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Question Answer 

Why did you implement Power of 
Choice? 

The Federal Government implemented a series of changes to the Nation 
Electricity Market (NEM) in response to the Australian Electricity Market 
Commission’s (AEMC) Power of Choice review. These reforms aim to provide 
more opportunities for consumers to understand their electricity usage 
patterns. As part of the reform Distributors (like Energex and Ergon Energy 
Network) were to refrain from also acting as a Meter Provider in the market 
for new or changing installations. 

Why are my jobs being delayed or 
rescheduled? 

We understand that delays to your work can be frustrating. 

We aim to never reschedule a booked appointment, and will only do so if 
there has been a significant weather event or an industry incident that 
requires immediate attention. 

Jobs that don’t require an appointment may be rescheduled or delayed due to 
a variety of reasons: 
• Crew capacity 
• Coordination requirements with another party (e.g. Meter Provider) 
• Unexpected emergency work 
• Recently found Network augmentation requirements 

My new connection looked like it was 
scheduled, but now it is on hold? 

Your job could be on hold for a number of reasons. One of the most common 
is that when our crew got to site to connect supply they realise that the pillar 
requires an upgrade before they can connect. 

One of the ways to help us update the pillar prior to attempting to connect is 
doing a quick check for spare fuses in the pillar yourself. You can then let us 
know on your EWR if we need to add some more. 

Note: If you aren’t sure if there is 3ph supply available to the pillar you want to 
use and you are connecting a 3ph supply – make sure you submit a Connect 
Enquiry before submitting your EWR! We can check the supply to the pillar and 
instigate any necessary Network Upgrades ASAP. 

Sometimes when I call the Contractor 
line I get given different or conflicting 
information about the one job 

We do our best to train our Contact Centre staff consistently and get them 
across industry standards and information. 

However, please remember that our Contact Centre staff are not technically 
trained staff and do not have Electrical qualifications. 

If you have more technical information about where you can install a property 
pole, how to wire your switchboard, drilling holes for Type 4 metering etc you 
would be best to contact our Technical Advice Team on 1300 762 397 
(Option 1) 
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Question Answer 

I find the Portal frustrating to navigate 
and understand. 

Did you know there is support information for the Portal once you log in? On 
your black tool bar there is an option for “Support” 

If you hover over this with your mouse different options that are available for 
use. 

How do I update my details in the Portal 
after I’ve already registered? 

If you go to the “MyProfile” section of the Portal, you can view your existing 
registration details and also choose to update them. 

In this section you can also manage how you receive your notifications about 
different jobs. 

Fact: Did you know that you can have a different number or email address receive 
notifications for your jobs, rather than the information you registered with? 

I’m not sure what to do when I’m told 
my Negotiated Connect has been 
unlocked 

When your contract is unlocked you will receive an automatically generated 
email to let you know. Usually this is done when our Connections team need a 
bit more information from you. 

Log into the Portal and locate the Connection Application (Connect) they 
unlocked and choose to “View” – this will show you both the request from 
Connections and allow you to edit the application. 

Once you’ve updated the application with the requested information, simply 
hit “Submit” again to resend it to the Connections team. 

If you’re unsure what you need to provide, you can contact the contractors 
line on 1300 762 397 (choose Option 2, 3, or 4 depending on what your 
application was for) 

Note: Resubmitting after providing extra information does not reset your 65 day time frame. 

How do I get a controlled load on a 
multi-tenancy site? 

Did you know that if you want a controlled load included you cannot use the 
“Multi-Unit Dwelling” action on the Connection/Supply EWR? 

You cannot select “install controlled load” as a secondary supply option when 
using the Multi-Unit Dwelling action. This means that the Retailer and Meter 
Provider will not be given any information relating to a controlled load and 
Energex won’t install relays. 

If you want to install controlled load on a Multi-Tenancy site there are two 
options: 
• Organise with the New Connections Team and then once supply is 

connected submit ‘adds & alts’ paperwork to install the controlled load on 
the appropriate NMIs, or 

• Individually submit a New Connection EWR with an “Add Meter (H/W or 
Controlled Load)” secondary service selected. 

Note: you can use the copy function in the portal if you do this 
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