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SRES Smart Module Three – Best Business Practice 
Let’s look at a registered agent story  

A registered agent story  

Click on the play button to view the video  

Introduction Agent’s Story  

A registered agent improperly created 18,000 small-scale technology certificates, also known as STCs.  

The agent did not undertake any checks of its own to ensure that installations of 120 small-scale solar 
systems had taken place. They created STCs very quickly in order to progress payments to the new retailer 
and on-sell STCs under a commercial agreement. 

The Clean Energy Regulator’s compliance processes identified that the STCs had been improperly created 
because the systems had not been installed. The agency temporarily suspended the registered agent’s REC 
Registry account to prevent further risk and harm to the scheme while enquiries were undertaken. The 
agency considered a number of factors including the volume of improperly created STCs, the reason for the 
contravention, and the agent’s previous compliance history. 

 Following the agency’s investigation, it formed the view that the agent was not reasonably mistaken in 
improperly creating the STCs, as the agent had inadequate compliance processes in place to detect the 
breach and a lack of willingness to make appropriate checks when dealing with new retailer. The Clean 
Energy Regulator commenced civil penalty proceedings against the agent under section 24A of the 
Renewable Energy (Electricity) Act 2000, which were successful. Subsequently, the agency suspended their 
registration as an agent.   

The registered agent, a company, and its director, can be fined by the court a maximum penalty of up to 
$52.5 million and $2.1 million dollars respectively. 

Let’s look at best business practice  

Best business practice  

Registered agents participating in the Small-scale Renewable Energy Scheme are expected to apply best 
practice standards to protect themselves and their customers.  

Registered agents must:  

• Maintain and ensure that business practices enable them to meet their legal obligations. 

mailto:enquiries@cleanenergyregulator.gov.au
http://www.cleanenergyregulator.gov.au/


DLM - Choose an item. 

 

GPO Box 621 Canberra ACT 2601 1300 553 542 enquiries@cleanenergyregulator.gov.au www.cleanenergyregulator.gov.au  2 

• Identify their business risk including exposure to third party fraud and apply due diligence in dealing with 
business partners, contractors and clients.  

Let’s see how you can maintain up-to-date knowledge  

Maintaining up-to-date knowledge  

Keeping your knowledge up-to-date is essential to ensure you apply best practice standards and that you 
meet your legal obligations and responsibilities as a registered agent. 

• The Renewable Energy (Electricity) Act 2000 and the Renewable Energy (Electricity) Regulations 2001 
(accessible at www.legislation.gov.au).  

• Guidance and policies of the Clean Energy Regulator including signing up to receive email alerts and 
updates (accessible at www.cleanenergyregulator.gov.au).  

• Taxation law and GST treatment of small-scale technology certificates. 

• Australian Securities Investments Commission requirements around Australian Financial Services 
licenses and business practices.  

• Australian and state and territory consumer protection laws relevant to your business. 

Let’s have a look at a registered agent story  

A registered agent story 

A solar retailer provided compliance paperwork for a number of solar systems that were not installed or 
supervised by the listed Clean Energy Council (CEC) accredited installer. The retailer provided the paperwork 
with the expectation that the agent would rely on that information to create the small-scale technology 
certificates (STCs). The registered agent was unable to confirm that the installer did the work because they 
didn’t have a process in place to check that installations had taken place according to CEC guidelines. As a 
result, the improper creation of STCs occurred for 60 solar systems  

The outcome  

As a result, the registered agent was subject to compliance action from the Clean Energy Regulator (the 
agency). This action included:  

• immediate, temporary suspension of the registered agent’s account, preventing the creation and trading 
of STCs 

• surrendering the improperly created STCs valued at $400,000 at the time 

• inspecting the installation individually (at the registered agent’s expense) to confirm the installation had 
taken place an in accordance with CEC Guidelines, and  

• publication of the compliance action on the agency website and via the REC Registry broadcast emails, 
damaging the reputation of the registered agent.  

The story is an example of what can happen if you rely on information and do not check the information 
being provided.  

Let’s have a look at risk management 
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Risky Business 

A risk can be defined as an event or circumstance that has a negative effect on you or your business.  

The most common business risk categories are:  

• Strategic  

Decisions concerning your objectives and procedures 

• Compliance 

The need to comply with laws, regulations, standards and codes of practice.  

• Financial  

Your financial procedures. 

• Operational  

Your operational and administrative business procedures. 

• Environmental  

External events that your business has little control over such as unfavourable weather or economic 
conditions.  

• Reputational 

Character and goodwill.  

Let’s look at knowing your customer  

Know your customer  

One way to avoid potential risks is to know your customer, or the businesses you could be working with.  
There are a number of ways you can get to know the businesses you want to engage with:  

Research  

Research the business using an Australian Securities and Investment Commission search and other website 
searches including how long they’ve been in business.  

Search the status of the business’s accounts via the Clean Energy Regulator’s Register of registered persons 
within the REC Registry.  

Reviews 

Review and read referrals from the business’s customers, ideally independently sourced.  

Questionnaires 

Create a questionnaire for the business you want to work with so you can capture their and their staff 
experience in the Small-scale Renewable Energy Scheme (SRES). 

Information  

Provide information to the business you want to work with regarding obligations under the SRES, such as 
educational and promotional material.  
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Let’s look at managing risk  

Risk management plan 

When developing your risk management plan, there are different treatments you should consider for the 
risks to your role as a registered agent.  

Identify the risk  

Undertake a review of your procedures and processes to identify potential risks. Some useful techniques for 
identifying risks are:  

• Evaluate each procedure and identify anything that could have a negative impact.  

• Review your records such as safety incidents or complaints to identify previous risks  

• Consider any external risks  

Assess the risk  

You can assess each identify risk by establishing:  

• the likelihood (frequent) of it occurring 

• the consequence (impact) if it occurred, and  

• document the risk – make a record of your risk assessment.  

TIP: the level of risk is calculated using this formula: 

Level of risk + likelihood x consequence 

Manage the risk  

Managing risks involves developing effective options to deal with them including:  

• Avoid the risk – improve and change procedures and processes, equipment or material to achieve a 
similar outcome but with less risk.  

• Reduce the likelihood and consequence. This could include staff training, documenting procedures and 
policies, complying with legislation, maintaining equipment, practicing.  

• Emergency procedures – keeping records safely secured and contingency planning.  

• Transfer the risk – transfer some or all of the risk to another party through contracting, insurance, 
partnerships or joint ventures. Agents remain liable and accountable for any third parties they transfer 
the risk to.  

• Accept the risk – this may be your only option. 

Monitor and review  

You should regularly monitor and review your risk management plan and ensure the control measures and 
insurance cover is adequate.  

Let’s look at the registered agent story  
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A registered agent story  

A registered agent employed a new staff member to process a large number of small-scale technology 
certificate (STC) application forms. There was a backlog of STC applications that had not been submitted in 
the REC Registry and the installations where now outside the 12 month creation rule.  

The staff member did not know about the 12 month creation rule and that the Clean Energy Regulator (the 
agency) may request a copy of compliance documentation such as a certificate of electrical safety. The STC 
assignment form had been signed by the homeowner within the last 12 months. The staff member used this 
as the installation date when creating STCs in the REC Registry. This resulted in the agent providing false and 
misleading information under section 24 of the Renewable Energy (Electricity) Act 2000 for the improper 
creation of STCs. 

The Outcome  

The agency’s assessment program identified the agent’s improper creation of STCs. The registered agent was 
required to surrender STCs worth over $80,000 at the time. The agent conducted additional administrative 
work as they reviewed all their pending STC creations to ensure they were eligible. The agent was also 
subject to higher levels of audit scrutiny by the agency. This impacted the agent’s cash flow via slower 
average application assessment timeframes.  

This is an example of what can happen if staff have not received adequate training and do not follow 
procedures.  

Let’s look at training and monitoring  

Train and monitor 

Effective systems for training and monitoring is important to ensure all staff employed by a registered agent, 
have up-to-date knowledge and have a clear understanding of all procedures and processes. 

To help staff maintain standard and develop professionally, it is important to have process in place for:  

• training  

• recording, and  

• monitoring. 

Let’s look at how you can provide training for your staff 

Training  

Staff need training on:  

• using administrative systems including the Clean Energy Regulator’s REC Registry  

• small-scale technology certificate (STC) eligibility, obligation and creation 

• procedures 

• record keeping, and 

• other business compliance 
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Induction training  

Any new staff member should undertake appropriate induction training so they understand registered agent 
business requirements, including the procedures they must follow if entering data to the REC Registry. 

Systems training  

Registered agents and the staff that work on their behalf will need to ensure they participate in any training 
they are required to do by their employer. The Clean Energy Regulator expects registered agents maintain 
training that enables their staff follow procedures to ensure proper creation of STCs.  

Refresher training  

Ongoing refresher training may also be required. Where staff are not meeting requirments or errors are 
being made, refresher training may be a viable option.  

Change management training  

Changes in procedures and system will require change management training. This should include training 
around what the change is but also why the change has occurred.  

Peer support 

An internal peer support system is a useful tool for staff to share knowledge about business practices. 
Peer support is also available by accessing further support from industry peak bodies where available.  

Coaching  

Coaching of staff members can be a valuable way to upskill people. If looming to move them into new roles 
or responsibilities. The coaching would be undertaken by a more experienced staff member.  

Let’s look at recording 

Recording  

Records of training activities completed should be maintained.  

This may include:  

• who undertook the training  

• what the training involved 

• when the training occurred, and  

• completion rates or scores of participants.  

Let’s look at monitoring  

Monitoring  

As a registered agent, regulator monitoring in your business will help to ensure that training is occurring and 
that your staff are receiving the support they need. 

Monitoring is most effective when there is regular communication to:  
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• discuss progress 

• identify any further support needed 

• adjust any plans for training as required, and  

• negotiate further opportunities for training.  

Monitoring of staff performance, including error rates and rate of job completion can also highlight the need 
for ongoing training.  

Next page  

Summary  

Trained and educated staff will assist to ensure that errors are minimised, procedures are followed and your 
responsibilities in the creation of small-scale technology certificates will be adhered to.  

Regular monitoring of staff performance, including data entry, procedures and record keeping will also help 
to ensure your business remains compliant.  

Next page  

Summary of best business practice  

Registered agents are expected to apply best practice standards to protect themselves and their customers.  

It is important that registered agents:  

• Maintain up-to-date knowledge of the Small-scale Renewable Energy Scheme (SRES) and ensure 
business practices meet the responsibilities under the relevant legislation. 

• Ensure customers, installers and other business partners are provided with clear information about the 
SRES, particularly the eligibility requirements.  

• Apply due diligence and conduct background checks when dealing with business partners, contractors 
and clients.  

• Identify business risks and exposure to third party fraud.  

• Maintain training and monitoring systems that all staff follow to ensure proper creation of small-scale 
technology certificates.  

Next page 

Congratulations!  

You have completed Module Three – Best Business practice 

Complete SRES Smart Module One –Knowledge check  

Retake Module Three 

Exit Module Three 
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