[Nexus Utilities] Embedded

Network Opt-Out Policy
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Introduction to the Policy

[Nexus Utilities] is the provider of utilities within embedded networks.

Embedded networks are private electricity networks that serve multiple premises and are located
within, or connected to, a distribution or transmission system through a parent connection in the
National Electricity Market (NEM). Examples typically include apartment blocks, retirement villages,

caravan parks and shopping centres.

Customers within embedded networks are afforded ‘power of choice’ but can experience practical

difficulties in taking up an offer from a third-party supplier such as an ‘on-market’ retailer.

The purpose of this policy is to set out the steps that we will take to ensure that our customers can

exercise power of choice where they wish.

Appointment of an Embedded Network Manager

The Embedded Network Manager (ENM) is an accredited provider role created under the Australian
Energy Market Commission’s (AEMC) final rule determination for embedded networks and the 2012
AEMC Power of Choice Review. The final rule reduces barriers to embedded network customers

choosing the products, services and provider of retail services that suit them best.

[Nexus Utilities] will appoint an ENM where required and the role of the ENM is detailed in the ENM

Service Level Procedure and the MSATS Procedures.

[Nexus Utilities] will ensure that it complies with its obligations regarding the appointment of an

ENM and that the ENM has all of the information it requires to complete its role effectively.

Changes to wiring and metering

[Nexus Utilities] will ensure that wiring and metering at its embedded networks are capable of going
‘on-market’ effectively meaning that there is no infrastructure cost for a [Nexus Utilities] customer

wishing to transfer supply to a third-party retailer.

Where a third-party retailer wishes to change metering, [Nexus Utilities] will comply with all
applicable legal obligations and will, to the best of its ability, facilitate access to the embedded

network to allow the third-party retailer to carry out a meter change.

A customer who has ‘opted-out’ of an embedded network will continue to receive network charges

from [Nexus Utilities] where [Nexus Utilities] is the network service provider. Such charges will be
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calculated on the basis of the Australian Energy Regulator’s network exemption guidelines and any

other applicable law.

To avoid duplication of network charges, [Nexus Utilities] will ask the customer who is ‘opting- out’ to
contact us if they notice double charges and will carry out ad hoc audits on network billing to

proactively identify any potential double charges.

Communication

[Nexus Utilities] has developed scripts for its call centre to use where a customer advises that they

wish to look at an offer from a third-party.

[Nexus Utilities] will refer any customer who wishes to see alternative offers to the Energy Made

Easy website (www.energymadeeasy.gov.au).

All verbal conversations will be confirmed in writing and any written requests for information on the

process will be responded to within 3 business days.

Training

[Nexus Utilities] will ensure that all appropriate staff complete such training and that a record of

training is kept.

Version Control

Version Amendment Author and date
Version 1 1 April 2023
Version 2 25 May 2023
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Schedule A

Staff Training Script — Share with Billing & Customer Service Manager

'We appreciate that you wish to be supplied by a different retailer. [Nexus Utilities] has appointed an

embedded network manager to assist with this process.

The first step is for you to find an alternative offer and to accept that offer. | need to note that not all energy

retailers are willing to supply electricity into an embedded network.

I also need to let you know that even if you do take an alternative offer you may still be responsible for the

payment of network charges directly to [Nexus Utilities].'
Written response

‘Thank you for your email of [insert date]. We appreciate that you wish to be supplied by a different retailer.

[Nexus Utilities] has appointed an embedded network manager to assist with this process.

The first step is for you to find an alternative offer and to accept that offer. | need to note that not all energy

retailers are willing to supply electricity into an embedded network.

I also need to let you know that even if you do take an alternative offer you may still be responsible for the

payment of network charges directly to [Nexus Utilities]."'
Addition where information is sought on other offers

We would like to direct you to the government run comparison website www.energymadeeasy.qov.au to

see potentially available offers. You will need to contact your preferred supplier and let them know you are
within an embedded network. You can then provide them with the following details to facilitate the

transfer:

[insert details]

[Nexus Utilities]
ABN ~~ Phone 1300 --- --- Email [support@nexusutilities.com.au] Website [www.nexusutilities.com.au]
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