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SUBMISSION TO ACCC ON ENERGY ASSURED LIMITED 

APPLICATIONS FOR AUTHORISATION - A91258 AND A91259 


BACKGROUND 
The Queensland Consumers' Association (QCA) is a non-profit organisation which exists 
to advance the interests of Queensland consumers. QCA's members work in a voluntary 
capacity. QCA is a member of the Consumers' Federation of Australia, the peak body for 
Australian consumer groups. 

QCA's members specialise in particular policy areas, including energy. 

QCA is represented on a range of energy related bodies including the Queensland 

Competition Authority's Consumer Consultative Committee and the Energy Ombudsman 

of Queensland's Advisory Council. 


Wherever possible given its limited resources, QCA participates in consultations, etc. on 

public energy policy issues in Queensland and nationally, including relevant interstate 

consultations. 


QCA welcomes the opportunity to make a submission on these applications because of its 

long standing and continuing concerns about the substantial problems and detriment 

experienced by many consumers in south east Queensland as a result of unsolicited 

approaches by door to door marketers of energy contracts. (Although, full retail 

competition is allowed throughout the state, in practice at present competition and door to 

door marketing of energy contracts only occurs in the Energex area in south east 

Queensland.) 


QCA is also concerned that many door to door marketers do not comply fully with 

existing legislative requirements. 


Therefore, QCA welcomes the recognition by Australian energy retailers that there are 

significant problems with door to door marketing of energy contracts and considerable 

scope for improvement . 


However, QCA has many substantial concerns about the proposed Energy Assured 

scheme. These concerns are presented below as general and specific comments. 


The contact person regarding this submission is: Ian Jarratt (email: 
iiarratt(i3australiamail.comj 
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GENERAL COMMENTS 
QCA is concerned that ERAAIEnergy Assured do not appear to have followed the 
ACCC's Guidelines for developing voluntary codes of conduct. 
Specifically we are unaware of: 

meaningful consultations with consumer organisations and public interest groups to 
gain an understanding of the problems that the code should address 
the involvement of any consumer organisations and public interest groups in the 
development of the code submitted to the ACCC for authorisation. 

Accordingly, we recommend that prior to making any decision on the applications the 
ACCC should require Energy Assured to consult with consumer and public interest 
groups on the code's objectives and contents and then either submit new applications or 
resubmit the current applications. If this recommendation is not accepted by the ACCC 
we recommend rejection of the current applications. 

QCA is concerned that Energy Assured has relied heavily its interpretation of the impacts 
of the similar UK scheme EnergySure to assess the potential impacts of the proposed 
code. Yet it only refers to "a significant reduction in customer complaints about the 
conduct of door to door salespeople". 

QCA is further concerned that it is unwise and misleading to use the number of 
complaints, especially to regulators and eternal dispute resolution schemes, as an 
indicator of consumer dissatisfaction with, and of the consumer detriment resulting from, 
door to door marketing of energy contracts. This is widely accepted view and is due to 
massive unreporting by consumers of problems with door to door marketing. 

Furthermore, our investigations indicate that despite the EnergySure scheme in the UK 
there are still major problems there with the door to door marking of energy contracts. 
For example, a Consumer Focus survey1 in July 2009 revealed that nearly seven out of 10 
consumers who had received a direct sales call from an energy supplier rated the 
experience as negative and a third described the experience as intimidating. 

Also, research by the UK energy regulator Ofgem in 2008 revealed that just under half of 
customers who switched supplier in response to a direct sales approach ended up on a 
worse deal. 

We also note that on 2 September 2010 Ofgem announced an investigation into doorstep 
and telephone energy sales practices by four of the 'Big Six' UK energy suppliers. 

Therefore, QCA recommends that the ACCC undertake further research into, and require 
Energy Assured to provide more detailed information on, the impacts of the EnergySure 
scheme on the quality of door to door marketing and the outcomes for consumers in the 
UK. 

1 a survey of 1008 adults referred to in htt~://www.consumerfocus.org.uk~news/ener~~- 
fims-guarantee-to-respect-consumers-who-say-no-to-cold-callers 






