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Executive Summary

The Energy Accounts Payment Assistance (EAPA) Scheme is a NSW Government
concession program to assist householders experiencing difficulty paying their
energy bills because of an emergency or crisis to stay connected to essential energy
services.

On 16 November 2010, the NSW Premier and Minister for Energy announced a
review of the EAPA Scheme to be conducted by Industry and Investment NSW (I&l
NSW) in consultation with other NSW Government agencies and external
stakeholders. The Energy Branch of 1& NSW is undertaking this Review.

This consultation paper discusses a number of policy options for the EAPA Scheme.
&I NSW is seeking feedback from stakeholders on each of these options or other
proposals for improving the allocation and distribution of EAPA vouchers to meet the
Scheme’s objectives and good administrative practice. This feedback will be used to
assess whether any changes should be made to the EAPA Scheme to ensure that
the customers who need the most help with paying their energy bills are receiving it
and that the Scheme is being delivered consistently with best practice principles for
grants administration.

The Review is being conducted on the basis that any changes to the EAPA Scheme
arising from the Review will be implemented within the current Budget allocation for
energy concession programs.

The consultation paper focuses on a number of specific options for improving the
allocation and distribution of EAPA vouchers. These options have been drawn from
proposals put to the NSW Government by stakeholders in the past twelve months.
These options include:

1. Voluntary scheme for retailer delivery of EAPA (the retailer delivery model) to
complement the existing delivery of EAPA by community welfare organisations
(CWOs);

2. Examining voucher payment parameters including:
the current EAPA voucher “face value” of $30;
maximum customer limits; and
the current rule for not placing bills in credit;

3. Extending access to EAPA for households who are connected to liquid petroleum
gas (LPG) cylinders for heating or cooking purposes (excluding barbeque and
outdoor heating usage);

4. Extending access to EAPA for customers of exempt suppliers (including
residential/caravan parks, retirement villages and boarding houses) who are
individually metered and receive a separate energy bill;

5. Improving administrative requirements:
requiring all retailers to accept EAPA vouchers via Australia Post outlets;
revision of the EAPA Guidelines for CWOs; and
the introduction of a CWO accreditation and review framework.



The consultation paper has three appendices providing further detail on the retailer
delivery model and CWO accreditation process.

In drafting this paper, consideration has been given to submissions made following
the release of the NSW Government’s Draft Customer Assistance Policy in July 2009
as well as subsequent representations and oral and written feedback on the
operation of the Scheme. 1& NSW particularly acknowledges the feedback provided
by CWOs working on the day to day delivery of the EAPA Scheme.



1 Introduction

1.1 Scope of Review

The Energy Accounts Payment Assistance (EAPA) Scheme is designed to assist
householders who are financially disadvantaged and experience difficulty paying their
home gas and/or electricity bills because of an emergency or crisis. The overall
Scheme is aimed at helping people in such situations to stay connected to essential
energy services.

The Scheme is intended to target households which are experiencing unusual or
unexpected financial stress. It is not intended to offer ongoing income support.
There are currently a range of rebate programs in place through the NSW
Government to support eligible households on an ongoing basis. However, it is
acknowledged that some customers who are experiencing chronic financial stress as
a result of increased costs of living, including recent electricity price rises, may be
seeking EAPA vouchers on a regular basis.

In this context, the Energy Branch of 1& NSW is reviewing the EAPA Scheme to
ensure that it is reaching households who require financial assistance in emergency
situations in a manner which is consistent with best practice guidelines for delivery of
Government programs.

The Review is designed to ensure that EAPA vouchers are allocated, distributed and
administered in a way that is efficient, effective and fair.

The Review will explore a number of options for enhancing and strengthening the
EAPA Scheme. This document is designed to seek feedback from all stakeholders
and individuals, and particularly those who are at the frontline of EAPA program
delivery.

The Review is considering whether the EAPA Scheme is meeting its objectives. In
considering this, it is also important that the Scheme meets the requirements set out
in the NSW Government’'s Good Practice Guide to Grants Administration®. This
includes principles such as:

Value for money: Obtaining the best mix of services to meet the community's
needs within available funding and selecting the mix of resources that delivers
the best possible outcomes to clients.

Fairness, Integrity and Transparency: Ensuring that the Government grants
system is and is seen to be accessible, appropriate and fair.

Cooperation: Government agencies and funded organisations will work to
promote a funding relationship based on reciprocity.

Diversity: Embodying the recognition of diversity in the community in grants
administration practice.

! http:/imww.dpc.nsw.gov.au/publications/grants_administration/qood_practice guide to grants_administration
[Accessed 21/11/2010).
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Consistency: Grants administration procedures should be consistent within
programs, across individual government agencies, across government and as
funding programs evolve.

Coordination: Outcomes for people and communities can be improved through
better alignment of planning, program design and service delivery within and
across both Government, non government organisations and local
government.

Probity: Grants administration must be conducted in an environment of
integrity, honesty and scrutiny.

The Good Practice Guide to Grants Administration also sets out principles for
Government to manage working relationships with stakeholders assisting with the
delivery of Government programs.

The NSW Government is also committed under the NSW State Plan to reduce red
tape, including in the administration of grants. The NSW Government’s report titled
Non-Government Organisation Red Tape Reduction’ contains a range of
recommendations covering processes around selecting non Government
organisations (NGOs) for funding, contracting with NGOs, monitoring of performance
and requirements for acquittal and reporting of funding.

A working group comprising various NSW Government agencies including 1& NSW,
the Department of Premier and Cabinet, NSW Treasury, the Department of Human
Services and NSW Fair Trading is being established to complete the Review and
consider submissions received.

1.2 Consultation

&I NSW is seeking feedback on whether EAPA is meeting its objectives and on the
policy options put forward in this paper. In particular, I& NSW is seeking feedback on
the questions below for each of the options identified in this paper:

Will the options
o Contribute to the objectives of the EAPA Scheme?
0 Be practical to implement?
0 Meet accountability and best practice guideline requirements?
0 Increase red tape, administrative processes or costs?

Are there policy options that have not been put forward which would better
meet the objectives of the Scheme and be able to be administered in line with
best practice grant administration principles?

Are there other options which could be considered to ensure that EAPA
support is going where it is most needed?

2 hitp://www.dadhc.nsw.gov.au/NR/rdonlyres/1F020528-547C-431F-9B8A-
D78B10A5C140/5103/RedTapeReport.pdf [Accessed 23/11/2010].
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Are there other options the Government could consider to deliver emergency
energy payment assistance to individuals experiencing unexpected financial
stress?

Submissions should be supported by practical examples and/or quantitative data.

1.3 Process for Making Submissions

Submissions are invited from all interested stakeholders on the proposals raised
throughout this paper. Submissions must be made in writing and should be provided
to Industry & Investment NSW (I& NSW) by 5pm on 31 December 2010.
Submissions received after this time may not be accepted. Submissions made on
behalf of an organisation must be on letterhead, signed and dated.

Submissions can be provided in hard copy, and addressed to:
EAPA Review

Industry & Investment NSW

GPO Box 3889

Sydney, NSW 2001

Submission can also be made via email to eapa.reforms@dwe.nsw.qgov.au . Emailed
submissions should include “EAPA Review” in the subject line.

Submissions will be acknowledged by return email or letter within five working days.
It is the responsibility of the submitter to ensure that the submission has been
successfully delivered if this acknowledgement is not received.

The complete text of all submissions including the name of the submitter will be
made publicly available on the 1& NSW website, subject to any claims to
confidentiality or privacy. In publishing submissions, 1& NSW will comply with all
requirements under applicable privacy laws.
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2 Assistance for NSW Energy Customers

The NSW Government has implemented a strong financial assistance and regulatory
framework to assist customers facing difficulty paying their energy bills. This
framework has been designed to assist a range of households such as pensioners
and people on life support equipment as well as those facing short term emergency
situations, for example due to unexpected expenses or a loss of employment.

Over the past two years, this framework has been strengthened. The NSW
Government has:

increased the Energy Rebate (formerly the Pensioner Energy Rebate) from
$112 per year in 2008-09 to $145 per year in 2010-11 and expanded the
eligibility to include all Health Care Card Holders in addition to Pensioner
Concession Card and certain Veterans Affairs concession card holders. The
Rebate will further increase to $161 during 2011;

introduced a new Medical Energy Rebate for eligible customers with a
medically diagnosed inability to self-regulate body temperature. This rebate is
currently $145 per year and will increase to $161 during 2011;

increased some payments for customers on the Life Support Rebate, which
provides financial assistance for customers that need to operate approved life
supporting equipment in their homes and extended the rebate to new
machines;

required energy retailers to publish Customer Hardship Charters and
introduced new requirements that households experiencing financial
difficulties must now be provided with two offers of assistance under their
retailer's payment plan in a year, instead of one, before being disconnected;

provided $600,000 in funding over two years to the Financial Counsellors’
Association of NSW to assist in the training of financial counsellors;

expanded the Government’s Energy Information Line which is a 1300 service
line that consumers can call to obtain information on a range of energy
matters;

introduced a Price Comparison Service to enable customers to compare
information about energy contracts and offers;

developed an Energy Assistance Guide and Fact Sheets targeted at CWOs,
Energy Retailers’ Customer Hardship Units and Financial Counsellors
(expected to be released in late 2010); and

introduced a Home Power Savings Program which is being managed by the
Department of Environment, Climate Change and Water and is designed to
help around 220,000 vulnerable households save power and money on their
bills through free home energy assessments, kits and action plans.



Overall, the NSW Government, through 1& NSW, is investing more than $800 million
on assistance measures for NSW electricity consumers over five years from 1 July
2009. The energy concessions budget allocation for 2010/11 is over $170 million. In
addition, the Department of Environment, Climate Change and Water offers a range
of rebate programs through the Climate Change Fund, including the Home Power
Savings Program.

10



3 How does EAPA work?

3.1 Scheme Objectives

The Energy Accounts Payment Assistance (EAPA) Scheme is designed to assist
householders who are financially disadvantaged and experience difficulty paying their
home gas and/or electricity bills because of an emergency or crisis. The Scheme is
aimed at helping people in such situations to stay connected to essential energy
services.

The Scheme is a crisis program and is not intended to offer ongoing income support.

The EAPA Scheme operates under Guidelines approved by the Minister for Energy.
The Guidelines were developed by the former Department of Energy, Utilities and
Sustainability (a predecessor of 1& NSW) in consultation with the EAPA Working
Group and other interested parties, to clarify the intent of the EAPA Scheme and the
obligations placed upon Community Welfare Organisations (CWOSs) that participate in
the Scheme.

The Guideline sets out the minimum requirements for CWOs to ensure the Scheme
is fair, equitable and effective in achieving its objective.

3.2 Scheme Parameters

The Scheme operates through a paper based voucher system. Each voucher has a
“face value” of $30 and can be used as payment towards an electricity or natural gas
bill issued by a licensed energy retailer. Customers must present vouchers to their
retailer (or the retailer’'s payment agency such as Australia Post), together with the
original bill, within 14 days from the date of issue by a CWO. Neither retailers, nor
their agents, will accept vouchers presented after that time.

As a general rule, the maximum number of vouchers granted per application (bill) is 8
vouchers ($240). The limit on a how often a person receives EAPA is generally up to
a maximum of two times per financial year, that is 16 vouchers ($480) per financial
year. These limits were increased in mid 2009 from a maximum amount of $180 per
bill and $360 per year. These general rules reflect the need for CWOs to be selective
about who receives repeat vouchers and the need to explore other ways for helping
people who have a need for longer-term financial assistance with their gas and
electricity bills.

The guidelines for CWOs provide high-level guidance for CWOs assessing
customers for EAPA vouchers and allow CWOs to use their discretion in accordance
with the guidelines in applying these limits to customers who apply for EAPA. Where
a customer presents with “exceptional circumstances” that warrant a customer
receiving above the limits, CWOs are able to provide above these limits to customers
provided they follow certain procedures.

Where a CWO worker assesses that a customer may receive EAPA vouchers above
the limits, a record of the reason should be documented on the customer’s file.
Additionally, the CWO worker should contact I1& NSW’s EAPA co-ordinator. This

11



allows 1&l NSW to track and monitor the allocation of vouchers issued in exceptional
circumstances.

Under the current Scheme, accounts may not be placed into credit. If the total value
of the vouchers that the customer presents to their retailer places an account into
credit, then all vouchers above the required amount will be cancelled. The general
rule is that the amount of EAPA issued should not be for the entire bill amount.

Retailers report to 1& NSW on EAPA quarterly. If a voucher has been cancelled the
retailers are required to send the cancelled voucher back to 1& NSW and state the
reason for the cancellation in the quarterly report.

3.3 The Role of Community Welfare Organisations (CWOs) and
other EAPA Providers

There are over 300 participating CWOs that represent a wide variety of organisations
operating in local communities across the State. These include well known names
such as St Vincent de Paul, Salvation Army, Lifeline and Anglicare as well as a wide
range of other organisations including those established to represent particular
sections of the community such as Aboriginal land councils, migrant resource centres
and independent neighbourhood centres.

CWOs are responsible for delivery of the vouchers to customers. This delivery
arrangements means that, as far as possible, a person’s situation can be assessed
locally and at the time the assistance is required, by skilled emergency relief
assessors. It also enables CWOs to incorporate EAPA into their broader range of
emergency relief.

The EAPA Guideline for Community Welfare Organisations sets out the minimum
requirements for CWOs to ensure the EAPA Scheme is fair, equitable and effective
in achieving the Scheme’s objectives. Each CWO must develop internal policies and
procedures for EAPA assessment and distribution and make these available to 1&I
NSW.

Organisations are allocated vouchers in voucher books (where each book contains
ten vouchers) on a quarterly basis. Each allocation is determined on factors such as
the size of the organisation and past usage. Organisations are encouraged to contact
|&I NSW to request additional voucher books once their stocks start to deplete.

To assist with program monitoring and compliance, CWOs are required to return all
voucher book covers to 1&l NSW once all vouchers have been issued. Processes
have been adopted so that additional books will automatically be dispatched once the
CWO has returned to 1& NSW completed voucher book covers totalling 90% of their
allocation in an effort to ensure they do not run out.

The auto-dispatch system used for St Vincent de Paul (SVDP) Regional Councils
and Local Conferences is slightly different due to the structure under which SVDP
operates. Vouchers are supplied to Regional Councils, which then distributed to
Local Conferences. These arrangements were put in place at the request of SVDP.
Under this arrangement, the Regional Council returns voucher book covers to 1&I
NSW and request additional books, where required.

12



|&I NSW provides training for CWOs on EAPA program delivery. A key component
of the training program is to remind CWOs that they can request additional voucher
books. Each EAPA voucher book cover also has a reminder to contact & NSW if a
CWO runs out of vouchers and to return the voucher book covers to 1& NSW once
completed.

To become accredited to distribute EAPA vouchers, a CWO is assessed against a
number of criteria including:

the socio-economic need of the area where the CWO is located;

the number of organisations already distributing EAPA in the applicant
organisation’s area;

whether the applicant organisation is providing a service to a community group
not currently serviced by EAPA,

whether the applicant organisation is currently providing emergency relief or
complementary services;

the extent of internal policies and procedures in place to effectively manage
the distribution of EAPA; and

the annual budget for EAPA.

Prior to distributing vouchers, I& NSW provides training to the CWO staff who will be
delivering EAPA.

Apart from CWOs, one electricity retailer currently delivers EAPA vouchers. This is
Country Energy through its Country Support hardship program. This arrangement
commenced on a trial basis in early 2005 based on an agreement between a
predecessor of I1&l NSW and Country Energy (through Country Support). The trial
commenced in response to reports from Country Energy of customers in rural and
remote areas being unable to access EAPA from CWOs primarily due to reasons of
distance or privacy. Country Support has been receiving and issuing between
$50,000 and $60,000 per annum in EAPA vouchers since the pilot commenced.

3.4 The Role of Retailers

All electricity and gas retailers accept EAPA vouchers as payment towards a
customer’s bill when it is received by mail. Most retailers also accept vouchers via
Australia Post outlets and some retailers also accept EAPA vouchers at their
payment centres. Australia Post outlets process EAPA vouchers over the counter as
a form of cash, provide a receipt to the customer, then forward the physical vouchers
to the respective retailer for their records.

The retailer credits the value of the voucher/s towards payment of the customer’s

energy bill and then claims this amount back from the NSW Government. Retailers
report on EAPA usage on a quarterly basis to 1& NSW.

13



4  |Is the EAPA Scheme meeting its objectives?

Anecdotal evidence and feedback from stakeholders suggests that there is strong
support in the community for a scheme such as EAPA which acts as a “last resort”
option for those experiencing difficulty paying their energy bills because of an
emergency or crisis.

It is more difficult to ascertain, however, whether there is a direct causal relationship
between the EAPA Scheme and the avoidance of disconnection. There are many
other schemes in place aimed at preventing disconnection and income support
programs, such as the Energy Rebate. A single customer may access a number of
forms of assistance simultaneously and there has been little or no research
conducted into the comparative effectiveness of these approaches.

It is also difficult to ascertain whether the Scheme is effectively targeting households
experiencing difficulties paying their bills because of a short term crisis or emergency
situation and/or whether it is being used, in some cases, as a form of income support
for those experiencing longer term difficulties or hardship. In the latter case, other
forms of financial assistance may be better targeted than EAPA vouchers.

Customers with ongoing complex needs can be difficult to assess in accordance with
the Scheme guidelines as they may be chronically in crisis as a result of ongoing
social and economic hardship, rather than facing an unexpected emergency or crisis
arising from an isolated or sporadic event.

The response of individual households to the EAPA Scheme is reportedly mixed, with
some households regularly seeking EAPA vouchers to assist in the payment of their
energy bills and other households reluctant or embarrassed to approach CWOs for
assistance, despite facing a serious emergency or crisis.

Many households, particularly those whose main source of income is employment-
related, may not be aware that they can seek EAPA vouchers where they are facing
disconnection from essential energy supplies due to a crisis or emergency situation,
such as unexpected medical bills, sudden loss of employment or mortgage stress.
Some survey data suggests that there is less awareness of EAPA among people
whose main source of income is employment related®.

Many CWO workers have recounted positive stories of being able to help clients
successfully reduce energy bills through using EAPA and at the same time put long
term measures in place to better manage future bills. This includes providing
information to clients about other available rebates or other assistance, educating
clients about how to better understand and manage their energy consumption or
referring the client onto other services such as financial counselling. One CWO
worker informally commented that one valuable side-effect of the EAPA program is
that it ‘gets people through the door’ which, in turn, enables the CWO to assess the
client’s circumstances and offer a range of both short and long term assistance.

% http://www.piac.asn.au/sites/default/files/publications/extras/Cut_Off II_January 2009.pdf [Accessed
21/11/2010]

14


http://www.piac.asn.au/sites/default/files/publications/extras/Cut_Off_II_January_2009.pdf

While this qualitative information is compelling, it is difficult to draw conclusions
without supporting quantitative data and evidence. The databases used in the
operation of the EAPA program do not currently provide enough quantitative data
necessary to assess whether the EAPA Scheme is meeting its objectives. 1& NSW
is undertaking a separate, longer term project to improve the management of data
related to the EAPA program. The results of this consultation will be important for
assisting with this project.

&I NSW seeks feedback on whether the EAPA Scheme is meeting its objectives in
reaching households who are facing a crisis or emergency situation and require
assistance to avoid disconnection from essential energy supplies and is particularly

interested in any suggestions for quantifying or assessing the Scheme’s
effectiveness in meeting this objective.

15



5 Retailer Delivery Model
5.1 Background

It is important to consider whether the current model for distributing EAPA vouchers
requires change in order to better meet the Scheme’s objectives of reaching
households facing a crisis or emergency situation which may result in disconnection
from essential energy supplies. Consideration also needs to be given to the extent to
which the current and any alternative delivery model accords to the principles of good
practice grant administration, including those of value for money, fairness, integrity
and transparency, reciprocity, diversity, consistency and coordination with other
forms of assistance.

The bulk of EAPA delivery is currently undertaken by CWOs. However, one energy
retailer, Country Energy has also been engaged in distributing EAPA on a trial basis.

The staff and volunteers of CWOs have a wealth of skills and experience in dealing
with households in hardship. CWO networks, staff and volunteers form an integral
role in the delivery of the EAPA Scheme as they assess individuals’ need for
vouchers, as well as deliver the vouchers to these individuals. CWO staff and
volunteers ensure that households have access to a personalised assessment for
EAPA that takes into account their individual circumstances.

Energy retailers also play an important role in the management of households facing
financial difficulty paying their energy bills. Retailers operate hardship programs
which focus on identifying customers who may require assistance in paying their bills;
providing assistance to customers, as well as accepting the EAPA vouchers towards
customers’ payment of bills.

In addition, there may be a limited role for retailers to play in delivering EAPA
vouchers, particularly to eligible customers who have difficulty in visiting a CWO for
an assessment, such as customers in remote or rural locations or with limited
mobility.

Strict controls on the delivery of EAPA vouchers by retailers will be required to
ensure that EAPA is not used as a substitute for ordinary bill management and debt
collection practices.

This section gives consideration in detail as to how a formal framework for voluntary
retailer delivery of EAPA might be implemented and should be read in conjunction
with the draft Deed (see Appendix A) which is also being released with this paper.

It is proposed that voluntary participation by retailers is appropriate given the
administrative requirements that will be required by the Government.

Retailers who choose to participate in the retail delivery model would do so on the
terms and conditions outlined in the draft Deed (see Appendix A).

Under the proposed framework for retailer delivery of EAPA, any eligible retailer can
apply to deliver EAPA vouchers but would have to meet strict criteria before

16



becoming a provider. The allocation of EAPA vouchers to retailers would be limited
so that retailer delivery would complement the current delivery of EAPA by CWOs.
Retailer delivery of EAPA would improve access to the Scheme for NSW customers
by allowing certain customers who would not otherwise approach a CWO for EAPA
to apply for EAPA through their retailer. The framework would also complement
retailers’ customer hardship programs.

In July 2009 the predecessor of 1& NSW released for stakeholder comment a draft
Customer Assistance Policy which included high level discussion of proposals for
reforming the EAPA Scheme including retailer delivery of EAPA. Stakeholder
feedback on the high level principles of the retailer delivery model proposal was
generally positive. However some concerns raised with the proposal were that
retailers are driven by commercial profits and it is not appropriate for these
organisations to deliver social programs such as EAPA and that a collaborate
approach between Government and CWOs might be more effective.’

5.2 Effectiveness of current CWO Delivery Model

One advantage of the current CWO delivery model is the reach it provides into all
parts of the state, and into all parts of a community.

The provision of EAPA can also be considered complementary to many of the other
services provided by CWOs. For instance, many of the CWOs accredited to deliver
EAPA are also accredited to provide other forms of emergency relief and may also
offer services such as financial counsellors, migrant settlement services, legal
assistance and so on. Not only does this enable them to take a more holistic
approach to assisting an individual client but it also increases the likelihood that an
individual will seek out their services in the case of an emergency or crisis situation.
This does not however guarantee complete coverage of those in need within the
community. As noted earlier in the paper, there are a number of reasons why an
individual may not choose to access assistance through a CWO.

Many CWOs offer a variety of services and are staffed largely by volunteers which
suggests that CWO delivery of EAPA would perform favourably against the good
practice grant administration principles of coordination with other services and value
for money as a service delivery model.

CWOs offer households personalised assessment that takes into account their
individual circumstances. CWOs have broad discretion to apply the EAPA guidelines.
This allows them to balance multiple factors and assess the unique set of
circumstances faced by the household. This broad discretion carries with it a high
probability of some degree of inconsistency in decision-making.

To address the tension between the desire for consistent outcomes (customers in
like situations treated in a like manner) and discretion (CWOs able to take into
account the particular circumstances faced by the household), the Minister for
Energy has approved EAPA guidelines to provide high-level guidance for CWOs in
assessing customers for EAPA vouchers.

* hitp://www.industry.nsw.gov.au/energy/files/info_protection _survey subs_hherbert unitingcare submission.pdf
[21/11/2010].
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I&I NSW welcomes feedback on the effectiveness of the current CWO delivery model
and whether it could be improved to better facilitate the fair and equitable distribution
of EAPA vouchers in accordance with the Scheme guidelines.

&I NSW is not proposing that the current delivery model should be replaced.
However consideration is being given to how it may be supplemented to improve the
reach of the EAPA Scheme to those not currently accessing EAPA through the
current CWO delivery framework.

5.3 Country Energy Retailer Delivery Model

As discussed earlier in this paper, a predecessor of 1& NSW entered into a trial
program with Country Energy under which Country Energy, as the retailer, was able
to distribute a small amount of EAPA assistance directly to customers. This trial
program commenced in early 2005 and is still operating. This trial allocation was in
response to reports from Country Energy of customers in rural and remote areas
being unable to access EAPA from CWOs primarily due to reasons of distance or
privacy. Under the trial, a limited number of EAPA vouchers were provided to
Country Energy to distribute to customers enrolled in its hardship program Country
Support. This was done under stringent conditions, including:

a customer must have no reasonable access to EAPA because:
o thereis no EAPA available with a CWO;
0 excessive travel by the customer is required to visit a CWO (over
50km);
0 a customer has raised privacy issues about approaching a CWO;

EAPA is to be issued to customers in conjunction with long term payment
plans offered by Country Support;

EAPA is to be offered as a last resort;

EAPA should be applied to the current bill or ongoing usage and not to old
debt a customer owes to Country Energy;

given the temporary nature of the arrangement, customers should not be led
to perceive Country Energy as a primary source of EAPA; and

each member of the Country Support team to be trained by I& NSW in
complying with EAPA Guidelines issued to CWOs.

& NSW previously undertook a detailed assessment of the trial with the assistance
of Country Energy. The size of the trial meant that only a relatively small number of
customers were given EAPA by Country Energy. However, the assessment found
that the trial was successful in complementing the existing EAPA Scheme delivered
by CWOs and delivering assistance to customers who otherwise would not have
received it. Importantly, the conditions of the trial ensured that this method of
assisting customers was tightly targeted. Data gathered through the trial showed that
customers assisted by Country Energy were given amounts of EAPA that were
comparable with that given to other customers by CWOs.
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5.4 Principles for proposed voluntary retailer delivery of EAPA

In considering implementation, it is proposed that retailers will have the choice of
whether or not to participate in the retailer delivery model. It would not be
implemented via licence conditions or a Ministerial direction. Accompanying this
paper is the draft Deed (see Appendix A) which a retailer would be required to enter
into if it chooses to participate in the retailer delivery model. Feedback on the terms
and conditions of the draft Deed is sought.

The proposal to extend retailer delivery to EAPA is intended to complement rather
than replace EAPA delivery by CWOs. Retailers would be allocated a limited number
of EAPA vouchers for distribution to assist customers who meet specific eligibility
criteria for the retailer delivery model.

An eligible customer under the retailer delivery model is a small retail customer who
meets the criteria set out in the current EAPA Guideline for CWOs — effective since 1
January 2005 and any updated version (CWO Guidelines) and is also unable or
unwilling to obtain EAPA vouchers from a CWO that delivers EAPA for any of the
following reasons:

the nearest CWO is more than 50 kilometres from the customer’s residence;
or

the customer is unable to travel to the nearest CWO due to disability or lack
of public transport; or

the customer is related or personally known to staff at the CWO and has a
reasonable and genuine concern for his or her privacy; or

there are no EAPA vouchers available at a CWO within 50 kilometres from
the customer’s residence.

Once a customer is deemed by a participating retailer to be an eligible customer,
retailers would be required to comply with the CWO Guidelines in delivering EAPA.

The narrower eligibility criteria for delivery of EAPA by retailers will ensure that
retailers continue to refer most customers to CWOs as a first option.

5.5 Proposed Framework for Retailer Delivery Model

The establishment and operation of the retailer delivery model is proposed to work as
follows:

Retailers will need to submit an application outlining how they will meet the
criteria (set out in the next section of this paper) and signifying their intention
to abide by the terms and conditions set out in a Deed of Agreement (based
on the draft Deed) for the delivery of EAPA.

& NSW will then assess these applications as to whether the retailer should
be permitted to deliver EAPA under the retailer delivery model.
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If approved, 1& NSW will write to the retailer offering them the opportunity to
sign the Deed of Agreement.

The retailer and the Government (Minister/I&l NSW) will enter into a formal
Deed of Agreement.

I&I NSW training will be provided to staff of retailer hardship units before they
can deliver EAPA.

After training retailers will be issued with a limited EAPA allocation, the amount
of which will be based on a formula which is detailed below.

The period of the Deed of Agreement will be for an initial fixed term with one
possible extension.

Retailers may have their allocation stopped at any time if it is considered that
they are not meeting the terms and conditions of the Deed of Agreement.

More details on the operation of the proposed retailer delivery model are contained in
the draft Deed (see Appendix A).

5.6 Criteria for assessing retailers against under retailer delivery
of EAPA

Retailers applying to deliver EAPA will be assessed against the following indicative
criteria:

Able to demonstrate that their hardship unit will operate independently of their
billing unit to ensure that EAPA is not used as an alternative to normal debt
collection/management.

Able to outline how EAPA will be distributed in accordance with the terms and
conditions in the draft Deed and the CWO Guidelines.

Able to demonstrate effective internal compliance mechanisms to:
o Ensure staff members deliver EAPA in accordance with terms and
conditions in the draft Deed and the CWO Guidelines.
o Detect instances of non-compliance and take steps to remedy
(including notifying 1& NSW immediately).

Willingness to provide assistance in audits, and to provide reports to &l NSW
in accordance with the terms and conditions in the draft Deed.

Demonstrate adequate resourcing to carry out all these functions in
accordance with the terms and conditions in the