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Acknowledgement of Country
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Dill-ba-din Balluk Biik – Protect Community and Country 

Artist: Simone Thomson
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Time Item

10.00am Welcome

10.05am Opening remarks 

10.10am VEU program update

10.20am Presentation by the CEO, Solar Victoria (VEU-policy focus)

10.35am Overview of improved VEU Registry

10.45am Improving program integrity – update on accreditation renewals, audit, 

compliance and enforcement, and the telemarketing and doorknocking bans

10.55am Question and answer session

11:25am Closing remarks

Forum agenda
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Housekeeping

This session is being recorded

Microphones are muted

Time for questions after presentations

Video recording, presentation and responses to unanswered questions 

to be available on website post-forum
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How to post a question

Computer:

Mobile:
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Opening remarks

Rebecca Billings, Commissioner

Essential Services Commission
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VEU program update

Caroline Gill, Director, Regulatory 

Operations VEU

Essential Services Commission
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2024 program snapshot (1 Nov 2023 to 31 October 2024)
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Accredited persons: 196   

New accredited persons approved: 42     

Upgrades delivered: 775,804      

Premises upgraded: 490,238     

Representative greenhouse gas emissions savings: approximately 4.9 
million tonnes 
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2024 program snapshot (1 Nov 2023 to 31 October 2024)
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Certificates created: 4,684,853      

Certificates registered: 4,940,156      

Certificates withdrawn: 309,007      

Products approved: 1104     

Project-based activities projects approved: 109     

Enquiries received: 9,518      



OFFICIAL

1 Nov 2023 to 31 Oct 2024
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2024 compliance and enforcement snapshot
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Warnings issued: 51

Restrictions / conditions imposed: 2 

VEECs compulsorily surrendered by APs: 2,753

Accreditations suspended: 1

Shortfall penalties paid by energy retailers: $29,842,740
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Assisting compliance

• Program updates: New and updated guidance materials, changes and 

compliance advice.

• VEU queries and complaints: Improved response times.

• Streamlining communications: New VEU Bulletin for accredited persons.

• Compliance advice: Guidance on requirements when closing out matters.

• Increased engagement: Webinars about key changes and requirements.

• Feedback: Accredited Person Annual Surveys and other industry feedback 

opportunities.
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Overview of improved 
VEU Registry

Kate Harvey, Information Management & 

Business Improvement Lead

Essential Services Commission
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What’s changing in the improved VEU Registry?

Improved system will streamline 

processes, improve data integrity and 

the industry user experience.

This includes:

• Online forms you can ‘save’ and 

return to later rather than document 

uploads.

• Requests for further information 

managed in the system (not email).

• Self registration of account holders 

and scheme participants (installers).

• Address look up.

• ABN look up.
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What else should I know?

• Industry consultations on the portal 

design from December.

• ‘Go live’ scheduled for first half of 

2025.

• We will:

‒ keep you updated on progress, 

testing opportunities and training 

before 'go live’

‒ provide guidance on what you 

need to do to verify your account 

in the new system.
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Improving program 
integrity

Stephanie Morrow, Specialist Advisor, 

Regulatory Capability

Caroline Gill, Director, Regulatory 

Operations, VEU

Essential Services Commission 



OFFICIAL

Compliance and enforcement case study: 
Telemarketing/doorknocking project

Project aims

• New laws are understood and followed.

• Level playing field so compliant businesses are not disadvantaged.

Successes so far

• Significant reduction in telemarketing and doorknocking complaints.

• Only 4% of consumer surveys raising concerns of possible breaches.

• Strong engagement from accredited persons.

Future work

• Monthly consumer surveys will continue.

• Currently working on multiple enforcement investigations.
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Compliance and enforcement case study: 
Heat pump water heater installations project
Project aims

• Improve performance so installations are compliant first time, every time.

• Level the playing field so compliant businesses are not disadvantaged.

Successes so far

• Complaints per heat pump installation more than halved for residential and 

small businesses (excluding telemarketing complaints).

• High levels of compliance with installation requirements this year.

Future work

• Analysing latest compliance reviews so we can share our learnings.

• Continuing to partner with our fellow agencies. 
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Accreditations

New accreditation rules took effect on 1 July 2023

✓ Includes: ‘fit and proper’ and ‘competent and capable’ tests and annual 

accreditation renewal.

Over the past year we have

✓ Provided guidance for applicants.

✓ Refined process to streamline applications and assessments.

✓ Used conditions on accreditations to manage risk, protect consumers and  

program integrity, and improve performance and compliance.

Future focus – continuous improvement in performance

✓ Compliance with conditions placed on accreditations

✓ Quality assurance, complaints management, code of conduct (inc. new bans).
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Audit

New audit tools

✓ Assurance and compliance audits implemented in 2024.

Over the past year we have

✓ Appointed a list of VEU auditors (9 appointed).

✓ Published a schedule of assurance audits.

✓ Commenced round one and two of the assurance audits.

✓ Commenced compliance audits.

We are using intelligence gained from the audit processes to

✓ Make program improvements.

✓ Focus our compliance work.
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Questions and answers

Facilitator: Stephanie Morrow

Panel:

Dan Keely, Essential Services Commission

Kirralee Tyndall, Director, VEU, Solar Victoria

Maggie McNamara, Director, 

VEU Strategic Review, Solar Victoria
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How to post a question or raise your hand

Computer:

Mobile:
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Questions and answers – important information

• Send technical or business-specific questions to: veu@esc.vic.gov.au.

• Similar questions will be addressed once.

• We may respond to some questions in the Q&A window.

• Responses to any unanswered questions will be made available on our 

website, along with the forum video recording and presentation.
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We’re taking a short break

1. Complete the survey about today’s forum: find link in the Q&A window.

2. Ask a question:

• Post a question in the Q&A window or ‘like’ an existing question.

• Use the ‘raise hand’ function to ask a question to camera.

Computer:

Mobile:
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Contact us

VEU support at the Essential Services Commission:

(03) 9032 1310

veu@esc.vic.gov.au

VEU policy questions – to VEU team at Solar Victoria: 

energy.upgrades@deeca.vic.gov.au
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