
1Clean Energy Regulator     Regulator Performance Framework Self-Assessment Report 2016

Regulator Performance Framework 
Self-Assessment Report

2015-2016



2 Clean Energy Regulator     Regulator Performance Framework Self-Assessment Report 2016

Published by the Clean Energy Regulator 
ISSN 2200-937

© Commonwealth of Australia 2016

This work is licensed under the Creative Commons Attribution 3.0 Australia Licence.  
To view a copy of this licence, see www.creativecommons.org/licenses/by/3.0/au/. 

The Clean Energy Regulator asserts the right to be recognised as author of the original 
material in the following manner:

© Commonwealth of Australia (Clean Energy Regulator) 2016

Clean Energy Regulator contact details

Mail  GPO Box 621 
Canberra ACT 2601

Phone  1300 553 542 if calling within Australia 
+61 2 6159 3100 if calling from overseas 
13 14 50 translating and interpreting service 
133 677 TTY service  
1300 555 727 speak and listen service

Email enquiries@cleanenergyregulator.gov.au

Website www.cleanenergyregulator.gov.au

Regulator Performance Framework Self-Assessment contact details

For enquiries about this report please contact:

Team Leader | Clean Energy Regulator 
Deregulation, Legislation and Governance  
Office of the General Counsel 
Clean Energy Regulator

Phone: 02 6159 3273

Email: enquiries@cleanenergyregulator.gov.au 



3Clean Energy Regulator     Regulator Performance Framework Self-Assessment Report 2016

  Foreward from the Chair               4

Overview 5 

About the Clean Energy Regulator  5

About the Regulator Performance Framework  6

Summary 7

Self-assessment at a glance 8

Detailed self-assessment  9

KPI 1: We do not unnecessarily impede the efficient operation of regulated entities 9

KPI 2: We communicate with regulated entities in a clear, targeted and effective manner 17

KPI 3: Our actions are proportionate to the regulatory risk being managed 27

KPI 4: Compliance and monitoring approaches are streamlined and coordinated 32

KPI 5: We are open and transparent in our dealings with regulated entities 39

KPI 6: We actively contribute to the continuous improvement of regulatory frameworks 43

Appendix A: Table of documents and materials 48

Appendix B: Summary of responses from validators 50

Appendix C: Examples of published timeframes for decisions 51

Appendix D: Agencies with whom we have MoUs and information sharing agreements 52

Appendix E: Sample communications 53

Contents

1

2

3



4 Clean Energy Regulator     Regulator Performance Framework Self-Assessment Report 2016

Foreword from the Chair

I am pleased to present the Clean Energy Regulator’s first  
Self-Assessment Report.  

The Regulator Performance Framework established Key 
Performance Indicators for all regulators to consider.  
This report demonstrates how we are performing against 
each of these measures when interacting with our clients, 
and other stakeholders whilst carrying out our functions. 

In the four years since establishment, the agency has 
demonstrated an ability to implement, administer and 
monitor complex policies seamlessly and reliably. Our 
philosophy is to achieve high levels of compliance in the 
schemes we administer by making it easy for our clients  
to work with us.  

The Clean Energy Regulator has been required to put 
into effect a series of major changes to the legislation we 
administer, often within short timeframes. With each change 
we have undertaken extensive outreach activities to educate 
our clients and identify opportunities to refine our practices 
and processes, to deliver efficiencies for both ourselves and 
our clients.

We actively seek feedback to ensure that we are responsive 
to clients’ immediate and future needs. We publish a wide 
range of resources and guidance materials and regularly 
engage in discussions, workshops and other forums.

Importantly, we know that mechanically administering the 
law is not enough. We exercise choice in where we focus 
our energies and resources to best achieve the objectives 
of our schemes. This is expressed in our risk appetite, 
which balances the need to reduce regulatory burden with 
proactive identification and management of risks. 

We are proud of the results in this report as they 
demonstrate our commitment to good regulatory practice 
since the agency’s inception. The benefits of our approach 
are seen in consistently high compliance rates, strong 
participation in voluntary schemes, and positive feedback 
from our clients and stakeholders. 

We recognise that there are, and will always be, opportunities 
to improve our performance.  We will continue to adapt 
to changes in our operating environment and that of our 
clients.  In particular, over the next twelve months we will 
enhance coordination and consistency across our schemes, 
to simplify processes and reduce duplication.   
 
At the same time we will continue to mature the application 
of our risk framework based on deeper understanding of our 
clients and of the impact of our activities. 

I look forward to another productive year. 

 

Chloe Munro

Chair, Clean Energy Regulator
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Overview

About the Clean Energy Regulator

Purpose

Our purpose is to accelerate carbon abatement  
for Australia.

As an economic regulator, we administer schemes 
that work together to measure, manage, reduce or 
offset Australia’s carbon emissions.

Functions 

During 2015–16 we administered the:

 › Emissions Reduction Fund

 › National Greenhouse and Energy Reporting 
Scheme

 › Renewable Energy Target, and

 › Australian National Registry of Emissions Units.

More details about each of these schemes can be 
found on the Clean Energy Regulator’s website and 
Annual Reports (links are provided at Appendix A).

Responsibilities 

In administering these schemes, we are responsible 
for:

 › providing education and information on the 
regulatory schemes

 › monitoring, facilitating and enforcing compliance 
with each regulatory scheme

 › collecting, analysing, assessing, providing and 
publishing information and data

 › managing the validity of the supply of renewable 
energy certificates and carbon units, and 
maintaining the secure registry systems in which 
their ownership is recorded

 › accrediting auditors for the National Greenhouse 
and Energy Reporting Scheme and Emissions 
Reduction Fund, and

 › working with other law enforcement and 
regulatory bodies.

We operate in a dynamic environment, which 
requires us to be responsive to government priorities 
and clients while also ensuring we are independent 
and highly competent in carrying out our 
responsibilities. Supporting clients1 to participate in 
our schemes and comply with scheme requirements 
is a critical focus for us.

 
 

 
 
Establishment 

Our agency was established on 2 April 2012 as  
an independent statutory authority under the  
Clean Energy Regulator Act 2011.

Minister

During 2015–16 we operated within the Environment 
portfolio and the Minister for the Environment was 
the Hon Greg Hunt MP.

Objectives

Our objectives describe the type of regulator we 
aspire to be, the relationships we need to build, and 
our approaches to allocating resources and investing 
in our operations.

Engaged, active and compliant clients

Participation in some parts of our schemes is 
voluntary. To be effective, the schemes need to 
attract and retain a strong base of clients who meet 
the requirements successfully and benefit from the 
schemes’ initiatives.  
 
The schemes also impose obligations which must  
be met. We want our clients to be informed, capable 
and willing to comply.

Efficient and effective administration 
 
As an agency operating for the public good we have an 
obligation to be efficient and effective. In response to 
the government’s deregulation agenda, we continuously 
look for ways to do things more efficiently for us and 
our clients.

A trusted, relevant and expert institution

To address the challenge of reducing carbon 
emissions, we need to operate for many years as 
a capable trusted agency, relied on to make sound 
decisions based on excellent knowledge and data.

Secure and enduring infrastructure.  
 
Our changing policy environment and client base and  
the need to operate efficiently mean that we need 
resilient and adaptable long-term processes and  

systems as well as reliable data.

1

1 Scheme participants and their professional advisers
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About the Regulator Performance 
Framework 

Background

The Australian Government released the Regulator 
Performance Framework in October 2014 as part of 
its commitment to reduce the cost of unnecessary or 
inefficient regulation. This framework establishes a set 
of key performance indicators (KPIs) articulating the 
Australian Government’s overarching expectations of 
regulator performance: 

 › regulators do not unnecessarily impede the 
efficient operation of regulated entities

 › communication with regulated entities is clear, 
targeted and effective

 › actions undertaken by regulators are proportionate 
to the regulatory risk being managed

 › compliance and monitoring approaches are 
streamlined and coordinated

 › regulators are open and transparent in their 
dealings with regulated entities, and

 › regulators actively contribute to continuous 
improvement of regulatory frameworks.

Regulatory agencies must undertake annual self-
assessment reports against measures established 
under the KPIs, which are validated by external 
stakeholders. The framework does not specify a 
process or format for self-assessments or obtaining 
external validation. 

Our approach

We welcome this process as an opportunity to assess 
our performance as a regulator, help drive continuous 
improvement in our performance, and engage with 
other regulatory agencies to share insights and 
experience.

We minimised the burden on our clients in 
undertaking our self-assessment by drawing on 
available data including our Annual Client Survey and 
feedback from workshops, webinars and other client 
engagement activities.  

Clients and validators

The clients participating in our schemes are highly 
diverse. They are involved in a wide variety of 
industries and activities, and include entities ranging 
from large corporations and organisations through 
to small businesses and individuals. We have a strong 
focus on understanding and effectively serving our 
full spectrum of clients.

The validators of our self-assessment report were:

 › Mr Peter Castellas, Chief Executive Officer, Carbon 
Markets Institute

 › Mr Alex Gosman, Chief Executive Officer, Australian 
Greenhouse Industry Network, and

 › Mr Kane Thornton, Chief Executive, Clean Energy 
Council.

These validators are from peak bodies representing 
a broad cross section of clients participating in our 
schemes.

 
2 http://www.cleanenergyregulator.gov.au/About/Accountability-and-reporting/Regulator-Performance-Framework

Development of our  
self-assessment

MAY 2015

We develop specific measures in 
consultation with stakeholders2 

JUNE 2015

The Minister for the Environment 
approves the measures for publication

JULY 2015 - JUNE 2016

We assess our performance against the 
measures

OCTOBER 2016

Our self-assessment is externally 
validated
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Performance in 2015–16 and 
opportunities for continuous 
improvement

Our self-assessment shows the activities we 
undertook and outputs we delivered during 2015–16 
demonstrate achievement against each of our 
specific measures under the Regulator Performance 
Framework. 

We are pleased with this outcome. It reflects our 
commitment to good regulatory practice since our 
agency’s inception. 

We also recognise that there are, and will always 
be, opportunities to continue to improve our 
performance as a regulator. Specifically, this self-
assessment identified that we could continue to 
enhance our performance in the following areas:

 › administering our schemes in a way that 
maximises coordination and consistency, 
simplifies processes and minimises duplication

 › understanding of our clients and the impact of our 
activities

 › sophistication and effectiveness in applying risk-
based approaches

 › continued focus on client education, and

 › ongoing focus on maximising value from data we 
collect. 

Our achievements and areas for continuous 
improvement are summarised in the table below and 
described in detail in Section 3 (see page 9).

Approach for 2016–17  
self-assessment

As this is our first self-assessment report, we 
have provided relatively detailed descriptions of 
the activities that are relevant to the Regulator 
Performance Framework. 

In the future we intend to focus our self-assessment 
on our progress in identified areas of opportunity 
for continuous improvement, rather than reiterating 
material covered in this self-assessment report. We 
will also document any significant new initiatives 
under the KPIs.

Based on our experience undertaking this first 
self-assessment, in future years we will refine the 
measures identified against each of the KPIs to 
remove duplication and tailor the effectiveness of  
the measures in assuring the quality of our  
regulatory performance. 

Summary of validator responses

Our validators assessed whether the documentation, 
case studies and client feedback set out in our 
report demonstrated performance against each of 
the measures. This assessment was overwhelmingly 
positive:

 › the vast majority of the responses from the 
validators either strongly agreed or agreed that the 
material in the report demonstrated performance 
against the measures, and

 › none of the responses disagreed or strongly 
disagreed that the material in the report 
demonstrated performance against the meaures. 

The responses are shown in Appendix B. 

Our validators also provided us with positive and 
constructive feedback about our performance 
against the KPIs and opportunities for improvement.

 › engagement activities

“This is probably the best administered 
department in the Australian Public 
Service. The service is beyond reproach.” 
Participant in the Annual Client Survey

Summary
2
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 › information systems and databases, and 

 › training, knowledge dissemination and anticipatory 
planning. 

However, we recognise the need to continue to improve 
our knowledge and understanding of our clients and their 
operating environments to maximise our effectiveness in 
administering our schemes. This will be an ongoing focus for 
the agency. 

KEY PERFORMANCE INDICATOR PERFORMANCE IN 2015–16 
OPPORTUNITIES FOR IMPROVEMENT  
OR ONGOING FOCUS3 

KPI 1: We do not unnecessarily impede the 

efficient operation of regulated entities

 › Undertook a broad range of activities to 

support cross-agency knowledge of clients, 

their operating environment and interaction 

with schemes.

 › Proactively sought to avoid unintended 

negative impacts from our activities.

 › Implemented initiatives to monitor and 

reduce compliance costs associated with 

our activities.

 › Continue to focus on activities and initiatives to build 

understanding of clients.

 › Use information from systematic assessment of 

client burden associated with our activities to more 

effectively evaluate and target opportunities to 

reduce client costs and improve client experience.

 › Ensure ongoing focus on embedding consistent, 

best practice approaches in administering our 

schemes.

KPI 2: We communicate with regulated 

entities in a clear, targeted and effective 

manner.  

 › Provided extensive guidance and clear advice 

to support engaged, active and compliant 

clients.

 › Tailored our client engagement about 

changes in practices, policies and service 

standards.

 › Upheld a rigorous and transparent approach 

to decision-making.

 › Continue to develop our client education services 

and tools, recognising their critical role in optimising 

compliance with schemes and supporting client 

participation.

 › Continue to enhance systems that support 

coordinated approaches in our dealings with clients.

KPI 3: Our actions are proportionate to the 

regulatory risk being managed 

 › Risk-based, proportionate approach 

to regulatory activities, which is clearly 

articulated and regularly reviewed.

 › Adopted a range of regulatory responses 

that can be tailored to reflect circumstances, 

including the compliance history of clients. 

 › Continue to enhance our approaches to assessing 

risk, to maximise our effectiveness in protecting the 

integrity of schemes while minimising unnecessary 

regulatory activities.

KPI 4: Our compliance and monitoring 

approaches are streamlined and coordinated.

 › Risk-based approach to monitoring and 

inspection activities, which balance the need 

to protect the integrity of schemes with 

mitigating client burden. 

 › Streamlined use of data within our agency to 

avoid unnecessary information requests.

 › Coordinated and shared information with 

other agencies to support respective 

activities and reduce duplication.

 › Continue to develop systems to support up-to-date 

and integrated dissemination of client information 

across our agency.

 › Focus on the operational needs of clients in giving 

notice of audits and explaining their objectives.

KPI 5: We are open and transparent in our 

dealings with regulated entities. 

 › Provided multiple feedback channels for 

clients.

 › Clearly explained our risk-based approach 

to regulation and our areas of focus through 

publications and communications with 

clients.

 › Provided timely and accessible performance 

reporting.

 › Continue to refine our processes for collecting and 

assessing client feedback.

KPI 6: We actively contribute to the 

continuous improvement of regulatory 

frameworks.

 › Supported understanding and trust in 

regulatory frameworks through strong client 

and broader stakeholder engagement and 

relationships.

 › Provided inputs into and informed processes 

to develop and enhance regulatory 

frameworks.

 › Provided data and information to support 

policy development and evaluation, 

programs and reporting.

 › Ensure ongoing focus on maximising the benefit 

from the data we collect, particularly through 

collaboration.

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Self-assessment at a glance

3 A number of these issues are relevant to multiple KPIs.
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Detailed self-assessment
KPI 1: We do not unnecessarily impede the efficient 
operation of regulated entities

Measure 1.1

3

Outputs and activities

We interact with a diverse and dynamic group of 
clients operating in a wide range of sectors across 
the different schemes we administer. We need a 
strong understanding of these clients and their 
sectors to effectively support them to meet their 
obligations and drive participation in our voluntary 
schemes. Therefore we invest significant time and 
resources in developing, reviewing and continuously 
improving our knowledge base, including through:

 › obtaining intelligence through our ongoing 
interactions with clients  

 › participating in industry consultation forums and 
undertaking client engagement activities

 › maintaining and improving our information 
systems and databases, and 

 › training, knowledge dissemination and anticipatory 
planning. 

We recognise the need to continue to improve our 
knowledge and understanding of our clients, and this 
will be an ongoing focus for our agency.

Training, knowledge sharing and anticipatory 
planning 

Staff knowledge about client and industry 
developments is supported through a range of 
activities including: 

 › daily media alerts

 › weekly staff newsletters which include updates 
about developments affecting clients and their 
industries, and

 › regular presentations on current and emerging 
issues.

We also undertake strategic planning, priority setting 
and risk assessment to enhance our foresight and 
ability to anticipate change.
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3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Documented knowledge 
base of regulated entities, their 
environment and issues impacting 
them.

B) Demonstrated review and 
continuous improvement of the 
knowledge base of regulated 
entities.

We demonstrate understanding of the operating environment of 
the industry, or organisation, or the circumstances of individuals 
and the current emerging issues that affect the sector.1

Continue to build understanding of clients and enhance systems 
that support coordinated client information across our agency.

Summary
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Consultation and Engagement

We participate in regular forums with clients and 
industry representatives to provide information about 
our expectations and approach in administering 
our schemes and to gain insight into the issues 
affecting clients. We also undertake a range of other 
engagement activities with clients, industry experts 
and other stakeholders, including attending and 
participating in conferences and seminars, providing 
briefings to industry associations, and engaging in 
workshops and one-on-one meetings.

Industry peak bodies

We engage with peak industry bodies,  
including the:

 › Australian Industry Greenhouse Network

 › Carbon Market Institute

 › Clean Energy Council 

 › Australian Solar Council 

 › Energy Networks Association 

 › Energy Retailers Association of Australia

 › Energy Supply Association of Australia

 › REC Agents Association 

 › Energy Efficiency Council

 › Australian Local Government Association

Consultation forums

We engage with forums managed by the  
Clean Energy Council, including monthly solar 
photovoltaic forums and regular solar installer 
information sessions.

We have established the National Greenhouse and 
Energy Reporting Scheme Client Reference Group. 
This is a consultative forum that meets monthly and 
includes around 20 National Greenhouse and Energy 

Reporting Scheme reporters.

The Business Reference Group was a business 
consultative forum established in 2012 to focus on 
issues of strategic importance in the schemes we 
administer and met through to May 20164.

 
 
 
 
 
 

Industry conferences and events

We attended around 15 conferences, including:

 › Solar 2016 Conference – presented on ‘Big 
Opportunities for Commercial and Industrial  
Scale Solar’

 › Australian Emissions Reduction Summit – 
coordinated panel discussion with Department of 
the Environment and AusIndustry, and hosted a 
panel on the Safeguard mechanism

 › Waste Conference 2016 – held workshop on 
opportunities for local councils in the Emissions 
Reduction Fund 

 › Annual Clean Energy Summit

 › All-Energy Australia Conference 

Workshops and training sessions

Face-to-face workshops and training sessions 
included:

 › workshops for registered auditors and contractors

 › face-to-face training for reporters under the 
National Greenhouse and Energy Reporting 
Scheme 

 › workshops on the introduction of the Safeguard 
mechanism (see Measure 2.2), and

 › workshops with participants in the Small-scale 
Renewable Energy Scheme (see Measure 6.1). 

More than 500 people attended our client workshops 
in 2015–16.

Site visits

Agency staff and Regulator members undertook a 
number of site visits, including to:

 › the official opening of Australia’s largest utility-scale 
solar photovoltaic power plants in Nyngan and 
Broken Hill, and

 › National Greenhouse and Energy Reporting 
Scheme facilities in industries including oil and gas, 
coal mining, electricity generation, alternative fuels, 
manufacturing and waste.

Webinars

We run live interactive online presentations covering 
a broad range of topics to increase our clients’ 
understanding of our schemes and online systems. 
We provided 22 webinars in 2015–16 attended by  
450 clients.

4 In May 2016 the members agreed that the Business Reference Group was no longer required given the range of other consultation forums, strong 
understanding of schemes within the group, and opportunities for members to engage directly with the agency. We are considering future options for the 
most effective ways to continue to engage with key clients.
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Information systems, databases and 
publishing of information

Access to up-to-date, consolidated information 
about our clients and their sectors across the agency 
is critical to the administration of our schemes 
(while complying with our obligations related to the 
use of information, see Measure 4.1). We made a 
significant improvement to our capacity in this area 
in 2015-16 through integrating our client records (see 
case study). We continue to seek opportunities to 
enhance our systems and practices. 

 
 
 
We document and disseminate information through 
key corporate publications, including our Corporate 
Plan, Annual Report, and Renewable Energy Target 
Administrative Report and Annual Statement, as well 
as in the registries, report and scheme databases 
available on our website. We are making this 
information accessible through innovative formats, 
such as the interactive map of Emissions Reduction 
Fund projects available on our website5. 

5  http://www.cleanenergyregulator.gov.au/maps/Pages/erf-projects

CASESTUDY
Integrating client information

In 2015 we consolidated our client relationship management system. The result is an integrated record of 
our dealings with clients across all schemes, including:

 › an up-to-date record of client conduct and compliance under different schemes, and

 › access to client enquiries and responses. 

Having this single, holistic view improves our whole-of-agency awareness about clients and their 
industries, and facilitates better coordination across our agency.

We are supporting this consolidation of client information through other initiatives including the 
progressive automation of scheme forms and reporting, which enables us to store collected information 
in central systems (see Measure 1.2 for more details).

“Information was changing because 
the scheme design was still being 
determined, this was just the 
situation. The Clean Energy Regulator 
staff are VERY helpful and well 
informed.” 
Participant in Annual Client Survey
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We survey our clients annually to understand what they think about our overall agency 
performance, staff performance, regulatory burden and preferred communication channels.

A total of 330 clients from across all our schemes participated in our survey  
in 2015–16. 

Key findings indicated a strong overall performance:

 › 84 per cent of respondents agreed we are doing a good job

 › 84 per cent of respondents agreed they have an effective working relationship with us

 › 82 per cent of respondents agreed we perform our functions effectively

 › 76 per cent of respondents agreed we effectively engage with our clients. 

Results and feedback from the client survey is disseminated across the agency to identify 
areas for further improvement. 

We have included relevant survey results throughout this report. 

Annual Client Survey—understanding  
client perceptions about our performance

SNAPSHOT

6 The questions in the Annual Client Survey did not have a 100 per cent response rate. The figures set out in this report refer to the responses provided 
by survey participants.

CLIENT FEEDBACK ON MEASURE 1.1

Our staff demonstrate knowledge of their sector, industry or organisation:

of survey participants agreed of survey participants disagreed6

Satisfaction at our level of engagement at industry events we attended:

of survey participants agreed of survey participants disagreed

Our material at industry events was relevant to attendees:

of survey participants agreed of survey participants disagreed

7%

3%

74%

86%

2%91%
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3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Regular, ongoing consultations 
or engagement with stakeholders 
including independent experts, 
service providers and industry 
associations. 

B) Documented responsiveness to 
feedback from regulated entities, 
including feedback from existing 
complaint mechanisms and 
surveys of regulated entities.

We take actions to minimise the potential for unintended 
negative impacts of regulatory activities on regulated entities or 
affected supplier industries and supply chains.1

Continue to refine our engagement activities and feedback 
mechanisms to minimise the risk of our activities having 
unintended negative impacts. 

Summary

Measure 1.2

Outputs and activities 

We recognise there is potential for our regulatory 
activities to have unintended negative impacts and 
we take actions to mitigate and address this risk. Our 
strategies include:

 › building a strong, practical understanding 
of clients, their sectors, and their operating 
environment, through engagement activities and 
consultation forums (see Measure 1.1)

 › consulting with clients, independent experts, 
industry associations and other stakeholders 
before implementing changes in policies and 
practices. For example, as described further in 
Measure 2.2, we undertook consultation and 
engagement to support the implementation of 
the safeguard mechanism. This included hosting a 
series of client workshops and technical working 
groups with members of the Australian Industry 
Greenhouse Network, and

 › learning from and responding to client enquiries 
and complaints.

We are continuing to refine our engagement 
activities and feedback mechanisms. 

 

 
 

Learning from client enquiries and complaints

We document and analyse client enquiries to assist 
us in understanding and responding to client needs 
and concerns about scheme administration. This 
includes:

 › logging enquiries and responses on a daily basis, 
and producing monthly reports mapping different 
types of enquiries received across each of the 
schemes

 › using the client relationship management system 
to help identify client needs and concerns, and

 › assessing feedback from engagement activities 
and surveys (see Measure 5.2).

Our complaints handling policy also assists in 
addressing circumstances where our activities may 
be causing unintended negative consequences. 
Specifically, our policy requires us to consider if there 
are any systemic issues arising from complaints. 

As described in Measure 1.1, we are continuing to 
develop and enhance our client information systems 
and analysis, particularly to assist integration across 
schemes. 
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CASESTUDY 
Online forms

Improving client experience and efficiency

We are progressively moving to online forms for processes that are high volume or require 
structured use of information. This information is stored in central systems, improving our 
efficiency and providing benefits for clients such as:

 › enabling pre-population of forms with existing information to reduce administrative burden 
and the risk of inadvertent errors, and to improve data integrity, and

 › in some instances, immediately notifying a client if they will not meet the relevant 
requirements, reducing unnecessary time and delay in completing the form and waiting for  
a response.

We consulted with clients to obtain their input and reduce the risk of unintended negative 
impacts, such as incompatibility with client systems. For example, when developing online 
Emissions Reduction Fund project and crediting forms we consulted about form design, and 
conducted external user testing with clients.
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3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Demonstrated engagement with 
similar organisations, including where 
relevant international agencies, to 
learn from peer experiences and 
share better practice. 

B) Documented initiatives to  
reduce the regulatory burden 
including the costs of compliance.

We implement continuous improvement strategies to reduce the 
costs of compliance for regulated entities. 1

Use our client cost assessments to more effectively target 
improvements in our practices. 

Seek opportunities to simplify processes and reduce duplication. 

Continue to enhance the consistency and effectiveness of our 
regulatory practices.  

Summary

Measure 1.3

Outputs and activities 

We undertake a range of continuous improvement 
strategies and activities to help reduce the cost of 
compliance for clients, including:

 › systematic processes for calculating the costs to 
clients of our regulatory activities

 › initiatives to reduce client costs, and 

 › learning from peers about better practices through 
collaboration across our agency, engaging with 
other agencies and learning from international 
experiences.

We recognise that minimising the costs associated 
with our activities is a critical issue for clients, and 
the Annual Client Survey results below reflect 
that a proportion of our clients consider there are 
opportunities to streamline processes. 

Therefore, we are continuing to refine and improve 
our approach in this area. For example:

 › more effectively using the information we obtain 
from assessing client costs to target improvements 
in our practices to maximise client benefit 

 › seeking opportunities to simplify processes and 
reduce duplication, and

 › continuing to enhance the coordination and 
consistency of our regulatory practices. 
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7 The Renewable Energy Certificate Registry is our online system which allows Renewable Energy Target participants to create, transfer and surrender 
renewable energy certificates.

8 The Emissions and Energy Reporting System is the online system through which participants in the National Greenhouse and Energy Reporting 
Scheme can submit energy and emissions reports.

CLIENT FEEDBACK ON MEASURE 1.3

Our processes for complying with schemes are reasonable:

of respondents agreed of respondents disagreed

There is not excessive duplication of processes across multiple schemes:

of respondents agreed of respondents disagreed

16%

6%

66%

64%

Activities and initiatives to reduce client 
burden

Activities and initiatives we have undertaken to reduce 
client burden or enhance their experience include:

 › Automating forms. As described in Measure 1.2, 
we are progressively moving to the use of online 
forms, improving our efficiency and creating 
benefits for clients.

 › Prioritising assessments. We have established a 
‘triage’ system to separate routine and complex 
assessments for certain processes. This enables us 
to improve processing times. For example, triaging 
of the Emissions Reduction Fund process reduced 
processing times by 50 per cent compared with 
applications under the preceding Carbon Farming 
Initiative.

 › Removing duplication in reporting. For example, 
relevant participants under the Small-scale 
Renewable Energy Sheme no longer need to 
submit a separate annual return of electricity 
generated if their requirements are already met 
through ongoing reporting to the Renewable 
Energy Certificate Registry.7

 › Improving the Emissions and Energy Reporting 
System. We are progressively improving the 
Emissions and Energy Reporting System8 based on 
client feedback to enhance user experience. For 
example, improving the user interface, adding built-
in calculators for some functions and enhancing 
report generating capability and readability.

Learning from peers about better practice

We have been proactive in engaging both internally 
and externally to learn from peer experience and 
share better practices, for example:

 › establishing an internal compliance community of 
practice in 2015 to share knowledge and stimulate 
innovative thinking about how we manage 
compliance

 › seeking opportunities to enhance our approach 
for accrediting and managing auditors, including 
consulting the Auditing and Assurance Standards 
Board and the Australian Securities and 
Investments Commission

 › contributing to informal and formal communities 
of practice for Commonwealth regulators on 
regulatory practices, including reducing client 
burden 

 › arranging visits from representatives of overseas 
agencies, and drawing on international case 
studies and experience for staff training and 
development, such as courses run by the Australia 
and New Zealand School of Government.
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Outputs and activities 

Providing clear, accessible and targeted information 
to clients is critical to attracting and retaining a strong 
base of clients who meet the requirements of the 
schemes we administer. This is underpinned by:

 › a range of guidance and education activities, and

 › service standards and assurance processes to 
support the provision of accurate, accessible and 
timely information.

 

Service standards and assurance

We support the provision of accurate, accessible and 
timely information through our policies and processes 
that:

 › set expected standards in responding to clients and 
stakeholders  

 › provide guidance for staff to help assure 
consistency, quality and accessibility in our 
communication materials, and

 › ensure materials we provide for clients have been 
appropriately checked for accuracy.

We updated more than 2 000 pages on our website 
in 2015–16 as part of providing up-to-date and timely 
information to our clients.
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3

A) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Timely publication of accurate and accessible information sufficient to  
facilitate regulated entities’ understanding and compliance with  
their obligations.

We provide guidance and information that is up-to-date, clear, 
accessible and concise through media appropriate to the target 
audience. 1

Continue to develop client education services, recognising their 
critical role in optimising compliance and supporting scheme 
participation.

Summary

KPI 2: We communicate with regulated entities in a clear, targeted 
and effective manner

Measure 2.1
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Information materials

We provide a range of material to support client 
understanding of our schemes including:

 › information about our schemes and how we 
administer them, presented in a range of forms 
including animations and infographics 

 › guidance, guidelines, Frequently Asked Questions 

 › media updates, and

 › subscription email services for scheme updates.

The information we provide to the public is utilised 
extensively. In 2015–16 there were more than  
175 000 visitors to our website and more than 1.2 
million page views. 

Client education

We recognise that to effectively contribute to 
building client capability we need to provide 
tailored education services developed from a client 
perspective. This is supported by:

 › a dedicated Client Education team which informs 
development of our client education products and 
events

 › a Contact Centre, which assists to build client 
capability from the first point of contact through 
explanations and referrals (see Measure 2.4), and

 › involvement across the agency in education 
activities.  

The range of education services and materials we 
provide to clients includes:

 › workshops, information sessions and webinars  
(a snapshot of these activities is provided in 
Measure 1.1) 

 › inductions for scheme entrants—for example, 
inductions provided to agents entering the 
Small-scale Renewable Energy to explain their 
obligations and our expectations of them, and 

 › interactive education tools and online decision-
making tools, such as calculators to assist National 
Greenhouse and Energy Reporting Scheme 
participants and decision trees to assist Emission 
Reduction Fund participants. 

While these activities have contributed to the 
successful implementation and administration of 
our schemes, we recognise there are opportunities 
for continued enhancement. This is reflected in the 
Annual Client Survey results below showing that a 
proportion of clients consider that further education 
would assist with compliance. Therefore, this will be 
an ongoing agency focus.

“The Clean Energy Regulator website 
is constantly updated with new 
information which is great.”  
Participant in Annual Client Survey
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CLIENT FEEDBACK ON MEASURE 2.1

Our staff are approachable:

of survey participants  
were satisfied

of survey participants  
were dissatisfied

Our staff are timely in responding to queries:

of survey participants  
were satisfied

of survey participants  
were dissatisfied

Information received at the right time:

of survey participants  
were satisfied

of survey participants  
were dissatisfied

We give enough education, training and information about schemes to make it easier to 
comply with obligations:

of survey participants  
were satisfied

of survey participants  
were dissatisfied

3%

6%

88%

82%

8%

14%

77%

60%



20 Clean Energy Regulator     Regulator Performance Framework Self-Assessment Report 2016

CLIENT FEEDBACK ON MEASURE 2.1

Satisfaction with telephone contact:

of survey participants  
were satisfied

of survey participants  
were dissatisfied

Satisfaction with email contact:

of survey participants  
were satisfied

of survey participants  
were dissatisfied

Satisfaction with email subscription service:

of survey participants  
were satisfied

of survey participants  
were dissatisfied

Satisfaction with website:

of survey participants  
were satisfied

of survey participants  
were dissatisfied

Satisfaction with webinars:

of survey participants  
were satisfied

of survey participants  
were dissatisfied

Satisfaction with workshops:

of survey participants  
were satisfied

of survey participants  
were dissatisfied

7%

7%

2%

9%

6%

3%

85%

84%

95%

75%

83%

86%
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Outputs and activities 

We consider the impact of changes to policies, 
practices or service standards on regulated entities 
through consultation and engagement. We will 
continue to seek opportunities to improve these 
processes, building on our experience.

We undertake regular, ongoing consultation with 
stakeholders about proposed changes through a 
variety of channels, including discussions at client 
forums and specific engagement activities relating 
to proposed changes.  We tailor the nature of these 
engagement activities to reflect the scope of the 
change and its potential for impact on clients. 

For example, as reflected in the following case 
study, we undertake extensive consultation before 
implementing a major change in a scheme that has 
wide application. In contrast, consultation about more 
confined changes is narrower in scope and  
less extensive.

As described in Measure 1.2, we are responsive to 
feedback we receive through engagement and 
consultation activities, client enquiry channels and 
complaints processes.

3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Regular, ongoing consultations or 
engagement with stakeholders on 
policies and procedures, including 
independent experts and industry 
associations.

B) Documented responsiveness to 
feedback from regulated entities, 
including feedback from complaint 
mechanisms and surveys of  
regulated entities.

We consider the impact on regulated entities and engage with 
industry groups and representatives of affected stakeholders 
before changing policies, practices or service standards.1

Continue to seek opportunities to enhance engagement and 
refine processes for collecting and assessing client feedback. 

Summary

Measure 2.2
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CASESTUDY 
Consulting with clients about change

We undertook extensive engagement to support the implementation of the new safeguard 
mechanism in the lead up to its introduction on 1 July 2016, including:

 › conducting face-to-face information workshops in Sydney, Melbourne, Brisbane and Perth, 
which attracted more than 230 attendees

 › developing guidance materials and forms, based on active consultation with a technical 
working group and published discussion papers

 › directly contacting clients regarding calculation and issuing of baseline determinations

 › providing information through our website and email updates, and

 › responding to enquiries.

We will continue our engagement in 2016–17 as the implementation of the safeguard 
mechanism progresses, including through webinars and publication of further guidance material.

“Thanks again for making 
yourselves available in our local 
state capital to go through the 
issues and give us an opportunity 
to ask questions it is appreciated” 
Participant in safeguard mechanism workshop

Safeguard mechanism - Explaining complex change in  
implementing a new scheme
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Outputs and activities 

We support clear and timely decisions through 
mechanisms that:

 › provide timeframes for decisions under different 
schemes

 › support good decisions and afford procedural 
fairness, and

 › allow for review of decisions. 

We continue to develop and maintain decision-
making capability in our agency through training, 
procedures and providing technical expertise to 
decision-makers. 

Timeframes for decisions

We publish timeframes for decisions we make under  
the various schemes we administer, a number of  
which are shown in Appendix C.

3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Maximum, minimum and average 
time for decisions evidenced by 
publication of timeframes for 
decision-making subject to the 
decisions.

B) Demonstrated mechanisms for 
affording procedural fairness and 
escalation points for prospective 
decisions.

Our decisions are provided in a timely manner, clearly 
articulating expectations and the underlying reasons for 
decisions.1

Continue to develop and maintain decision-making capability in 
our agency through training, procedures and providing technical 
expertise to decision-makers.

Summary

Measure 2.3
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Good decision-making

Our processes and practices to support good 
decision-making and procedural fairness for affected 
parties include:

 › delegations set at appropriate levels, with 
escalation for novel, complex or contentious 
matters

 › retaining written records of decisions

 › affording procedural fairness through an 
established posture of advising affected parties of 
proposed decisions and giving them appropriate 
time to make submissions 

 › ensuring information, resources and technical 
expertise is available to support good  
decision-making—for example, staff can consult 
with in-house lawyers and other technical  
experts in the agency, and

 › including decision-making in whole-of-agency 
training programs, such as the Regulatory Officer 
Development Program. We established this 
program to enhance the regulatory capability of 
our workforce and, consequently, our capacity 
to be a best practice regulator. It aims to build 
regulatory officer capability, improve compliance 
practice, develop foundations for an agile 
workforce and clarify language, knowledge and 
behaviours expected of employees.

Reviews of decisions

We have a transparent process for internal review 
of decisions that are reviewable under relevant 
legislation. We publish guidance and forms on our 
website about this process, the timeframes for 
seeking review and the availability of external review 
by the Administrative Appeals Tribunal. 

There have only been three applications for review 
by the Administrative Appeals Tribunal and 15 
applications for formal internal review since our 
agency was established in 2012. 

CLIENT FEEDBACK ON MEASURE 2.3

We are transparent and fair in our decision-making:

of survey participants agreed of survey participants disagreed

Our formal processes to review decisions are reasonable:

of survey participants agreed of survey participants disagreed

7%

5%

68%

64%
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Outputs and activities 

We support the provision of consistent advice to 
clients through robust procedures and dedicated 
resourcing to field client enquiries, and publication 
of extensive material about our schemes. Critical 
components of this approach are:  

 › regularly providing a single point of contact to 
manage enquiries through a staff member who 
has knowledge of the entity, the issue and the 
relevant processes

 › a dedicated Contact Centre as a first point of 
contact for enquiries (see following case study)

 › knowledge banks and procedures to assist officers 
to answer questions and/or refer matters to 
relevant experts, and

 › extensive education, including published guidance 
and educational opportunities.

We will continue to enhance our materials and 
systems to support our interactions with clients.

3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Documented procedures for 
communications are available for staff 
use when interacting with regulated 
entities.

B) Demonstrated advice provided to 
regulated entities is consistent with 
communications policies.

Our advice is consistent and supports predictable outcomes.

1

Continue to enhance our knowledge bank materials and systems 
to support coordinated approaches to advising clients.

Summary

Measure 2.4

“I have had quite a few 
dealings with the Clean 
Energy Regulator and in 
all cases, staff were very 
helpful and understanding, 
knowledgeable and could 
provide me with the 
information or help that was 
required. If the information 
wasn’t readily available or 
a query couldn’t be solved 
straight away, I was always 
contacted back in a timely 
manner with the relevant 
information.”  
Participant in Annual Client Survey
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CASESTUDY 
Contact Centre and knowledge bank

We established a dedicated Contact Centre in February 2013 to provide clients with a clear and accurate 
understanding of the schemes we administer and support a coordinated approach to client service delivery. 

The Contact Centre is a first point of contact for clients—managing incoming calls received on our general enquiry 
line and through several dedicated email enquiry addresses. It manages a knowledge bank that includes information 
about different schemes and escalation points within the agency if Contact Centre staff cannot answer the enquiry.

We proactively assure the advice provided by Contact Centre staff is consistent with its operating guidelines, for 
example by:

 › monitoring responses to client enquiries for quality assurance

 › providing intensive training and coaching of new staff, and

 › embedding a culture and practices that encourage staff to seek assistance or escalate enquiries if they are 
uncertain about an issue. 

The work of the Contact Centre was recently recognised in winning the 2016 Auscontact Association State Award 
for the best small contact centre in New South Wales and the Australian Capital Territory.

Supporting consistent advice to clients

CLIENT FEEDBACK ON MEASURE 2.4

Our advice is consistent:

of respondents agreed of respondents disagreed

Our staff have knowledge and understanding of legislation and processes:

of respondents agreed of respondents disagreed

Information received across different channels/contact was always consistent:

of respondents agreed of respondents disagreed

7%

4%

75%

89%

10%69%
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Outputs and activities 

Risk management is a key focus for our agency, and 
we continue to seek opportunities to enhance our 
sophistication and effectiveness in this area. Our risk 
management approach is outlined in our Corporate 
Plan and Annual Reports. Critical elements of our risk 
management are: 

 › maintaining and embedding risk management 
capability in the agency, and 

 › a risk-based, proportionate approach to 
compliance set out in our Compliance, Education 
and Enforcement Policy.
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KPI 3: Actions undertaken by the Clean Energy Regulator are 
proportionate to the regulatory risk being managed

Measure 3.1

3

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Documented risk management 
policies and procedures are available 
to staff and the public.

B) We maintain a risk  
management capability in  
our regulatory workforce

We apply a risk-based, proportionate approach to compliance 
obligations, engagement and regulatory enforcement actions.1

Continue to enhance our approach to assessing risk, to maximise 
our effectiveness in protecting scheme integrity while minimising 
unnecessary regulatory activities.

Summary

A) Achieved B) Achieved
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Voluntary compliance Accindental 
non- compliance

Opportunistic 
non- compliance

Intentional
non- compliance

Behaviours and motivation

Response

> Informed self-assessment

> Management is
compliance-oriented

> Not yet compliant

> Attempting compliance
(eg developing internal
control systems to ensure
compliance)

> Resistant to compliance

> Lack of indication of intention
to comply (eg no indication of
systems in place to ensure
compliance)

> Deliberate non- compliance

> Criminal intent or fraud

> Other illegal activity

Help and support Educate and provide 
feedback

Correct behaviour Enforce the law

> We will release information
and guidelines to assist
understanding of participants'
obligations

> We will provide opportunities
for complying participants to
ask questions, discuss issues
of concerns and participate in
educational and discussion
forums

> We will use proactive audits
to develop a better
understanding of capabilities
to comply

> We will provide additional
guidance to targeted
participants

> Where an apparent
non-compliance is identified,
we will provide relevant parties
with an opportunity to
respond

> We will provide feedback on
adequacy of systems and
arrangements to ensure
compliance

> We will respond to detected
non-compliance according to
the severity (eg accepting
enforceable undertakings,
giving infringement notices,
revocation and suspension)

> Contraventions that have a
serious impact will be dealt
with accordingly

> Publication of information
about breaches and
enforcement activities

> Where appropriate, we will
initiate investigations, pursue
civil action or refer any
relevant cases for criminal
prosecution

RISK HIGHLOW

Risk management capability and framework

We maintain a risk management capability in our 
workforce, including a dedicated team that promotes 
and facilitates better practice risk management 
across the entire agency. We have a comprehensive 
framework that encourages and supports staff in 
better practice risk management, including relevant 
policies, guidance on risk appetite, and other 
guidelines and tools. 

We take a multifaceted approach to applying this 
framework and embedding risk management across 
our agency, including:

 › rigorous and systematic processes for assessing, 
reviewing, monitoring and reporting risk at different 
levels across the agency  
(see Measure 3.2)

 › inclusion of risk management in all aspects of 
business planning

 › inclusion of risk management as a key component 
of staff training, such as Regulatory Officer 
Development Program (see Measure 2.3), 
customised training for specific roles, and learning 
by doing through risk assessments, and

 › building a culture that supports engagement with 
risk. 

Compliance, education and enforcement policy

Our Compliance, Education and Enforcement Policy 
sets out our risk-based approach to compliance 
and enforcement. It articulates the critical role of 
supporting clients to understand their obligations 
and avoid inadvertent non-compliance, in optimising 
compliance. Our strong focus on client education is 
consistent with this approach.

If we do need to address non-compliance, we tailor 
our response to ensure it:

 › is proportionate to the risks posed by non-
compliance, considering likelihood, seriousness 
and likely consequences, and

 › takes into account the behaviour and motivation of 
the relevant party, as summarised in the following 
diagram. 

Response continuum diagram
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3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Documented approaches in place to 
review risk approaches.

B) Documented risk-based approach to 
enforcement (and evidence to support 
approach being used in practice).

Our approach to regulatory risk is regularly reviewed. Strategies, 
activities and enforcement actions are amended to reflect changing 
priorities and evolving threats, without diminishing regulatory certainty 
or impact.

1

See Measure 3.1

Summary

Measure 3.2

Outputs and activities 

We regularly review risk to ensure our approaches 
reflect changing priorities and evolving threats and 
that our risk-based approach to enforcement is 
applied in practice. 

Regular risk reviews 

Reviewing risk is part of our business planning cycle. 
It is also triggered by other events including changes 
in the schemes we deliver and our operating 
environment, significant legislative amendment, 
changes in risk appetite, and outcomes of risk 
monitoring.  

We support the management and monitoring of 
risk through reporting mechanisms. For example, 
risk reporting is incorporated into meetings of our 
operational and strategic committees.

We review our approach to regulatory risk as part of 
these processes. 

Risk-based approach to enforcement  

We have a range of potential responses to 
contraventions outlined in the Compliance, 
Education and Enforcement Policy Attachment A to 
support our proportionate, risk-based approach to 
compliance and enforcement.  

The following case study provides a practical 
illustration of our proportionate approach to 
enforcement. However, consistent with our 
compliance posture, we consider a range of other 
responses before pursuing enforcement. 
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CASESTUDY 
Regulatory responses in practice 

In April 2016 a former director of a Queensland solar retail business was sentenced to four years’ imprisonment for 

fraud under the Renewable Energy Target, and will also be required to repay around $210 000 under a restitution 

order. 

The relevant conduct included obtaining money by forging signatures for non-existent PV solar installations and 

improperly creating small-scale technology certificates. Our decision to refer the matter to the Queensland police 

reflected the fraudulent intent of the conduct.

Enforceable undertaking for non-genuine solar panels

In November 2015 we entered into an enforceable undertaking with a company that is a registered agent trading 

small-scale technology certificates. The company had been assigned the right to produce small-scale technology 

certificates related to the installation of non-genuine solar panels, based on false compliance information provided by 

the panel retailer.

The company entering into the enforceable undertaking was keen to work with us to rectify the situation, recognising 

it had improperly created the certificates and electing to replace the non-genuine panels with genuine panels.

Criminal sanction for fraudulent conduct
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3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Documented enforcement 
strategy allows for compliance record 
of regulated entities to be considered 
in determining regulatory actions.

B) Demonstrated engagement with 
regulated entities to inform them of 
our expectations.

We recognise the compliance record of regulated entities, 
including using earned autonomy where this is appropriate. We 
consider all available and relevant data on compliance, including 
evidence of external verification.

1

Continue to enhance systems to enable integrated, holistic  
view of clients across our agency.

Summary

Measure 3.3

Outputs and activities  

As part of managing regulatory risk, we consider 
compliance records and have regard to available  
relevant data in accordance with our Compliance, 
Education and Enforcement Policy.

Our information systems and records are critical to  
this approach, as they enable staff across our agency  
to access compliance data. 

 
 
In particular, our consolidated client relationship 
management system (see the case study in Measure 
1.1) includes information about the conduct and 
compliance of individuals, organisations and projects 
across different schemes. 

We consider the compliance records of clients 
seeking to enter our schemes, including through ‘fit 
and proper person’ assessments, and we make this 
clear in our guidance materials.  

Renewable Energy Target  
Scheme compliance 

SNAPSHOT

The conduct and compliance of clients participating in the Renewable Energy Target affects 
the level of verification and monitoring we apply to them. For example, if a client has a strong 
history of compliance with scheme requirements this will generally reduce the amount of 
information we initially require. However, other factors, such as identifying a particular issue in 
our administration of the scheme, can result in additional information requests. This is a risk 
proportionate approach.

We make this approach and our expectations clear to clients through:

 › inductions given to clients when they start participating in the scheme

 › education and guidance material for scheme participants, and

 › continued engagement throughout their participation in the scheme.
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Outputs and activities 

We minimise and tailor information requests through 
the way we use, store and re-use collected information 
and our approach to coercive information requests. We 
also ensure compliance with our obligations relating to 
the use of information.

Use, storage and re-use of collected information

One of our main responsibilities under the schemes we 
administer is collecting, analysing, assessing, providing 
and publishing information and data. The information 
we collect is stored, used and re-used for a variety of 
purposes, including:

 › avoiding duplication (at federal, state and territory 
levels)

 › meeting legislative requirements and providing 
additional information to assist clients 

 › supporting compliance and enforcement activities

 › informing government policy and the public

 › assisting Commonwealth, state and territory 
government programs, and

 › meeting international reporting obligations and 
measuring progress against international obligations.

This means we have a strong focus on using 
information as efficiently and effectively as possible 
to achieve our regulatory objectives, while minimising 
impact on our clients. We streamline information 
requests and re-use information within our agency 
to minimise the scope and frequency of information 
requests from clients. For example:

 › consolidating our client relationship management 
system (see Measure 1.1)

 › online forms enabling pre-population with existing 
information (see Measure 1.2)

 › triaging assessment processes to minimise the 
scope of initial information requests (see Measure 
1.3)

 › applying risk-based approaches to monitoring and 
compliance (see Measure 4.4) 

 › ensuring coercive information requests do not seek 
material that is already available (see Measure 4.1) 

 › using reported National Greenhouse and Energy 
Reporting Scheme data to inform administration 
of schemes, such as assessing baselines under the 
safeguard mechanism, and 

 › using collected information to minimise the need 
for duplicative reporting. 
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KPI 4: Our compliance and monitoring approaches are 
streamlined and coordinated

Measure 4.1

3

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Evidence of collected information 
being acted upon, stored and re-used, 
where appropriate.

B) Documented decision-making 
procedures for use of coercive 
information requests (including 
necessity and impact of the request).

Our information requests are tailored and only made when 
necessary to secure regulatory objectives, and only then in a way 
that minimises impact.1

Ongoing development of systems to support comprehensive, 
up-to-date client information across schemes.

Summary

A) Achieved B) Achieved
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Approach to coercive information requests

We have the power to require people to provide 
information or documents under legislation 
governing our schemes, where we have reasonable 
grounds to believe the information or documents are 
relevant to the operation of the relevant legislation. 
While there are instances where it is necessary to use 
these coercive powers to protect the integrity of the 
schemes, we first consider other options including:

 › obtaining relevant information through other 
sources—in particular, re-using information we 
have already collected as part of administering  
the schemes, and

 › giving people the opportunity to address the 
issue of non-compliance or provide information 
voluntarily.

Our approach aligns with the recommended practice 
in the Administrative Review Council’s report on 
The Coercive Information-Gathering Powers of 
Government Agencies.

Obligations relating to use of information

An overriding consideration in the collection, storage, 
use and disclosure of information is that we must 
comply with requirements under relevant Australian 
law. This includes the Privacy Act 1988, the secrecy 
provisions of the Clean Energy Regulator Act 2011 
and relevant provisions under scheme legislation.  
We ensure any use of information within our agency, 
or sharing of information with other agencies, 
complies with these obligations.

Our approach to the use of information is explained 
in policies and materials including our Privacy Policy 
and Agency Service Charter, as well as in material 
accompanying the schemes we administer.

CASESTUDY 
Renewable Energy Certificate Registry

The Renewable Energy Certificate Registry is an online system that allows Renewable Energy Target 
participants to create, transfer and surrender renewable energy certificates. It also provides access to a number 
of pubic registers. All transactions performed through the Renewable Energy Certificate Registry are recorded. 

By using information in this system for multiple purposes we reduce the administrative burden on clients.  
For example:

 › we use transaction records to manage, audit and report on certificates and the Australian renewable energy 
market, and

 › we can use information in the system to avoid duplication in reporting, such as required annual reporting on 
generation of electricity (see Measure 1.3).

Streamlining client reporting 
Streamline client reporting 

CLIENT FEEDBACK ON MEASURE 4.1

The type of information we request seems reasonable:

of survey participants agreed of survey participants disagreed

10%72%
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Outputs and activities 

Our approach to streamlining information requests 
and re-using information within our agency to 
minimise the scope and frequency of information 
requests from clients is outlined in Measure 4.1. 

Coordination with other agencies.

We also coordinate our activities with other agencies 
which can assist in minimising the frequency of 
information requests for clients.

We work with other Australian Government agencies 
that have regulatory responsibilities related to the 
schemes we administer. This includes sharing 
relevant information, gathering intelligence and 
referring matters for law enforcement. We also supply 
information to Commonwealth, state and territory 
governments to enable them to perform functions 
or exercise powers, including advising ministers and 
administering programs. These partnerships assist in:

 › streamlining information and mitigating reporting 
burdens on clients

 › providing access to information which enhances 
the effectiveness of our operations and that of 
partner agencies, and

 › identifying anomalies in data collected from  
clients and supporting compliance activities.

3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Documented re-use of information 
both intra-agency and inter-agency.

B) Evidence of streamlining 
information across jurisdictions  
and in relation to information  
sharing among regulators.

We minimise the frequency of information collection and 
coordinate with similar processes including those of other 
regulators so that, as far as possible, information is only 
requested once.

1

Continue to develop and maintain relationships with regulatory 
partners.

Summary

Measure 4.2
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Working with the Australian Bureau  
of Statistics to reduce client  
reporting burden

SNAPSHOT

National Greenhouse and Energy Reporting data collected by us was used by the Australian 
Bureau of Statistics for its Energy, Water and Environment Survey 2014-15 to assist in 
minimising the reporting load. Specifically, by using energy consumption data reported 
under the 2014-15 National Greenhouse and Energy Reporting Scheme, the Australian 
Bureau of Statistics was able to ask five fewer questions of 298 businesses selected to take 
part in the survey. 

Examples of benefits from information sharing with other agencies

National Greenhouse and  
Energy Reporting Scheme

 › Our National Greenhouse and Energy Reporting Scheme data can 
be used by states and territories in line with memorandums of 
understanding to reduce duplication of data collection. 

 › We have established a National Greenhouse and Energy Reporting 
Scheme information sharing network with the states and territories to 
improve information sharing and identify opportunities to streamline 
reporting.

Australian Securities and  
Investments Commission

 › The Australian Securities and Investments Commission uses information 
from our agency to support its responsibilities in regulating emission units 
as financial products.

 › Both agencies use information they provide each other to verify data.

 › The information we obtain through access to Australian Securities and 
Investments Commission registers and intelligence assists several of our 
regulatory functions, including assessments of whether persons are fit 
and proper to participate in our schemes.

Australian Energy  
Market Operator

 › The Australian Energy Market Operator uses our energy and emissions 
data to support its planning functions and provision of market 
information. 

 › We use data from Australian Energy Market Operator to support our 
compliance functions, such as verifying information about energy and 
electricity usage.

State and territory  
regulators and the  
Clean Energy Council

 › We share information with the Victorian Essential Services Commission 
and New South Wales Independent Price and Regulatory Tribunal (which 
regulate energy efficiency schemes) to assist in verifying data.

 › All state and territory electrical safety regulators and the Clean Energy 
Council (which accredits solar installers) have access to data on 
inspections we perform on small-scale systems.
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Outputs and activities 

Our approach to using and re-using collected 
information and information sharing with other 
agencies to reduce administrative burden on clients 
is described in Measures 4.1 and 4.2.

Our information sharing with regulatory partners is 
supported through memorandums of understanding 
and lawful disclosure arrangements (see the list at 
Appendix D).

We also participate in working groups and taskforces 
with other agencies. For example:

 › we attend meetings of the Electrical Regulatory 
Authorities Council, the peak body of electrical 
safety regulators in Australia and New Zealand, and 

 › we are one of several agencies sharing information 
on phoenix activity9 through the Phoenix Taskforce 
to help to protect the integrity of regulatory 

schemes. 

There are opportunities for us to continue to 
streamline and enhance our storage, use and  
re-use of information, such as through our ongoing 
development of systems to support comprehensive, 
up-to-date client information across schemes (see 
Measure 1.1).

 9 ‘Phoenix’ activity involves the intentional transfer of assets from an indebted company to a new company to avoid paying creditors.

3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Evidence of collected information 
being acted upon, stored and  
re-used, where appropriate.

B) Evidence of established 
information sharing practices and 
arrangements, including MoUs.

We use existing information to limit reliance on requests from 
regulated entities and we share information among other 
regulators, where possible.1

See Measure 4.2

Summary

Measure 4.3
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Outputs and activities 

Protecting the integrity of the schemes we 
administer is fundamental to our role. Therefore a 
key element of our work involves monitoring the 
schemes to assess levels of compliance, identify 
potential instances of non-compliance and inform 
corrective action that may be required to address 
non-compliance. This monitoring also helps us 
identify trends in behaviour, assess the effectiveness 
of our programs and operations, and identify 
opportunities for improvement. 

We use a range of monitoring and inspection 
methodologies, including:

 › assessment of information provided as part of the 
administration of schemes

 › verification and comparison of this information 
with other sources, such as data from other 
agencies (see Measure 4.2)

 › voluntary information requests

 › independent auditing of data and information 
provided by scheme participants

 › monitoring of auditor performance, such as 
through requirements on auditors to submit 
annual reports on their auditing activities, periodic 
reviews of individual auditors’ performance, and an 
auditor inspection program, and

 › if required and justified, use of information 
gathering and inspection powers under relevant 
legislation.

Risk-based approach to monitoring

We have a risk-based approach to monitoring that 
focuses on:

 › the likelihood of non-compliance

 › the likely consequences of non-compliant 
behaviour, and

 › the level of activity, resources and costs necessary 
to be reasonably assured that clients are meeting 
their obligations.

We seek to tailor our monitoring and investigation 
approaches to the nature and circumstances of 
participating clients and projects, and the schemes 
we are administering. This is reflected in guidance on 
our website about auditing under different schemes. 

As described in Measure 3.1, we are continuing to 
enhance our capability and sophistication in applying 
risk-based approaches.

3

A) Achieved 

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Monitoring and inspection methodologies that allow for a range of  
regulatory responses depending on risk.

We base monitoring and inspection approaches on risk and, 
where possible, take into account the circumstances and 
operational needs of the regulated entity.1

Ongoing focus on ensuring monitoring and inspections activities 
are effectively targeted and, to the extent possible, disruption to 
clients is minimised.

Summary

Measure 4.4
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Taking client circumstances into account

We consider circumstances and operational needs  
of clients in our monitoring and inspection activities. 
For example:

 › before inspecting small-scale renewable systems, 
the consent of the owner or occupier is required 
and there is consultation to minimise any 
inconvenience10

 › people or organisations subject to an audit 
receive written notice specifying the type of audit 
required, the matters to be covered, and the form 
of the audit report, and

 › as described above, Emissions Reduction Fund 
proponents receive a schedule of audits to be 
undertaken over the course of the projects when 
they are registered.

However, we recognise that our audit activities 
impose a burden on our clients and there are 
opportunities to improve our approach. For example, 
providing longer notice periods and being clearer 
about the objectives of audits.

Outline of monitoring for the  
Emissions Reduction Fund

SNAPSHOT

The following approach to auditing Emission Reduction Fund projects balances streamlined audit 
requirements with the need to protect scheme integrity, in particular the need to establish, with 
reasonable assurance, that calculated carbon abatement for projects is accurate:

 › Initial audit—an audit report must be submitted with the first project report.

 › Scheduled audits—subsequent audits must be submitted in accordance with the schedule we 
determine when projects are registered. The number and scope of audits reflects a risk-based 
approach, for example the number of scheduled audits increases for projects with higher than 
average abatement calculations. Audit scope can also be varied, for example, if there have been 
changes to a project’s eligibility or the manner in which it is operated.

 › Unscheduled audits—unscheduled audits may be required based on specified triggers relating to:

 » carbon abatement claims in a single report

 » a qualified audit opinion, or

 » variance in abatement from a project’s expected abatement, similar projects, or the general 
abatement profile of the relevant method.  

CLIENT FEEDBACK ON MEASURE 4.4

We allow reasonable timeframes for the organisation to provide relevant information for 
compliance:

of survey participants agreed of survey participants disagreed

84% 4%

10 We are required to undertake inspections of a statistically significant sample of small-scale systems.
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Outputs and activities 

Publications

As described in Measure 3.1, we publish clear 
and accessible material explaining our risk-based 
approach and enforcement strategy including:

 › outlining our approach to risk management in our 
Annual Reports and Corporate Plan, and

 › setting out our risk-based compliance and 
enforcement approach in our Compliance, 
Education and Enforcement Policy. 

Communications with regulated entities  

When communicating with clients we are clear 
about the reasons for the communication and, 
where relevant, align the communication with our 
agency approach to risk. For example:

 › Communicating decisions. As described in 
Measure 2.3, we provide clients with proposed 
decisions setting out clear reasons for the 
approach and giving them the opportunity to 
respond. 

 

 › Managing compliance risk. Examples of 
communications relating to our management of 
compliance risk include:

 » notification of audits, information requests and 
other monitoring and inspection activities, and 

 » addressing circumstances of non-compliance, 
such as providing clients with letters of 
warning about non-compliant conduct.

 Samples of these types of communication are 
included in Appendix E.

 › Threats to scheme integrity.  Our 
communications strongly link to risks where 
there are immediate threats to the integrity of 
schemes, client operations or the interests of 
the community. For example, in early 2016 we 
became aware of fraudulent conduct in the 
Small-scale Renewable Energy Scheme and we 
proactively communicated information to help 
clients identify and avoid the conduct.
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KPI 5: We are open and transparent in our dealings with 
regulated entities

Measure 5.1

3

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Enforcement strategy and risk 
approach are published.

B) Demonstrated communications 
with regulated entities include  
clear and consistent reasons for  
the communication and, where 
relevant, linkage with the risk 
framework.

Our risk-based frameworks are publicly available in a format 
which is clear, understandable and accessible.1

Continuing focus on transparent and well-targeted approach to 
communications with clients.

Summary

A) Achieved B) Achieved
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Outputs and activities 

We are open and responsive to requests from 
regulated entities, including through providing advice 
and guidance, responding to feedback, and applying 
our complaints handling policy. We continue to work 
to enhance our processes and approach in these 
areas.

Advice and guidance

As described in Measures 2.1, 2.4 and 3.1, we provide 
extensive advice and guidance to stakeholders about 
the operation of our schemes and our compliance 
approach. We do this through a variety of channels, 
including:

 › information and guidance on our website and 
email updates 

 › responding to phone and email enquiries, through 
our dedicated Contact Centre

 › inductions for new scheme participants, and

 › workshops, information sessions, webinars and a 
range of other client education activities.

Responding to feedback 

We are responsive to client feedback, including 
through:

 › recording and analysing enquiries received 
through phone and email channels (see Measure 
1.2) 

 › collating and analysing feedback received through 
our survey mechanisms, and disseminating this 
throughout the agency to inform opportunities to 
enhance client experience. Key activities include:

 » undertaking an Annual Client Survey (see 
Measure 1.1) and providing briefings across the 
agency on the outcomes

 » providing a ‘Was this Page Useful?’ function to 
enable feedback on our website content, and 
using this feedback to inform relevant parts of 
the agency, and 

 › assessing feedback received during our extensive 
engagement activities and participation in client 
forums.

3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Demonstrated advice and guidance 
available to all stakeholders.

B) Documented responsiveness to 
feedback from regulated entities, 
including feedback from complaint 
mechanisms and surveys of  
regulated entities.

We are open and responsive to requests from regulated entities 
regarding the operation of the regulatory framework, and the 
approaches we implement.1

Continue to improve and refine guidance to clients and 
processes for gathering and analysing feedback (See Measures 
1.2, 2.1, 2.2 and 2.4) 

Summary

Measure 5.2
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Complaints handling policy

Our complaints handling policy involves:

 › reviewing the complaint and referring it within our 
agency

 › acknowledging the complaint

 › planning and conducting the investigation of the 
complaint 
 

 › responding with a clear decision

 › following up any customer service concerns, 
including advising on options for internal and 
external review, and

 › considering whether there are any systemic issues 
revealed by the complaint that warrant attention.

CLIENT FEEDBACK ON MEASURE 5.2

There is confidence in complying with requirements of schemes and knowledge of 
obligations:

of survey participants agreed of survey participants disagreed

Information could generally be found to answer query:

of survey participants agreed of survey participants disagreed

Information could be accessed quickly:

of survey participants agreed of survey participants disagreed

Amount of effort to find information was reasonable:

of survey participants agreed of survey participants disagreed

6%

9%

74%

76%

9%

8%

74%

75%
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Outputs and activities 

We publish our performance results mainly through  
our Annual Reports which include an Annual 
Performance Statement11 (as required by the Public 
Governance Performance and Accountability Act 
2013) assessing our performance in achieving the 
purpose articulated in our Corporate Plan.

In addition to our annual performance reporting we 
publish extensive information about outcomes and 
performance under the schemes we administer, 
including:

 › annual Renewable Energy Target Administrative 
Reports, which now also include an Annual 
Statement on progress towards achieving the 
scheme’s 2020 target for renewable electricity 
generation

 › outcomes of auction results, and

 › National Greenhouse and Energy Reporting 
Scheme data.

Further, this self-assessment report assesses our 
performance against the measures established 
under the Commonwealth’s Regulator Performance 
Framework.

11 Prior to 2015-16 Annual Reports included Performance Overviews

Silver Award in Australasian  
Reporting Awards

SNAPSHOT

The Australasian Reporting Awards provide an opportunity for organisations to benchmark their 
reports against the ARA criteria. Every year organisations are invited to submit their most recent 
annual report for review by leading industry professionals on the examining committee.

Our 2014-15 annual report received a Silver Award at the 2016 Australasian Reporting Awards held 
on 8 June 2016.

3

A) Achieved 

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Performance measurement results 
are published.

Our performance measurement results are published in a timely 
manner to ensure accountability to the public.1

Continue to ensure accurate, timely and accessible publication 
of performance results.

Summary

Measure 5.3
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Outputs and activities 

Cooperative and collaborative relationships with 
stakeholders that promote trust are critical to our 
capacity to effectively administer our schemes. We 
establish and maintain these relationships through 
the activities and processes described in detail in 
Measures 1.1, 1.2, 2.2 and 5.2, including:

 › interacting with clients in the course of 
administering the schemes

 › participating in client and industry forums and 
extensive engagement activities

 › providing client education and induction activities, 
and

 › implementing feedback processes and 
mechanisms, including enquiry channels, our 
complaints handling process, Annual Client Survey 
and seeking feedback on specific activities or 
resources.  

In addition, our framework for external engagement 
includes documented procedures and supports a 
strategic, coordinated approach. This helps to ensure 
all engagement activities contribute to achieving our 
strategic priorities and objectives and that we adhere 
to the principles of responsive, professional, proactive 
and holistic engagement. 

As described throughout this document we are 
continuing to improve and better coordinate 
our approach to engagement and the collection 
and analysis of feedback. For example, we will 
be proactively assessing the effectiveness of our 
engagement to inform how our approaches could  
be enhanced. 
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KPI 6: We actively contribute to the continous improvement of  
regulatory frameworks

Measure 6.1

3

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Documented procedures are in 
place to allow active and regular 
engagement with stakeholders.

B) Feedback mechanisms are 
available and made known to all 
stakeholders.

We establish cooperative and collaborative relationships with 
stakeholders to promote trust and improve the efficiency and 
effectiveness of the regulatory framework.1

Continue to seek opportunities enhance engagement and 
feedback mechanisms (see Measures 1.2 and 2.2) 

Summary

A) Achieved B) Achieved
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Client engagement to promote scheme awareness  
and understanding 

CASESTUDY

By the second half of 2015 it became clear that in order to increase energy and transport sector participation 
in the Emissions Reduction Fund, we needed to raise awareness and confidence about the scheme within 
these sectors. We responded by arranging a series of targeted public information sessions in Brisbane, Perth, 
Adelaide and Townsville. 

Around 200 people attended the events, resulting in greater knowledge and confidence in the Emissions 
Reduction Fund, as reflected in positive feedback and active engagement by event participants following  
the sessions. 

Small-scale Renewable Energy engagement with agents and installers

Registered agents and installers have a critical role in the Small-scale Renewable Energy. They help individuals 
and small businesses correctly install small-scale systems and meet the requirements to receive the financial 
benefit associated with small-scale technology certificates. 

To support the successful ongoing delivery of the scheme, we need effective two-way communication to 
inform agents and installers about their obligations and our expectations, and to receive their feedback about 
any practical issues in delivery of the scheme.

We hosted a series of workshops with agents and installers in the first half of 2016 to enable this two-way 
feedback. 

More than 200 agents, installers and solar industry professionals attended the events.

CLIENT FEEDBACK ON MEASURE 6.1

We engage effectively with our clients:

of survey participants agreed of survey participants disagreed

76% 9%

Emissions Reduction Fund sector-specific engagement
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Outputs and activities 

Our ability to reduce compliance costs relates to 
the administration rather than the design of the 
schemes, which is the responsibility of our portfolio 
department.

While we do not have responsibility for developing 
policy and amending legislation, we do contribute 
information and feedback to assist in these 
processes. In this context, we participate in, and 
contribute to, engagement activities that can assist in 
improving and streamlining legislation. For example, 
we:

 › continue to gather and incorporate client 
feedback into regular processes, such as annual 
updates to the National Greenhouse and 
Energy Reporting (Measurement) Determination 
2008 (National Greenhouse and Energy 
Reporting Measurement Determination). This 
input has assisted in streamlining the National 
Greenhouse and Energy Reporting Measurement 
Determination and reducing compliance burden, 
and

 › provide input to a range of other processes, such 
as the development of Emissions Reduction Fund 
methods12 (see Measure 6.3).

Further, we have a key role in engaging with clients 
to support the effective and efficient implementation 
of legislative schemes, such as the safeguard 

mechanism (see Measure 2.2).  

12 The types of projects than can be undertake as part of the Emissions Reduction Fund are called methods. The methods explain how to carry out a 
project and measure the resulting reductions in emissions.

3

A) Achieved 

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Number of stakeholder events to facilitate participation in the  
development and/or amendment of regulatory frameworks.

We engage stakeholders in the development of options to reduce 
compliance costs. This could include industry-self regulation, 
changes to the overarching regulatory framework, or other 
strategies to streamline monitoring and compliance approaches.

1

Use our client costs assessments to more effectively target 
improvements in our practices (See Measure 1.3).

Summary

Measure 6.2
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Outputs and activities 

To assist in improving the operation of regulatory 
frameworks we: 

 › maintain a strong relationship with the Department 
of the Environment and Energy and support 
procedures and mechanisms which underpin this 
relationship and information flow, and

 › provide data to support policy development and 
reporting. 

 

Relationship with the Department of the 
Environment and Energy

The Department of the Environment and Energy (the 
Department of the Environment during 2015–16) 
is the policy agency with primary responsibility for 
developing the regulatory schemes we administer. 
An effective and collaborative relationship between 
our agency and the department is critical to continue 
to improve the operation of legislation and our 
administration of the schemes by:

 › aligning scheme design and implementation, 
including the implementation of the Emissions 
Reduction Fund, and 

 › enabling client feedback, performance data 
and other relevant information derived from 
administering the schemes to inform the design 
and improvement of the regulatory framework. 

3

A) Achieved B) Achieved

Opportunities for improvement or ongoing focus

Self-assessment

Measure

Output / activity based evidence

2

4

A) Documented procedures are 
in place to facilitate the flow of 
information between our agency 
and policy departments.

B) Evidence of performance data, 
feedback from regulated entities, 
and/or advice provided to the  
policy departments.

We regularly share feedback from stakeholders and performance 
information (including from inspections) with policy departments 
to improve the operation of the regulatory framework and 
administrative processes.

1

Continue to seek opportunities to maximise the benefits we can 
provide through dissemination of information we collect.

Summary

Measure 6.3
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Procedures and mechanisms to support 
relationship with the Department of the 
Environment and Energy

Procedures, mechanisms and dedicated resourcing 
to support this relationship and facilitate the flow of 
information between the department and our agency 
include:

 › an overarching protocol governing engagement 
and information sharing 

 › committees and forums that support effective 
implementation and ongoing improvement of 
schemes, such as:

 » committees to assist in managing operational 
and strategic issues relating to the Emissions 
Reduction Fund, and 

 » a regular forum to discuss issues relating to the 
Renewable Energy Target.

 › a dedicated team that collaborates with the 
department on policy and development of 
Emissions Reduction Fund methods through a 
shared process, and

 › mechanisms to coordinate our input into the 
legislative and regulatory processes that the 
department manages.

Apart from these specific processes, information flow 
and input between our agency and the department is 
supported through ongoing interactions at executive 
and officer levels.  

Data we provide to support policy 
development and reporting

Collecting and providing data to support reporting, 
planning, programs and policy development is a 
key aspect of our work. This is reflected in the table 
below.

We will continue to seek opportunities to maximise 
the benefits that flow from our provision of National 
Greenhouse and Energy Reporting Scheme data and 
other information. For example, we: 

 › have surveyed National Greenhouse and Energy 
Reporting Scheme data users to seek their 
feedback

 › assist National Greenhouse and Energy Reporting 
Scheme data users to more effectively use and 
apply scheme data in their jurisdictions, and 

 › proactively engage with other agencies about 
potential opportunities to collaborate, share 
expertise and link data sets.

Examples of providing data to other agencies 

Department of the  
Environment and Energy

 › National Greenhouse and Energy Reporting Scheme data and other 
scheme information underpins the development and evaluation of carbon 
abatement policies.

 › National Greenhouse and Energy Reporting data informs Australia’s 
National Greenhouse Gas Inventory, projections and reporting under the 
United Nations Framework Convention on Climate Change, and the Kyoto 
Protocol. 

Department of Industry,  
Innovation and Science13

 › National Greenhouse and Energy Reporting Scheme data supports 
reporting to the International Energy Agency and the development, 
administration and evaluation of energy policy and programs.

States and territories

 › National Greenhouse and Energy Reporting Scheme data is used to build 
understanding of emissions in the jurisdictions and to assist policy and 
program development and evaluation.

 › Inspections information is shared in accordance with regulatory 
requirements (see Measure 4.2).

Australian Bureau of 
Statistics

 › National Greenhouse and Energy Reporting Scheme data is used to support 
the work of the Australian Bureau of Statistics, including published energy 
statistics.

13 Responsibility for energy policy was transferred to the Department of the Environment and Energy on 19 July 2016.
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Appendix A: Table of documents and materials 

Document or material URL Measures Summary

Reporting and Corporate Plans

Annual Reports http://www.
cleanenergyregulator.gov.
au/About/Accountability-
and-reporting/Annual-
Reports

1.1 and 2.1 Overview of schemes 
and issues affecting 
schemes and 
participants.

1.2, 2.2 and 5.2 Overview of client 
survey.

3.1, 3.2 and 5.1 Overview of risk 
management policies 
and approach.

5.3 Performance reporting.

Corporate Plan http://www.
cleanenergyregulator.gov.
au/About/Accountability-
and-reporting/Corporate-
plans/Corporate-
Plan-2015-19

1.1 and 2.1 Overview of schemes 
and operating context 
and strategic issues 
affecting schemes and 
participants.

3.1, 3.2 and 5.1 Outline of role of 
risk management in 
delivering our purpose

Renewable Energy Target 
Administrative Report and 
Annual Statement

http://www.
cleanenergyregulator.gov.
au/About/Accountability-
and-reporting/
administrative-reports

1.1, 2.1 and 5.3 Overview of Renewable 
Energy Target and 
statement on progress 
to meeting the 
Renewable Energy 
Target and its impact on 
household bills.

Information hubs

Scheme databases, 
registries and reports

http://www.
cleanenergyregulator.gov.
au/Infohub/Pages/default.
aspx

1.1 and 2.1 Online access to various 
databases, registries and 
reports we publish about 
our schemes.

Scheme information and guidance

Emissions Reduction 
Fund

http://www.
cleanenergyregulator.gov.
au/ERF/Pages/default.
aspx

2.1 and 2.4 Information and 
guidance materials on 
the Emissions Reduction 
Fund and safeguard 
mechanism.

Renewable Energy Target http://www.
cleanenergyregulator.gov.
au/RET/Pages/default.
aspx

2.1 and 2.4 Information and 
guidance materials on 
the Renewable Energy 
Target.

National Greenhouse 
and Energy Reporting 
(including safeguard 
mechanism) 

http://www.
cleanenergyregulator.gov.
au/NGER/Pages/default.
aspx

2.1 and 2.4 Information and 
guidance materials 
on the National 
Greenhouse and Energy 
Reporting Scheme and 
safeguard mechanism.

Australian National 
Registry of Emissions 
Units

http://www.
cleanenergyregulator.
gov.au/OSR/ANREU/
The-Australian-national-
registry-of-emissions-
units

2.1 and 2.4 Information and 
guidance materials on 
the Australian National 
Registry of Emissions 
Units.
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Document or material URL Measures Summary

Complaints and decision review

Complaints Handling 
Policy

http://www.
cleanenergyregulator.gov.
au/About/complaints-
handling-policy

1.2, 2.2, 5.2 Outlines our policy for 
complaints handling.

Internal Review Guide 
and Application Form

http://www.
cleanenergyregulator.
gov.au/About/Internal-
Review-of-Decisions

2.3 Guidance and form 
for clients seeking 
internal merits review of 
decisions.

Compliance monitoring and enforcement

Compliance, Education 
and Enforcement Policy

http://www.
cleanenergyregulator.
gov.au/About/Policies-
and-publications/
Compliance-education-
and-enforcement-policy

3.1, 3.2, 4.4 and 5.1 Outlines our risk-
based approach to 
compliance, monitoring, 
inspection and 
enforcement.

3.3 Provides for compliance 
records to be 
considered in assessing 
regulatory actions.

Fraud Policy Statement http://www.
cleanenergyregulator.gov.
au/About/Policies-and-
publications/Fraud-policy-
statement

3.1 and 3.2 Explains our approach 
to fraud across our 
schemes.

Audit and inspections http://www.
cleanenergyregulator.gov.
au/About/Compliance-
and-Enforcement/Audit-
and-inspections

4.4 Outlines our approach 
to audit and inspections 
under different schemes.

Client service and privacy

Agency Service Charter http://www.
cleanenergyregulator.
gov.au/DocumentAssets/
Pages/Agency-Service-
Charter.aspx

1.2, 2.1, 2.2, 2.4 and 5.2 Sets out the standards of 
service that clients and 
stakeholders can expect 
from us, and what we 
expect of clients.

Accessibility http://www.
cleanenergyregulator.gov.
au/About/Policies-and-
publications/Accessibility

2.1 and 2.4 Describes our approach 
to making our online 
services and information 
accessible to as many 
people as possible.

Privacy policy http://www.
cleanenergyregulator.gov.
au/About/Policies-and-
publications/Condensed-
privacy-policy/Full-
privacy-policy

4.1, 4.2 and 4.3 Sets out how we collect, 
hold, use and disclose 
personal information.
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Appendix B: Summary of responses from validators
The external validators of our self-assessment report 
were asked to respond to the following questions for 
each measure:

 › did the documentation and cited publications 
provide sufficient evidence of the Clean Energy 
Regulator’s behaviour against the framework’s KPIs

 › did the case studies demonstrate the Clean Energy 
Regulator’s behaviour against the framework’s KPIs, 
and

 › whether client feedback validated the metrics 
identified in the report.

The validators were given the option of providing 
responses ranging from strongly agree to strongly 
disagree (or not applicable). The responses are 
summarised below.

Measure  Criteria  Validator 1  Validator 2  Validator 3 
1.1  Documentation 

Case Studies 
Client Feedback 

1.2  Documentation 
Case Studies 
Client Feedback 

1.3  Documentation 
Case Studies 
Client Feedback 

2.1  Documentation 
Case Studies 
Client Feedback 

2.2  Documentation 
Case Studies 
Client Feedback 

2.3  Documentation 
Case Studies 
Client Feedback 

2.4  Documentation 
Case Studies 
Client Feedback 

3.1  Documentation 
Case Studies 
Client Feedback 

3.2  Documentation 
Case Studies 
Client Feedback 

3.3  Documentation 
Case Studies 
Client Feedback 

4.1  Documentation 
Case Studies 
Client Feedback 

4.2  Documentation 
Case Studies 
Client Feedback 

4.3  Documentation 
Case Studies 
Client Feedback 

4.4  Documentation 
Case Studies 
Client Feedback 

5.1  Documentation 
Case Studies 
Client Feedback 

5.2  Documentation 
Case Studies 
Client Feedback 

5.3  Documentation 
Case Studies 
Client Feedback 

6.1  Documentation 
Case Studies 
Client Feedback 

6.2  Documentation 
Case Studies 
Client Feedback 

6.3  Documentation 
Case Studies 
Client Feedback 

Key  Strongly agree  Agree  Neutral  Disagree  Strongly disagree  Not applicable 
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Appendix C: Examples of published timeframes 
for decisions 

Decision Timeframe13 

National Greenhouse and Energy Reporting Scheme

Registration for reporting 31 August (deadline for a controlling corporation if not 
already registered)

Granting a Reporting Transfer Certificate We must make take all reasonable steps to ensure 
a decision is made within 90 days of receiving an 
application

Reporting dates Several key dates for reporting dates: http://www.
cleanenergyregulator.gov.au/NGER/Reporting-cycle/
Report 

Renewable Energy Target

Registration as a small scale system agent Up to six  weeks 

Power station accreditation under large-scale 
Renewable Energy Target

Up to six weeks from the time application correctly 
submitted, or longer as agreed with the applicant 

Applying for an Renewable Energy Certificate Registry 
account

Up to six weeks 

Reporting for liable entities Several key dates for reporting for liable entities: 
http://www.cleanenergyregulator.gov.au/RET/
Scheme-participants-and-industry/Renewable-Energy-
Target-liable-entities/Key-dates

Emissions Reduction Fund

Participation in auctions Timeframes published with deadlines for participation 
in ERF auctions, for example: http://www.
cleanenergyregulator.gov.au/ERF/Want-to-participate-
in-the-Emissions-Reduction-Fund/Step-2-Contracts-
and-auctions/planning-for-an-auction#Timeline-for-
third-auction

Safeguard mechanism

Safeguard baselines Several key dates for application and 
assessments of safeguard baselines: http://www.
cleanenergyregulator.gov.au/NGER/The-safeguard-
mechanism/Key-dates

Auditors

Auditor registration Approximately eight weeks

Internal review

Internal review of decisions Various dates depending on reviewable decision: 
http://www.cleanenergyregulator.gov.au/
DocumentAssets/Documents/guide%20for%20
applicants.pdf

13 As of August 2016
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Appendix D: Agencies with whom we have 
Memorandums of Understanding and 
information sharing agreements

Australian Bureau of Statistics

Australian Business Register

Australian Competition and Consumer Commission

Australian Criminal Intelligence Commission (Australian Crime Commission during 2015–16)

Australian Energy Market Operator

Australian Energy Regulator

Australian Federal Police

Australian Securities and Investments Commission

Australian Taxation Office

Australian Transactions Reports and Analysis Centre

New South Wales Independent Pricing and Regulatory Tribunal

States and the ACT (National Greenhouse and Energy Reporting data)

Victorian Essential Services Commission 
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Appendix E: Sample communications 
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1300 553 542
www.cleanenergyregulator.gov.au
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