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Welcome from the Commissioner, Nanette Moreau
 

Kia ora koutou, 
 
As the landscape in Aotearoa has changed, we’ve reflected on the
wellbeing of our communities, and the values we hold dear.  
 
Reducing hardship, supporting vulnerable households, and

strengthening the consumer voice are key values in the current climate, and certainly in the
sectors we work across.  
 
The latest report from the government’s Electricity Price Review pushes for a stronger
consumer voice; consumer-friendly competition; reduced energy hardship; and an energy-
efficient, carbon neutral future.   
 
To support vulnerable households, the review calls for extra financial support - including
bulk deals and cheaper prices, mandatory minimum standards to protect vulnerable and
medically dependent consumers, and the end of prompt payment discounts.  
 
We, at Utilities Disputes, say a stronger consumer voice must include taking a closer look
at consumer complaints. We all have the right to complain, and for our complaints to be
responded to quickly and managed well.  
 
Our consumer surveys tell us not many people know about Utilities Disputes. The surveys
also tell us there are potentially thousands of unresolved issues and complaints. Some
people are simply giving up, and that is not good enough.  
 
Utilities Disputes is a free and independent service. We respond to complaints and
enquiries about electricity, gas, water and broadband installation on shared property.  
 
If you have a question or a complaint, we want to hear from you, and we want you to tell
people about us. 
 

mailto:info@utilitiesdisputes.co.nz
http://www.utilitiesdisputes.co.nz/
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Contact us today: 0800 22 33 40 
 
Nga mihi nui 

 
Nanette Moreau 
Commissioner

Interview: Cameron Burrows, CE,
Electricity Retailers Association of NZ
(ERANZ)
 

Established in 2015, the Electricity Retail Association of New
Zealand (ERANZ) represents companies that sell electricity to
NZ customers and businesses (electricity retailers). ERANZ’s
primary objective is to promote and enhance a competitive and
sustainable electricity market for the benefit of customers.  
 
Last September, Cameron Burrows stepped out of the Beehive
and into a different kind of heat, becoming CE of ERANZ during

the widely covered Electricity Price Review.  As the new voice of a sector under the
microscope, Burrows (former Chief Policy Advisor for John Key and Bill English) says the
future is bright, and customers are the number one priority.  
 
What brought you to ERANZ? 
I’m an economist by trade. I moved from the Treasury into Parliament, where I worked
across a huge range of portfolios, from tax to welfare reform to economic policy. 
The Beehive was fast-paced and great fun, there was always something new happening.
But I’m now really enjoying focusing in-depth on one sector that affects all New
Zealanders.  Becoming CE of ERANZ is an opportunity to work on economic issues in a
fascinating sector going through major change. The sector is incredibly complex, so it’s a
steep learning curve for me, but it is a great time to come on board.  
 
What’s your plan for ERANZ? 
We want ERANZ to be an energetic and positive voice for both electricity retailers and their
customers.  My job is to drive that. ERANZ is still a new organisation – established in 2015
– so after three years it’s timely to look at what we’re delivering, whether we’re in the right
place and what needs to change.  
 
We want to put customers at the heart of everything we do. So, a big focus will continue to
be on supporting a competitive electricity market – because that drives the creation of
innovative new products and keeps prices down for consumers. We also want to make
sure we’re helping educate customers on things like how to make sure they’re on the right
plan and how to use their electricity efficiently, so they get the biggest bang for their buck. 

Read more

https://www.utilitiesdisputes.co.nz/UD/WhatsHappening/News/2019/Interview_with_Cameron_Burrows_ERANZ.aspx
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Brochure
 
We have created a new brochure - check this out
on our website 
 
Our brochure is available in the following
languages:

English
Te Reo Māori
Arabic | العربیة
दहनदी | Hindi
Lea Fakatonga | Tongan
简体中文 | Simplified Chinese 
한국어 | Korean
Faa Samoa | Samoan
Español | Spanish 
日本語 | Japanese
ਪਜਹ ਬੀ | Punjabi 
Dari | درى

We can send you some - just let us know how many you want -
r.bellew@utilitiesdisputes.co.nz

Energy Scheme case notes (examples of what we do):

Case number: 73191 
Year: 2018 
Issues: Supply – outage (planned)
frequency, supply – outage
(planned) – damage/loss, customer
service – complaint handling -
delays  
Outcome: Not upheld

Case number: 73789 
Year: 2018 
Issues: Meter – fault, meter –
installation   
Outcome: Complaint upheld
Complaint: In November 2016, the
retailer replaced the electricity meter
to Mr and Mrs P’s irrigation pump.

https://www.utilitiesdisputes.co.nz/UD/Resources/Brochure_and_fact_sheets/UD/Resources/Brochure_and_fact_sheets.aspx
mailto:r.bellew@utilitiesdisputes.co.nz
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Complaint: Mrs P complained about
experiencing four outages in four
weeks. She said the distributor
offered other businesses in her area
generators. Mrs P said the same
offer was not made to her. She said
the outages caused financial loss to
her business.   
 
The distributor said the work carried
out was renewal work for
improvements to the network. It said
all the outages were planned and it
notified relevant customers on the
network. The distributor
acknowledged it did not give Mrs P
sufficient notice for one outage and
offered her a $50 voucher.   
 
The distributor confirmed Mrs P was
on a residential tariff, rather than a
business tariff, so the business
arrangements did not apply.  

Read more

The next day the pump stopped
working. Mr and Mrs P called the
retailer to report the issues with the
pump. The retailer sent a contractor
to inspect the meter installation. The
contractor said the meter was
installed correctly.  
 
Mr and Mrs P asked their electrician
to look at the pump. The electrician
said the pump appeared to be in
reverse. He switched the phase
wires and the pump started working.
The electrician said it was possible
the meter contractor accidently
switched the phase wires when
installing the meter.  
 
After the electrician attended the
property, Mr and Mrs P noticed low
pressure from the pump. They
arranged for an irrigation contractor
to inspect the pump. The contractor
found the pump blocked with
sediment. He said the pump working
in reverse may have caused a surge
in the well and stirred up sediment.
The contractor cleaned the pump
and it worked normally. Mr and Mrs
P said it cost $2,826.12 to repair the
pump. They asked for the retailer to
cover this cost. The retailer refused.  
 
The retailer said there was no
evidence the meter replacement
caused the pump malfunction. It said
the meter was replaced ‘like-for-like’
and the contractor did not touch the
phase wires. The retailer offered
Mr and Mrs P $500 as a good will
gesture. Mr and Mrs P rejected the
offer. 

Read more

http://www.utilitiesdisputes.co.nz/UD/cases/?Ref=332
http://utilitiesdisputes.co.nz/UD/Cases/?Ref=331
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Recent consultation on how we are funded –
Minister approves Board’s proposals (Energy
Scheme)
 
Last year we consulted widely on proposals to amend the way we cover costs of running
the Energy Complaints Scheme. On 18 February, Commerce and Consumer Affairs
Minister, Hon Kris Faafoi approved all the Board’s proposed changes. 
 
In summary the changes mean, from 2020, Transpower and First Gas will see their levies
increase. Their levies will then be adjusted at the same rate as distributors. The Board has
also introduced a minimum $50 levy for all energy providers. This will ensure Utilities
Disputes receives a contribution toward our administrative costs and the work we do for
providers to prevent, educate and resolve complaints outside our investigation of individual
complaints. 
 
The new documents are available on the consultation page of our website. For more
information, please contact James Blake-Palmer on j.blake-
palmer@utilitiesdisputes.co.nz or 04 914 4537.

Should we run a consumer webinar?
 
You may know we run a series of webinars for our membership group. These are
well attended and receive positive feedback. 
 
We want to run a webinar for you and your teams. The aim would be to increase
understanding of the work we do, and how consumers can engage with us and
access our services. 
 
To help us decide how best to approach this, please let us know whether you would
be interested in attending and what sort of information you would like us to cover.
We'd really appreciate your thoughts. 
 
Contact our Manager of Stakeholder Engagement, James Blake-Palmer: j.blake-
palmer@utilitiesdisputes.co.nz or 04 914 4537.

Engaging with key stakeholders -
distributors and the Commerce Commission
 
In February we attended a workshop with the Commerce Commission about energy
providers. We shared information about the electricity issues people complain about,
without sharing any personal information about complainants. 
 

https://www.utilitiesdisputes.co.nz/UD/WhatsHappening/Consultation_-_have_your_say.aspx?WebsiteKey=97962c21-3e07-4a15-9197-9d073aff8919&hkey=f26828b6-21bb-4842-a3f4-ed2b947036b7&Consultation=2#Consultation
mailto:j.blake-palmer@utilitiesdisputes.co.nz
mailto:j.blake-palmer@utilitesdisputes.co.nz
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The aim of this work is to assist the Commission in promoting better outcomes for
consumers. Our involvement recognises our role as the approved scheme for energy
complaints. We have a unique perspective on what affects consumers, and we see real
value in sharing insights to make a positive difference.

Knock knock...ring ring...
 
Sometimes a knock at the door, or a ring on the landline, can offer you a new
contract, which can sound pretty good.  
 
Check the contract, including the fine print, before you sign! Is it a fixed-term
contract? While fixed term contracts typically offer cheaper prices or better perks
than flexible ones, sometimes the rate will be higher in the second half of the period.
Fixed term contracts often involve a fee if you want to switch again before the term is
over.  If your new deal includes a bonus, like a free TV, you may have to return it, or
purchase it outright before breaking the contract.  
 
Questions to ask before you switch 
 
Ask your current provider: 
 
1.    When does my contract end? 
2.    Is there a fee for breaking my contract? 
3.    What is the fee? 
4.    Can you offer me a better plan? 
 
Ask the new provider: 
 
1.    Is it a fixed term contract and what is the term? 
2.    Is there a fee for breaking the contract? 
3.    What’s the best pricing plan for me and my lifestyle? 
4.    What are the payment options? 
 
If you have signed and then have second thoughts, you have five days to change
your mind and cancel, no questions asked. 

What the numbers tell us...
Enquiries and complaints (all schemes) 1 April - 30 March 

(note: current year - up to 24 March only)
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Deadlock complaints and disputes (all schemes) 
1 April - 30 March 

(note: current year - up to 24 March only)
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Copyright © 2019 Utilities Disputes Ltd, All rights reserved. 
 

Our email address is: 
communications@utilitiesdisputes.co.nz 

Call us on: 
0800 22 33 40 

 
Please call or email us to be added to (or removed from) our mailing list.

https://www.facebook.com/utilitiesdisputesltd/
http://www.utilitiesdisputes.co.nz/
https://www.linkedin.com/company/utilities-disputes-ltd
https://www.youtube.com/channel/UCkdq46RcoaJhBdseFH-AmDg
mailto:communications@utilitiesdisputes.co.nz?subject=Please%20remove%20me%20from%20your%20Switched%20On%20mailing%20list

