”
Findings and Recommendations:
The DCCP must update its website to display the Hardship Policy in a prominent location and advise
the Commission of this update by 26 February 2021.

4.2

Customer Charter

Clause 3.1 of the MIR Code provides that a retailer must have a Customer Charter published in the
format outlined in Schedule 2. Clause 3.1.1(b) states that the retailer must submit any proposed
modifications to that Customer Charter to the Commission for written approval prior to publication.
A Customer Charter dated July 2016 was submitted to the Commission and the format was approved
by the Commission on 2 November 2016.
The Customer Charter on the DCCP website at the time of the review was dated December 2019. The
Commission has not been provided with that updated version for approval.
A copy of the approved ‘July 2016’ Charter and the published ‘December 2019’ charter were compared,
and the only change identified was a change to the billing periods under the ‘Billing and Payments’
section.
July 2016:

December 2019:

We will:
issue you with monthly bills for Commercial and
Umoona Community customers and bi‐
monthly bills for residential customers for water use.

We will:
issue you with quarterly bills for water use.

In the draft report, the DCCP was asked to submit the updated Customer Charter to the Commission for
approval. The DCCP has since done so, and the Commission has approved the updated version.

Draft Finding:
The DCCP customer charter documentation is currently out of date due to a revised and
unapproved version on the DCCP website. The DCCP should submit to the Commission, for
approval, its December 2019 Customer Charter as published on the DCCP website. The DCCP is
reminded that changes to the charter need be approved by the Commission prior to publishing,
pursuant to clause 3.1.2(b) of the MIR Code.
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Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “The only difference
between the current Customer Charter and the previous one approved by the Commission is the change
to quarterly billing from bi-monthly billing. The new Customer Charter has been sent to the Commission
in a separate email today…”
Findings and Recommendations:
The DCCP is to publish on its website the Customer Charter which was submitted on 28
September 2020 and approved by the Commission, by 26 February 2021 and advise the
Commission when the update has been completed.

4.3

Billing

4.3.1

Tax invoices

Tax invoices were provided for both water and electricity and compared against the requirements of
clause 5.1 of the MIR Code and section 25 of the DCCP Licence (see Appendices A and B for
comparisons). Those invoices demonstrated that all matters were addressed and compliant with the
codes, with the exception of:

 Clauses 5.1.5(j) and 25.4(h) – system faults not listed as 24 hours. Both notices had listed a
system faults number that was a mobile number rather than the general enquiries landline number.
This does appear to be a 24-hour service, as it is listed on page 6 of the Customer Charter, but this
is not specified on the notice.

 Clauses 5.1.5(k) and 25.4(k) – the notice has a ‘balance brought forward’ section. There is no
information of past payments made; the DCCP is only partially compliant with this section.

 Clauses 5.1.5(l) – there is no evidence of the notices containing an estimated date of the next
meter reading. Dates of previous and current readings are provided, but there is no date for when
for when the meter will be next read.
Previous investigations of the tax invoices by the Commission indicated that the bills did not contain all
information needed by customers to make informed decisions about their essential services (for
example, information on how to access interpreter services or how to make an enquiry or complaint). It
would benefit customers to have accrued ongoing debt displayed on the notice, particularly for those
customers experiencing financial hardship or payment difficulties.
The Commission has already raised concerns regarding previous payments not being included on the
notices (5.1.5(k) and 25.4(k)) and was informed that the software program used for invoicing and billing
was ‘Synergy soft’ and that the DCCP would amend this program to include this information.
In the draft report, the Commission made a draft finding that the DCCP should update its software so
that bills were compliant with regulatory obligations (to provide information about 24 hour system
faults, include the date of the next meter reading and the previous payments made by the customer).
The DCCP responded by advising that it would amend future bills to include information about 24 hour
system faults, and include the date of the next meter reading. The DCCP also advised that its IT
systems could not include information about previous payments on bills.
The Commission acknowledges the difficulties concerning system requirements for adding previous
payments to the tax invoice; however, the invoice is non-compliant without it. In that context, the
Commission does not consider that ongoing non-compliance with this obligation is satisfactory in the
absence of a detailed assessment.
Compliance review – District Council of Coober Pedy
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The Commission is cognisant that in complying with regulatory obligations, there is an inherent tradeoff between costs and benefits. This means that the cost to comply with a regulatory obligation may
outweigh the benefit that the consumer protection provides.
In this case, however, the DCCP has not demonstrated to the Commission the cost to achieve
compliance with this requirement. While the current billing system may not be able to achieve this
function, the DCCP can investigate the implementation of a new billing system or alternative solution
that achieves the regulatory intent. That intent being the provision of transparent information to
consumers on payments made towards electricity and water bills.
The Commission considers that the DCCP should investigate possible solutions for achieving
compliance and obtain details of the costs involved. Suggestions include:

 obtaining quotes to implement a compliant IT billing system and providing details of these quotes
to the Commission, and

 proposing an alternative method that would achieve compliance with the obligation including all
costs to deliver that solution (e.g. providing a separate bill insert with each bill produced).
Transparent information to consumers is an important element of the regulatory framework and the
DCCP should genuinely explore all options available to it to deliver this consumer protection provision.
Draft Finding:
The tax invoices provided by DCCP are partially compliant with DCCP’s obligations. The software
program needs to be updated if it is to include the date of the next meter reading and previous
payments made.
The DCCP has made genuine attempts to provide all required information on its tax invoices,
however further amendments are still required.
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “Future bills will be
amended to include system faults listed as 24 hours, and expected next reading dates. Our IT supplier
has informed us on a number of occasions that it is not possible to include information on previous
payments. Council staff have verbally advised….Commission about this, [earlier]. this information was
accepted.”
Findings and Recommendations:
The DCCP is to update its bills to include 24-hour system faults and the date of the next meter read
and provide a sample bill to the Commission, which includes this information by 31 March 2021.
The DCCP is to investigate options for providing details of previous payments made by customers
towards bills and provide details of these options and costs to the Commission by 28 May 2021.

4.3.2

Reminder notices – ‘yellow letter’

Clauses 40.1(b) of the DCCP’s electricity licence and 6.4(e) of the MIR Code provide that a reminder
notice must be issued to the customer once a payment has become overdue. There is no specified date
after the late payment for the reminder notice to be issued.
DCCP has a colour-coded letter system: its reminder notice (yellow letter) is issued once a payment is
overdue. The notice lists the amount in arrears and gives a due date for payment of a further five to
seven days (pending weekends). It also advises customers to contact the Council if there is any
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hardship or further assistance required. If no payment is received by the due date, a final notice (red
letter) is issued.
On the back of the reminder notice there is information regarding concessions available, details of
processes for financial hardship, interpreter services and the different payment options available.
A review of this notice shows a brief letter, with seven lines in total, with payment options on the back
of the form. It may be beneficial for DCCP to provide information about what happens if the invoice is
not paid and options for payment by instalments.
Draft Finding:
The DCCP should amend this brief letter to provide more information about what happens if an
invoice is not paid, and provide options for flexible payment arrangements.
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “The yellow reminder
letter will be updated to take into account the Commission’s recommendations.”
Findings and Recommendations:
The DCCP is to amend the reminder notice (the ‘yellow letter’) to provide more information about
what happens if an invoice is not paid, and provide options for flexible payment arrangements. The
DCCP must provide a copy of the amended reminder notice to the Commission by 31 March 2021.

4.3.3

Final notices – ‘red letter’

Clauses 40.1(c) of the DCCP’s electricity licence and 6.4(f) of the MIR Code states that after the expiry
period referred to in the reminder notice, it may give the customer a written disconnection warning with
five business days’ notice of its intention to arrange for restriction (water) or disconnection (electricity).
The DCCP’s final notice (red letter) is issued one day after the due date listed on the reminder notice. It
advises that if a set minimum payment is not made within five business days then restriction for water
or disconnection for electricity will occur at a time and date listed on the notice.
The letter states that, once restriction or disconnection has occurred, payment must be made in full
before the services can be recommenced. The letter also advises that a disconnection fee of $100 for
electricity will be applicable or a $40 fee to remove the restrictor device for water.
On the back of the final notice is information regarding concessions available, details of processes for
financial hardship, Interpreter services and the different payment options available.
Draft Finding:
This notice is compliant and no further action is required.
Response from DCCP:
No response.
Findings and Recommendations:
No further action required.
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4.3.4

Restriction notices – ‘blue letter’

Clauses 7.1.1 and 7.2.1 of the MIR Code prohibit disconnection of water and sewerage services due to
the non-payment of bills; however, clause 6.3 of the MIR Code gives retailers the ability to restrict water
services using a restrictor device that allows a limited flow to the property.
The DCCP has created an internal restriction procedure checklist, which incorporated clauses 6.2, 6.3,
6.4, 6.5 and 6.6 of the MIR Code for obligations regarding flow restriction. The checklist follows all
designated time frames outlined in the MIR Code. It also demonstrates its obligation to use best
endeavours to contact the residential customer (clause 6.4.1(a) of the MIR code) by asking the user to
record contact by letter and telephone.
After the reminder letter and final notice has been sent, the restriction (blue letter) is placed on the door
of the property or in the letter box (if the door is not accessible), stating the day when the restriction will
occur and again advising that if fees are paid or instalments arranged, the disconnection will be
cancelled.
As required under clause 8.1 of the MIR code, the DCCP arranges for restoration or reconnection of
supply on the same day that the customer pays an agreed portion of their liability. A $40 fee is charged
for the removal of the water restrictors.
Draft Finding:
This notice is compliant and no further action is required.
Response from DCCP:
No response.
Findings and Recommendations:
No further action required.

4.3.5

Disconnection notices – ‘green letter’

Disconnection of services is only permitted for electricity customers. Clause 39.2 of the DCCP’s
electricity licence provides that a customer’s supply address can be disconnected if a customer has not
paid a bill, has failed to agree to make an offer, or has not adhered to obligations to make payments.
Any disconnection is subject to clauses 41 and 42, which set out instances where disconnection may
not occur.
The DCCP has created an internal disconnection procedure checklist that takes into account relevant
licence conditions. The checklist asks the user to record when contact has been made, by both letter
and telephone. Use of the checklist demonstrates the use of best endeavours to contact the residential
customer (required by clause 40.1(a) of the licence).
After the reminder letter and final notice has been sent, the disconnection letter (green letter) is placed
on the door of the property or in the letter box (if the door is not accessible) stating the day when the
disconnection will occur and again advising that if fees are paid or instalments arranged, the
disconnection will be cancelled.
The DCCP arranges for the reconnection of supply on the same day that the customer pays an agreed
portion of their liability (as required by clause 43 of the licence). A $100 fee is charged for the
reconnection of electricity to the property.
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The Commission notes that the DCCP is not to disconnect customers for failure to pay until it meets
the required compliance obligations (implementation of a Commission approved Debt Recovery Policy
and customer communication materials). To date, these compliance obligations have not been met.
Draft Finding:
There are some numbering errors in the checklist with the section numbers listed being incorrect
compared to the code which needs to be updated. The Disconnection notice ‘green letter’ is
however, compliant and no further action is required.
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “The numbering errors
will be rectified immediately.”
Findings and Recommendations:
The DCCP must amend the checklist and numbering errors and submit the checklist to the
Commission by 26 February 2021.

4.3.6

Estimated bills – electricity

Section 26 of the DCCP’s electricity licence conditions states that a licensee must base a customer bill
on the actual reading of the relevant meter at the customer’s supply address. Clause 26.1 states that, if
a meter cannot be accessed, then an estimated bill can be issued based on either the customer’s
reading of the meter, prior usages history or an estimate based on comparable customers.
The DCCP confirmed that its processes when unable to read a meter include:

 Attempting to make a meter read.
 If the meter could not be read a ‘locked letter’ is issued (See Appendix D) requesting that the
customer provide a photograph of their meter for both electricity and water. If no response is
received within seven days, an estimated notice is issued.

 A tax invoice is then issued which includes, in bold font, ‘Your account has been averaged’ as
required under clause 26.4 of the licence (See Appendix C). This is based on the last 12 months’
consumption.

 If the customer provides photos of the meter reading, then a new tax invoice is generated
immediately based on the actual reading.

 When the meter is read later, if there are any discrepancies, adjustments will appear on the next
quarterly bill.

 If no response is received, the DCCP will make regular attempts to contact the customer to get an
actual reading.
The DCCP advised that it is making every effort to avoid estimated or averaged bills. The DCCP has
determined that estimated bills are regularly over averaged and disadvantage the customer, usually due
to the remoteness of Coober Pedy and the fact that people come in and out of the town to work. The
DCCP’s current procedure is to attempt to contact the property owners so that a bill is issued based on
actual readings, rather than estimates.
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In order to formalise the current process for estimating bills, the Commission considers there is benefit
in the DCCP formalising this process in a policy or procedure. This will ensure current and future staff
are following the same process and that any changes to the process must be formally approved by the
DCCP.
Draft finding:
The processes used by the DCCP for estimated bills are consistent with the MIR Code and licence
conditions. The DCCP is using alternative processes to ensure that estimated bills are not issued,
and only issuing the estimated notice once all attempts at contacting the customer have been
exhausted.
Response from DCCP:
No response.
Findings and Recommendations:
The DCCP must formalise the current process for estimating bills in a DCCP approved policy or
procedure. This document is to be submitted to the Commission by 30 April 2021.

4.4

Payment methods

The payment methods offered by DCCP include:

 in person – Monday to Friday 9:00am to 4:30pm – Cash, EFTPOS or Credit Card
 Electronic Funds Transfer
 DCCP website
 phone – Monday to Friday 9:00am to 5:00pm
 post – Cheque, Money Order, Credit Card, and
 Centrepay deductions.
Draft finding:
The DCCP has sufficient payment methods in place to ensure all that all customers are able to
make payments conveniently for services, as required by clause 31 of its electricity licence and
section 5.3.1 of the MIR Code.
Response from DCCP:
No response.
Findings and Recommendations:
No further action required.

4.5

Debt Recovery Policy

The DCCP’s original Debt Recovery Policy was effective from 1 January 2018. The details contained in
the policy were basic and did not reflect clause 5.9 of the MIR Code in relation to the requirements for
debt recovery.
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The Commission reviewed the contents of the DCCP’s Debt Recovery Policy to provide guidance as to
consistency with the regulatory framework. A revised draft Debt Recovery Policy, dated October 2019,
was provided to the Commission for review and feedback was given in March 2020. Since that date,
there have been no modifications to the draft Debt Recovery Policy.
Before the Debt Recovery Policy can be considered compliant, the following sections require review
and/or amendment:

 Recovery of Debts – section 3.1.1 of the DCCP’s Debt Recovery Policy
–

This section relates to DCCP rates only. The Commission notes that water and electricity
consumption is billed via a tax invoice, but it is unclear if sewerage services are billed via a tax
invoice or with the DCCP rates notice. If sewerage charges are incorporated into rates notices,
this clause should be updated to ensure MIR Code requirements are met.

 Electricity and water supply charges – section 3.1.2.1 of the DCCP’s Debt Recovery Policy
–

The policy states that electricity and water supply accounts are issued on a monthly or bimonthly basis; however, the DCCP has advised that all accounts are now issued quarterly for
both residential and business customers.

–

Once an account is paid in full, if a customer has restrictions or disconnections applied to
their supply, then information should be provided regarding the restoration of supply.

–

The final paragraph states that, when an account holder no longer resides at the property,
water will be disconnected – clauses 7.3 and 7.4 of the MIR Code should be referenced, as
these are the only circumstances under which water can be disconnected. This paragraph
needs to be expanded.

Draft Finding:
Amendments are required to the DCCP’s Debt Recovery Policy to ensure consistency with the MIR
code at clause 3.1.2.1. Specifically, the DCCP should clarify billing arrangements for sewerage
services, the frequency of billing, the information to be provided in respect of supply restoration
and reference the requirements in the MIR code regarding permitted disconnections.
While the Commission does not formally approve the Debt Recovery Policy, it would recommend
the DCCP submit this document to the Commission for review in context of compliance with the
Commission’s regulatory framework.
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “Council has drafted a
revised Debt Recovery Policy that incorporates the Commission’s suggested changes. I propose to adopt
that policy and submit it to you next week. Council will also create suitable communication material for
restriction and disconnections and submit it to the Commission in coming weeks…..”
Findings and Recommendations:
The DCCP should not carry out any restrictions or disconnections for non-payment of debt until its
Debt Recovery Policy is submitted to the Commission, to evidence compliance with the regulatory
framework. The DCCP must provide the updated Debt Recovery Policy to the Commission by
31 March 2021.
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4.6

Communication material

The DCCP provided copies of communication material that is included with accounts. The purpose of
these brochures/pamphlets is to give information about how to reduce energy and water usage. The
sample of brochures supplied included:

 Average Energy Costs – Home Appliances – District Council of Coober Pedy
 Water Saving Tips – District Council of Coober Pedy
 Easy ways to save energy – tips to reduce home energy use – Government of SA, and
 A Visual guide to saving energy at home – Government of SA.
A recommendation to the DCCP, from the Commission’s 2018 investigation, was for the DCCP to
consider making its own communication material using government web-based energy information.
The DCCP has attempted to do this by providing its own energy saving brochures, which are simple and
easy to read. These brochures will require regular review, as hourly running costs have been included in
the information.
It would benefit the DCCP to actively engage with customers and be proactive by including more
financial information, such as a fact sheet on options for hardship and payment difficulties, and provide
payment options based on the hardship and debt management policies. This might help DCCP deal
with the large debts that some customers are accruing.
In correspondence sent on 27 December 2018, the Commission identified that customers were not
being provided with sufficient information to allow them to effectively manage their essential services:
this matter is still to be actioned by DCCP.
Draft finding:
There have been some positive changes to communication material, particularly in the billing
notices and included information brochures. However, debt management appears to be an
ongoing problem and the DCCP should create brochures on payment plans.
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “Council regularly
communicates with its customers probably more than any other electricity and water authority in the
State. We do this through newsletters, mail chimp (email updates), website, hard copies of information at
the two public noticeboards, and face to face contact. Despite this, we agree that further communication
material needs to be created and made available to customers”.
Findings and Recommendations:
The DCCP must create a fact sheet on options for hardship, payment difficulties and payment
options based on the hardship and debt management policies, and provide this material to the
Commission by 30 April 2021.

4.7

Customer Complaints Policy

Sections 270(a1)(b) and 270(a2)(a) of the Local Government Act 1999 (LGA Act)provide that a Council
must develop and maintain policies, practices and procedures for dealing with complaints about the
actions of the Council, employees of the Council, or other persons acting on behalf of the Council. The
policies must be directed towards dealing with relevant requests or complaints in a timely, effective and
fair way, and use information gained to improve Council services and operations.
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Clause 3.2 of the MIR Code outlines that a retailer must prepare and submit to the Commission for
approval procedures it will comply with for the management and resolution of customer enquiries and
disputes, which must be prepared in accordance with AS ISO 10002-2006.
The DCCP updated its Customer Complaints Policy in October 2019, and the Commission has approved
this version. The draft report recommended that the DCCP upload this policy to its website and the
DCCP advised that it would do so immediately.
Draft finding:
The DCCP website is currently only showing the previously approved version dated 18 October
2016. The updated version needs to be uploaded to the website immediately for customer
reference, as it contains alternative information for complaints due to the DCCP’s recent
registration with the Energy and Water Ombudsman of South Australia.
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “Council’s Customer
Complaints Policy will be updated to the website immediately.”
Findings and Recommendations:
The DCCP must advise the Commission when the Customer Complaints Policy is updated on the
DCCP website. This should be updated by 26 February 2021.

4.8

Energy and Water Ombudsman SA Scheme

In accordance with clause 7 of its licence requirements, the DCCP must, if requested by the
Commission, participate in an Ombudsman Scheme. A letter was sent to DCCP dated 27 December
2018, which recommended that it join the Energy and Water Ombudsman SA (EWOSA) scheme to
strengthen its complaint handling procedures, and provide an independent external process for
customer complaints.
Draft finding:
The DCCP voluntarily joined the EWOSA program, which was confirmed in correspondence dated
13 March 2019 from EWOSA to the DCCP. The EWOSA website also lists the DCCP as an active
member of both the Electricity and Water Schemes.
Response from DCCP:
No response.
Findings and Recommendations:
The DCCP should continue to remain a member of the EWOSA program, to provide an independent
external process to assist in the resolution of customer complaints.

4.9

Staff training and internal training material

In a meeting held on 12 May 2020, DCCP staff advised that staff train each other in procedures for
electricity and water. The previous employee will usually train the next person, with a more senior and
experienced officer being available to offer assistance in the training process if necessary.
The DCCP said there were procedures and checklists in place for training, but these were not provided
as a part of the review process. The DCCP also said that administration staff have been trained to
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process meter readings and files are accessible so that new invoices can be created if a customer
comes to the counter.
The following observations are made regarding the staff training:

 DCCP staff have had internal training for electricity and water billing.
 The small size of the DCCP will always be an issue in terms of available staff.
 While some other office staff know the basics to deal with customer queries, there does not appear
to be anyone else available to appropriately respond to customer service queries.

 There appears to be a lack of written procedures: everyday tasks should be documented in case of
staff absences or staff turnover.
The DCCP’s Annual Report 2019 identified that, because of Coober Pedy’s remoteness, retaining good
quality staff is difficult and there is a high staff turnover, which results in loss of corporate knowledge.
The Commission acknowledges this and considers effective training resources are essential to manage
this risk appropriately.
Draft finding:
The DCCP must develop effective contingency plans for staff turnover, and create staff training
documentation, checklists and procedures for all technical and administrative tasks.
Ensuring that all staff are trained and providing consistent information regarding licence
conditions, including billing information, payment or financial difficulties, and disconnections, will
assist the council in effectively engaging with its customers and managing or even reducing
customer complaints.
See findings and recommendation section of this report for further recommendations.
Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “Council accepts that the
organization has suffered from a lack of appropriate training for many years. Council’s new
organizational structure includes new resources for an HR Officer to help Council develop staff training
programs and succession planning among other things.”
Findings and Recommendations:
The DCCP is to create and implement checklists and task procedures to mitigate risk from staff
turnover. These should be submitted to the Commission by 28 May 2021.

4.10

Standard terms and contract

Section 36 of the WI Act and section 36 of the Electricity Act provide that a retailer can fix standard
terms and conditions for the sale and supply of electricity and water (respectively), and must publish
the terms and conditions in the government Gazette (see 5.11 below).
Both the DCCP’s electricity licence and the MIR Code require a standard contract that is readily
available to customers and published on the website maintained by the entity.
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Draft finding:
The electricity standard contract dated October 2017 is on the DCCP website, however, it is not
easily found and only appears when searching for the exact words ‘Conditions of Connection, Sale
and Supply Contract’. The DCCP website should be amended so that links to this standard contract
are accessible from the electricity pages.
Response from DCCP:
“Council’s Standard Terms and Contract will be more prominently displayed on Council’s website.”
Findings and Recommendations:
The DCCP is to advise the Commission when the electricity standard contract is displayed in a
prominent location on its website, and this is to occur by 26 February 2021.
The MIR Code has standard approved contracts listed under schedule 1 for residential water
customers; however, no evidence of a standard contract could be found on either the DCCP website or
the Commission’s databases.
Clause 2.1.4(a) of the MIR Code provides that a contract does not apply if (a) the retailer charges a
residential customer for retail services as a component of a rate notice issued under the LGA Act for as
long as that statutory charging arrangement continues, or (b) the retailer already supplies a retail
service to a residential customer for as long as that existing agreement is in force.
In the draft report, the DCCP was asked if it issued notices under the LGA Act or had a standard water
contract. The DCCP did not respond to this point.
Draft finding:
DCCP has been asked if it has a standard water contract, and to date, no response has been
received. DCCP to confirm if it issues notices as required by clause 2.1.4(a). If it does not, then a
standard contract for water will need to be created, approved and gazetted.
Response from DCCP:
No response.
Findings and Recommendations:
The DCCP must confirm to the Commission if a standard contract for water needs to be created,
approved and gazetted in writing by 26 February 2021.

4.11

South Australian Government Gazette information

Clause 23.2 of the DCCP’s licence conditions and clause 2.1 of the MIR Code provide that, upon receipt
of the Commission’s approval of the standard terms and conditions under clause 23.1, the DCCP must
publish those terms and conditions in accordance with the requirements of section 36 of the Electricity
Act and WI Act.
The DCCP published its standard electricity contact (dated October 2017) in the Government Gazette
on 7 February 2019.
Numerous searches were conducted and evidence of a published standard contract for water could not
be found in the Government Gazette information.
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Draft finding:
If a standard contract for water is required or to be used, the DCCP will need to develop and submit
one to the Commission, and then arrange for the approved contract to be gazetted.
Response from DCCP:
No response.
Findings and Recommendations:
If a standard water contract does need to be created, approved and gazetted, this is to be
completed by 28 May 2021.

4.12

Safety, reliability, maintenance and technical management plan and
switching manual

4.12.1

Safety, reliability, maintenance and technical management plan

Legislative amendments relating to safety, reliability, maintenance and technical management plans
(SRMTMP) and switching manuals came into effect on 17 October 2017. From that date, the Office of
the Technical Regulator (OTR) took over the regulatory responsibility for these matters. It remains,
however, a requirement of the DCCP’s licence conditions (section 16) that it prepares, maintains and
periodically revises the SRMTMP and reports the results of any audits to the OTR.
Draft finding:
The OTR confirmed that DCCP’s most recent revision of the SRMTMP was approved on 17 June
2019. (A revised version is due to be lodged with OTR; however, this will be accepted as current for
this review.) OTR will advise the Commission if the revised 2020 SRMTMP is not submitted or is
otherwise non-compliant.
Response from DCCP:
No response.
Findings and Recommendations:
The DCCP should ensure that the SRMTMP is updated and forwarded to the OTR within the correct
timeframes to ensure continued compliance with licence conditions.

4.12.2

Switching manual

Clause 17 of the DCCP’s licence provides that it must prepare and maintain an internal switching
manual in accordance with the regulations. As is the case for the SRMTMP, this requirement is
administered by the OTR.
Draft finding:
The OTR has confirmed that, while it does not approve switching manuals, there is a licence
requirement for the DCCP to have a current manual. The OTR has confirmed that the DCCP has a
switching manual (this was checked by the OTR through the SRMTMP approval process).
Response from DCCP:
No response.
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Findings and Recommendations:
The DCCP must ensure that its switching manual is current and forwarded to the OTR within the
correct timeframes to ensure continued compliance with licence conditions.

4.13

Annual compliance reporting

4.13.1

Annual Compliance Reports

The ACR is an important part of the Commission’s compliance regime, through which licensees provide
assurance to the Commission as to the effectiveness of their compliance programs, and include details
of any non-compliances and how those have been or will be addressed.
The DCCP has failed to correctly complete the ACR for a number of years for both its electricity and
water licences. In most instances, ACRs were lodged after the due date, failed to list and report on
identified non-compliances, and did not report on any remedial action taken.
As an example, below is a small section of the 2018-19 water ACR lodged by the DCCP:

The review findings in relation to those clauses reported as compliant are as follows:

 Clause 24 – Non-compliant – ACR lodged after due date.
 Clause 27 – Non-compliant – A number of licence conditions not complied with (as found in this
and previous reports).

 Clause 36 – Non-compliant – No standard terms and conditions in place for retail services for
water.

 Clause 37 – Non-compliant – The Hardship Policy was only approved by the Commission on
24 September 2019; DCCP was not compliant until this date.
This is just a small example of the ACR not being correctly completed, and demonstrates that the DCCP
is not maintaining a robust internal compliance system.
The Commission has sent numerous letters and has held teleconferences with the DCCP, offering
assistance to help with compliance; however, the DCCP had not previously taken up the offers of
assistance.
Since the completion of the draft report, Commission staff have set up a meeting with the DCCP to
discuss the water ACR prior to its submission date.
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Draft finding:
The DCCP will be closely monitored during the next ACR process. Recommendations are detailed
at heading three of the findings and recommendation section of this report.
Response from DCCP:
No response.
Findings and Recommendations:
The DCCP must set up processes to ensure that ACRs are completed by their due dates. The
electricity ACR is to be lodged by 31 August each year. The water ACR is to be lodged by 30
November each year.

4.13.2

Performance reporting

Due to special circumstances, DCCP was only able to submit its financial, operational and pricing
reports for the 2017-18 and 2018-19 reporting periods. The Commission accepted that the DCCP was
unable to fully meet its reporting requirements for prior reporting periods, however, the DCCP was still
requested to provide certain information, which the Commission considers to be essential – for
example, connection numbers for the purpose of setting licence fees.
To promote data quality, Commission staff sought to verify the accuracy of the reports submitted by
the DCCP for the 2017-18 and 2018-19 reporting periods by undertaking the following actions:

 comparing the information to that reported in previous periods (where possible)
 carrying out ‘sense check’ between the data and information reported across the different reports
and identifying if there were any inconsistencies, and

 following up with the Council in instances where there were data gaps or inconsistencies.
During this process, it was determined that reporting errors occurred due to certain data not being
submitted or inconsistencies in the data reported. The DCCP was notified of these concerns and the
Commission followed up in all instances to seek accurate data.
The DCCP responded to the draft report by acknowledging a lack of knowledge of reporting obligations
due to prior management issues. The Commission has set up a meeting with the DCCP to discuss
performance-reporting obligations before the due date of the performance report.
Draft finding:
The Commission notes there have been some improvements in the quality of the regulatory
reports submitted by the Council and genuine efforts made by some Council staff to respond to
the Commission’s queries. The Commission has offered assistance to the DCCP in prior years to
explain reporting requirements and regulatory obligations. It is recommended that the DCCP
contact the Commission prior to performance reports being due, to seek clarification and guidance
if it requires further assistance in this area.
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Response from DCCP:
On 28 September 2020, the DCCP provided a response to the Commission “There may have been a
reluctance in the past on the part of some staff to engage with the Commission on reporting noncompliance, however, this is not the case under the current management. The reason for failing to lodge
accurate and timely reports is due to a lack of knowledge of reporting obligations caused by a failure of
outgoing management to set up systems and brief incoming management.”
Findings and Recommendations:
The Commission invites the DCCP to lodge a draft ACR (including performance reporting) before
the reporting deadline, if it would like feedback from the Commission prior to finalising the report
so that this can be incorporated into the final ACR.
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KPMG was engaged by the Commission to provide an external point of view by conducting a further
review of the DCCP’s compliance with regulatory requirements relating to its electricity and water
licences. The objective of the review was to:

 identify any outstanding deficiencies in the policies, procedures and templates of the DCCP
 assess whether the DCCP is satisfactorily implementing those policies and procedures, and
 make any recommendations that will improve the DCCP’s policies and procedures or the effective
implementation of those policies and procedures clearly identifying the benefits to the DCCP, if
actioned.
This review included:

 a desktop assessment of the DCCP’s current policies, controls and procedures against the
requirements of its electricity and water retail licences

 a site visit to the DCCP in November 2020 to assess how each policy and procedure is being
implemented by DCCP staff, (and inspecting de-identified customer paperwork and files), and

 an assessment of the training materials used by DCCP for new staff who administer the DCCP’s
policies and procedures.

5.1.1

Key findings from KPMG Review

The findings from the KPMG review are consistent with the findings of the Commission as outlined in
this review report, with recommendations made in the following areas:

 updating documentation on the DCCP website
 provision of energy and water efficiency information, particularly to hardship customers
 development of training and procedural documentation
 complaints management
 hardship terminology, and
 various documentation updates.
In terms of the desktop review, KPMG found no material deficiencies in the documents provided in
relation to their alignment with the requirements of the DCCP’s electricity and water licences. However,
KPMG have raised some minor recommendations for improvement in certain documents and for their
communication and availability to customers.
Regarding the site visit that was used to test the implementation of updated policies, KPMG found that
DCCP staff are making every effort to assist customers in paying their bills and avoiding
disconnection/restriction. KPMG noted this was illustrated by the extension of time being given for
repayment of outstanding debt with a regular payment plan of up to three years, and the fact that no
customers are currently in the DCCP’s ‘Hardship Program’ (defined internally as being for customers
who could not agree a payment plan but who were engaging with the DCCP.)
KPMG provided recommendation for improvement in the processes for managing hardship customers
that include:
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 more frequent and proactive provision of information on water/electricity efficiency measures
 completion of formal procedural and training documentation
 improvement in monitoring and analysis of complaints
 ensuring consistency of terminology relating to ‘hardship’ and ‘hardship customers’, and
 minor modifications to certain documents to improve their clarity.
At the Commission’s request, KPMG also reviewed the DCCP’s training practices. KPMG found that
training of the current staff responsible for the management of electricity and water hardship
customers was conducted ‘on-the-job’ by the previous incumbent. Checklists are used to assist in
undertaking the process, and development of procedural documentation of the process has
commenced but requires completion. There is no formal ‘training material’ as such.
KPMG recommended that as part of the DCCP’s current restructuring of the revenue management
function, the procedural documentation is completed and utilised in amalgamating the two revenue
streams (utilities and rates).

Response from DCCP:
The DCCP was provided with a copy of the KPMG report on 4 December 2020 and invited to
respond, however at the date of finalising this report no response by DCCP was received.
Findings and Recommendations:
The findings of the KPMG report are consistent with the Commission’s findings in this review
report, therefore no further recommendations are necessary.
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This is a summary of the issues identified through this review, which the DCCP must address to ensure
compliance with its licence conditions, the MIR code and relevant legislation.

3.1

Identified from
review

Summary of recommendations

Due Date:

Restrictions and
disconnections

Cease disconnections and restrictions for failure to
pay.

Immediately



26/02/2021



Provide an explanation to the Commission regarding
the recommencement of disconnections.
Submit a Debt Recovery Policy to the Commission
that evidences compliance with the regulatory
framework.
Create additional communication material for
customers regarding disconnection and restriction
(hard copy and website).
3.2

3.3

3.4

Staff training and
contingency plans
for staff turnover

Create and implement checklists and procedures to
mitigate risks from staff turnover.

Communication
material and
customer
engagement

Create additional communication material for
customers (hard copy and website). The material
should cover at least:

Annual Compliance
Reporting

31/03/2021

30/04/2021

Completed





28/05/2021



30/04/2021



Annually by
31/08
(electricity)
and 30/11
(water)



Provide copies to the Commission once completed.

-

hardship/debt recovery policies

-

bill payments and meter readings

-

outages, faults and emergencies

-

products, plans and pricing

-

RAES scheme, and

-

government concessions.

The DCCP must set up processes to ensure that
annual reports are completed and lodged by their due
dates.
Lodge a draft compliance and/or performance report
to the Commission before the reporting deadline for
early feedback (optional).

4.1

Hardship Policy

Display the Hardship Policy in a prominent location
on the DCCP website and advise the Commission of
this update.

26/02/2021



4.2

Customer Charter

Publish on its website the Customer Charter which
was submitted on 28 September 2020 and approved
by the Commission. Advise the Commission when
the update has been completed.

26/02/2021
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4.3.1

Identified from
review

Summary of recommendations

Due Date:

Billing - tax invoices

Update bills to include 24-hour system faults and the
date of the next meter read and provide a sample bill
to the Commission, which includes this information.

31/03/2021



28/05/2021



Investigate options for providing details of previous
payments made by customers towards bills and
provide details of these options and costs to the
Commission.

Completed

4.3.2

Reminder notices –
‘yellow letter’

Amend the reminder notice (the ‘yellow letter’) to
provide more information about what happens if an
invoice is not paid, and provide options for flexible
payment arrangements. Provide a copy to the
Commission.

31/03/2021



4.3.5

Disconnection
notices – ‘green
letter’

Amend the checklist and numbering errors and
submit the checklist to the Commission.

26/02/2021



4.3.6

Estimated bills

Formalise the current process for estimating bills in a
DCCP-approved policy or procedure and submit this
document to the Commission.

30/04/2021



4.5

Debt Recovery
Policy

Submit a Debt Recovery Policy to the Commission
that evidences compliance with the regulatory
framework.

31/03/2021



Create and prepare a fact sheet on options for
hardship, payment difficulties and the provision of
payment options based on the hardship and debt
management policies, and provide this material to
the Commission.

30/04/2021



(linked to 3.1 above)
4.6

Communication
material
(linked to 3.3 above)

4.7

Customer
Complaints Policy

Advise the Commission when the Customer
Complaints Policy is updated on the DCCP website.

26/02/2021



4.8

Energy and Water
Ombudsman SA
Scheme

The DCCP should continue to remain a member of
the EWOSA program, to allow for an independent
external process to assist in the resolution of
customer complaints.

Ongoing



4.9

Staff training and
procedures
checklists

Create and implement checklists and procedures to
mitigate risks from staff turnover.

28/05/2021



26/02/2021



26/02/2021



Provide copies to the Commission once completed.

(linked to 3.2 above)
4.10

Standard terms and
contract

Advise the Commission when the electricity standard
contract is displayed in a prominent location on its
website.
Confirm to the Commission if a standard contract for
water needs to be created, approved and gazetted in
writing.
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Identified from
review

Summary of recommendations
If required, have a standard water contract created,
approved and gazetted.

Due Date:

Completed

28/05/2021



4.12.1

Safety, reliability,
maintenance and
technical
Management plan

Ensure that the SRMTMP is updated and forwarded
to the OTR within the correct timeframes to ensure
continual compliance with licence conditions.

Ongoing



4.12.2

Switching manual

Ensure that its switching manual is current and
forwarded to the OTR within the correct timeframes
to ensure continual compliance with licence
conditions.

Ongoing



4.13.1

Annual Compliance
Reporting

The DCCP must set up processes to ensure that
annual reports are completed and lodged by their due
dates.

Annually by
31/08
(electricity)
and 30/11
(water)



Lodge a draft compliance and/or performance report
to the Commission before the reporting deadline for
early feedback (optional).

Annually by
31/08
(electricity)
and 30/11
(water)



(linked to 3.4 above)

4.13.2

Performance
Reporting
(linked to 3.4 above)
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This review has been conducted to identify the DCCP’s non-compliances with the conditions of its
water and electricity licences. This review was also intended to identify areas that need improvement to
ensure that the DCCP is able to offer quality essential services to the residents of Coober Pedy.
The DCCP should use the findings from this review to develop an action plan for compliance. As
identified issues are completed or actioned, the DCCP should update the Commission. Communication
between the DCCP and the Commission will help to demonstrate that every effort is being made by the
DCCP to ensure compliance with licences, codes and other regulatory requirements.
The Commission accepts that the DCCP has already made efforts to work diligently towards
compliance and it will further assess progress through monitoring and assessing progress against the
DCCP’s action plan for compliance.
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WATER RETAIL CODE - MINOR AND INTERMEDIATE RETAILERS
Compliant
5.1
5.1.1
5.1.2
5.1.3

5.1.4

5.1.5
(a)
(b)
(c)
(d)

Billing
A retailer must use its best endeavours to issue a bill to
a customer at least quarterly.
A retailer and a customer may agree to a billing cycle
with a regular recurrent period that differs from 5.1.1.
A retailer may issue a single bill containing charges for
water services and sewerage services
Where a retailer charges a customer for retail services
as a component of a rate notice issued under the Local
Government Act 1999, the rate notice must enable a
customer to separately identify the cost of any retail
service and must include the particulars in clause 5.1.5.
Subject to clause 5.1.6, a retailer must prepare a bill so
that a customer can easily verify that the bill conforms
to their customer sale contract (where relevant) and
must include at least the following particulars on each
the customer’s name and account number;
the customer’s supply address and any relevant other
address;
the pay-by date, which must not be less than 12
business days after the date the retailer sends the bill to
the customer, unless otherwise agreed with a customer;
the amounts due to the retailer;
the relevant fees, charges and tariffs applicable to the
customer separately itemised;
the amount of any government concessions or rebates
applicable to the customer separately itemised for each

NonCompliant

ESCOSA Comment

Confirmed in interview meeting bills issued
Quarterly for all customers
Was previously monthly for commercial but
all are now Quarterly





Copy of tax Invoice provided

Not included in rate notices - separate
billing for water and electricity




In the example given due date was 28 days
after issue date





Itemised on back of invoice



Consessions SA - details listed



There is a section for 'Other Charges' on
invoice, none listed though in example given



6 different payment options listed



Invoice has billing phone number and on
back mentions financial hardship options

a 24-hour contact telephone number for faults,
emergencies and force majeure events;



There is a System Faults number on top of
notice but this does not state if it is 24 hour,
Pg 6 of Customer Charter confirms 24 hours
but not listed on bill

the amount of arrears or credit, and the total of any
payments made by the customer since the last bill was
for retail services that are metered:
(i) the date of the last meter reading or estimate for
relevant retail services and the number of days since
the previous reading or estimate, or enable the
calculation of the number of days the bill
(ii) the estimated date of the next meter reading;



Invoice has 'Balance Bought Forward'



'Previous Reading' and 'Days Between
Reading' is listed on back of invoice

(iii) the meter readings, metering data or estimates for
the bill for retail services;
(iv) consumption, or estimated consumption, for water
services in units used (kilolitre (kL)); and
for bills issued to residential customers, a reference to
(m)
the availability of relevant government concessions
any other information prescribed by applicable
(n)
regulatory instruments.
A retailer may issue a bill to a customer in a different
5.1.6 form to 5.1.5 where approval has been provided in
writing by the Commission.



(e)
(f)
(g)
(h)
(i)

(j)

(k)

(l)

the amount of any government imposed charges or
levies and details of the charge or levy;
a list of the available payment methods;
the telephone number for billing, payment enquiries
and instalment payment options and information
about help that is available if the customer is
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Electricty Retail and Distribution Licence - District Council of Coober Pedy
Compliant
25
25.1

NonCompliant

ESCOSA Comment

Billing
The licensee must use its best endeavours to issue a bill
to a customer at least quarterly



Confirmed in interview meeting bills issued
quarterly for all customers, details of
previous readings also confirm Quarterly



Was previously monthly for commercial but
all are now quarterly

25.2 Nothing in clause 25.1 will prevent the licensee from:
(a)

issuing a bill more frequently than quarterly to a
business customer or

(b)

issuing a bill more frequently than quarterly to a
residential customer where the licensee has obtained a
residential customer's explicit informed consent to issue
bills on that basis

The licensee must issue a bill to a customer at the
25.3 supply address, unless the customer nominates another
address.
25.4
(a)

(b)

(c)

Each bill issued to a customer by the licensee must
itemise separately the following charges:
all charges for electricity sold by the licensee to the
customer;
any other charge relating to the sale of electricity to the
customer by the licensee at the supply address
(including special meter readings, account application
fees, public lighting, fixed charges for special purpose
electricity sales).
the date of the last meter reading or estimate and the
number of days since the previous reading or estimate;

Residential are all quarterly





All costs per KWh itemised



Supply Charge Domestic listed on notice as
'Other Charges'



the meter readings, metering data or estimates for the
bill;
consumption, or estimated consumption, in units used
(eg kWh);



(f)

the pay by date;



(g)

the telephone number for billing, payment enquiries
and instalment payment options;



(h)

a 24 hour contact telephone number for faults and
emergencies;



(i)

the customer's supply address and any other relevant
address;



(j)

the customer's name and account number;



(k)

the amount of arrears or credit;



Invoice has 'Balance Bought Forward'



There are 'Bond Details' listed on back of
form with Trust balance showing
Lists Energy Consession from Concessions
SA

(d)
(e)

the amount of any security deposit provided by the
customer; and
on residential customer's bills only, a reference to the
(m)
availability of concessions, if any.
If the customer requests its final bill for the customer's
supply address from the licensee, the licensee must use
25.5
its best endeavours to issue that customer with a final
bill in accordance with the customer's request.
(l)
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There is a System Faults number on top of
notice but this does not state if it is 24 hour,
DCCP website indicates it is On-Call
Operator.
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