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Enquiries 

Please direct enquiries to: 
Manager Corporate Communications 
Synergy 
GPO Box K851 
Perth WA 6842 

ABN 71 743 446 839 
 
e:  corporate.communications@synergy.net.au  
w: synergy.net.au  

Online 

This Annual Report is available for downloading from the Synergy website at synergy.net.au 
along with further information about our activities. 
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Letter to the Minister for Energy 
 

In accordance with the Electricity Corporations Act (2005) I have pleasure in submitting the 
Annual Report of the Electricity Retail Corporation trading as Synergy. 

Consistent with the provisions of the Act, Synergy will publish this document upon advice 
from the Minister. 

 

Yours sincerely 

 

 

Michael Smith 

Chairman 

 

30 August 2013 
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Chairman’s report 

If we can accept the grim fact that energy costs have risen again, this year has been 
one of the most satisfying in the history of Synergy.  

Perhaps the best indication of this can be found in the high scores of customer and staff 
satisfaction. Employee satisfaction, measured by the internal survey ‘organisational 
effectiveness profile’ (OEP) score has seen an improvement from the last result with a score 
of 76 (up from 72) and a leadership score of 82 (up from 79). 

The executive team is now the strongest we have had. They have done a measurably strong 
job in growing real performance from the very complex systems required to run a modern 
energy retailer of a million customers with a wide array of pricing from subsidised hardship 
customers to large industrial contracts. When this is added to the range of energy types we 
now buy from a number of generators that we contract with, the matrix is very busy. 

Our focus has now increasingly moved to our customers and the service we offer them. We 
have conducted a deep review of how we can improve as a truly customer focused 
organisation and the results are showing in our customer measures, but we all agree there 
is still much to do. 

While our customers appreciate service, we have a fundamental obligation to make our 
energy as affordable as possible. While most of the final cost of energy comes from fuel, 
generation and getting it delivered, our responsibility is to reduce our cost to serve. This year 
has seen a real fall with more planned. 

There has been a significant increase in the number of solar panels on homes and 
businesses. When the effect of this is coupled with the fact that our customers are being 
very smart in the way they are saving energy, we have experienced what we previously 
considered hard to imagine: an actual fall in sales. While it is pleasing that at least some of 
this is the product of our advice and support of the Future Energy Alliance, the effect of us 
selling less means we are close to our take or pay obligations on the supply side. Synergy 
has helped to create a competitive market as a large retailer that can commit to long-term 
contracts that enable new generation to enter the market. Buying long and in volume is also 
one of the means of buying at a better price to support both reliable and low-cost energy. 

We have to buy long but the vast majority of what we sell is in the form of short-term 
contracts. This has been well managed in the past but our merger with Verve will make the 
business more robust as we will have the ability to manage fuel and generation in the one 
business model. 

Of course this does end the era of Synergy as a stand-alone retailer. While we will still take a 
very active interest in buying energy competitively, we are moving to a new model. With 
this we will see the end of this board structure and I take this opportunity to thank all board 
members for their exceptional efforts and achievements. 

In particular I must thank the three directors who are leaving the board. Caryle Demarte has 
been with Synergy since the beginning. Caryle’s experience and expertise in energy and 
utilities has added essential capacity to the company. She is an outstanding director. 

Jan Kolbusz has been helping guide Synergy for many years. In the first part as an advisor 
on systems, technology and change, and more recently as a board member. His special 
combination of intellectual horsepower and engaging manner has been a great help. 
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Our third departing director, Eddie Buckovic has made an all-round contribution but his rare 
and accessible expertise in fuel has been of considerable value at both the board 
engagement level and with management. 

Trevor James has had a very strong year as our leader. He and his executive team can 
rightly take the credit for the many achievements identified in this report. The board feels 
privileged to have worked with them. 

I cannot avoid the feeling that energy retailing is like dentistry. It takes a lot of training and 
sophistication to deliver an essential service that, in truth, no one likes much, and no matter 
how hard you try, problems cannot be eliminated and they nearly always hurt. 

At least this year I think we can smile with due justification. 

 

 

 
 

 
 
Michael Smith 
Chairman
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Chief Executive review 

2012-13 has been a period of challenge, evolution and achievement for Synergy. 
 
It has been a dynamic year for Synergy, with many new developments including the 
appointment of a new Minister for Energy, Dr Mike Nahan, and the announcement of a 
merger between Synergy and Verve Energy. 
 
Profit in 2012-13 fell to $1.7 million due to increases in the wholesale cost of electricity not 
adequately matched by a corresponding increase in revenue. As a result of the financial 
challenges and uncertainties related to the operating environment, we focused on reducing 
our cost structures, improving our competitiveness and strengthening our customer focus. 
This thinking is integrated into our business planning and is aligned to the government's 
efficiency dividend initiative. 
 
While this has not been without its challenges, the past year has seen a tipping point in 
Synergy’s maturity and its ability to deliver on our promise to our customers. I am pleased 
to report that during 2012-13, Synergy has commenced or completed significant 
advancements in systems, technology and training to help improve the customer 
experience, along with successful negotiations that have saved the business and WA 
taxpayers millions of dollars. This has been rounded out by the final appointment to an 
executive leadership team that has the passion and commitment to achieve success. 
 
In 2012-13 I hand-picked a team to develop and advance our corporate vision to become a truly 
customer-focused and contemporary energy provider that is highly regarded by the Western 
Australian community. I would like to recognise all those in the team for evolving and 
maintaining the momentum of the program, and for their confidence in Synergy’s potential. 
 
In a short time, Synergy’s Customer Focus Program has incorporated best practice and 
innovative learnings from other local and national organisations that have a matured customer 
experience program of their own. We have mapped key interactions across the customer 
lifecycle to understand how to tailor our services so we can build customer satisfaction and 
loyalty. Part of this involves defining the value we can offer each customer group and 
enhancing our digital communications to find more convenient ways for people to interact 
with us. 
 
Interaction and engagement are key to building quality relationships. I have personally 
taken the opportunity to visit a number of Synergy’s business customers throughout the 
year. As the market changes and matures, Synergy recognises that customers are doing 
more than simply buying energy; they are seeking our advice and practical guidance on 
managing their energy consumption and how to reduce their costs of production. 
 
Awareness of energy consumption has led to a high uptake of solar ‘photovoltaic’ systems, 
with approximately 2,000 customers every month installing solar panels and registering for 
the Renewable Energy Buyback Scheme. Consumer response to tariff increases has meant 
more people adopting energy efficient behaviours, and a saturation of solar panels on 
rooftops with now around one in 10 Western Australian homes generating their own energy. 
 
To put this in context, from July 2012 to June 2013 the average annual household electricity 
consumption in Western Australia fell to 5531kWh, down from 5670kWh in 2012, and 
6156kWh in 2011. This has created a step change in the energy industry and is a clear signal 
that we need to adjust our business model to account for lower energy sales. It’s a very new 
but very real impact to our business and has highlighted our need to be flexible and 
contemporary in our response to market changes.  
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As cost of living pressures increase, so have the number of customers seeking assistance 
from us. I would like to acknowledge our customer service teams who have worked 
tirelessly to administer government tariffs and initiatives, and to help our customers by 
providing them with advice, information and assistance in paying their bills.  
 
Following the state election in March 2013 and a return of the incumbent government, 
Synergy saw a change in Minister for Energy from outgoing Minister Peter Collier MLC to the 
new Minister for Energy Dr Michael Nahan MLA. We welcome Dr Nahan and look forward to 
working with him on developing a resilient energy portfolio for Western Australia. 
 
We are grateful to have had the support and cooperation of Minister Collier and his office 
during which time Synergy worked on a number of positive initiatives, including the Switch 
the Future campaign and administration of the new cost of living allowance to concession 
customers.   
 
I would also like to extend my thanks to my executive team for their commitment, hard 
work and diligence throughout the year. I am confident that we have a strong group of 
leaders who can take Synergy forward into this next stage of growth and maturity and I’m 
excited about the range of opportunities and challenges before us. 
 
I would also like to recognise our Chairman, Michael Smith, and the Synergy board with 
whom I’ve worked closely over the past year. The executive and I have valued their 
guidance and support and we look forward to working with the Synergy board in the year 
ahead. 
 
 

 
 
Trevor James  
Chief Executive Officer
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About Synergy 
 
Synergy operates in a challenging external environment, influenced by the structure of the 
Western Australian energy market and government regulation, which combine to affect 
the corporation’s responsiveness to changing market trends. In particular, factors such as 
changing customer demand and an oversupply of energy have tested business models and 
encouraged new thinking to ensure Synergy remains enterprising and relevant to its 
customers. 
 
Synergy’s core business is to service customers through the purchase and sale of energy. 
These activities are at the core of Synergy’s business and strategy, alongside our 
commitment to our customers. 
 
Synergy markets approximately 62 per cent of the electricity sold to households and 
business customers in the South West Interconnected System (SWIS) and around 55 per 
cent of the contestable gas load in the industrial and commercial market.   
 
The business carries this out with a workforce of approximately 500 people who possess 
appropriate knowledge and skills to assist customers and meet business needs. 
 
Our vision 
Synergy’s vision is to be a customer-focused, competitive energy provider meeting 
community expectations. 

 
Our values 
Synergy aims to maintain a positive and trusting relationship with our stakeholders to 
ensure we deliver value to our customers, owners, strategic and business partners, and the 
community in general. 
 
Synergy’s organisational values are the guiding principles upon which the business and 
employees operate. 
 
 

Enterprising: enables the business to seize opportunities, move ahead, take the initiative, 
innovate and focus on being the experts in energy.  

Quality relationships: Synergy understands the importance of good relationships with 
customers, staff, stakeholders, the government and the community. 

Spirit: is an intrinsic quality to enable Synergy to approach work with enthusiasm and 
eagerness, encouraging a culture of initiative, interest and contribution. 

 
Integrity: is the foundation that grounds the business. Synergy will keep its promises 
and build trust with customers and stakeholders. 
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Strategic objectives and initiatives  

The following strategic objectives represent key focus areas for 2012-13 and beyond, and 
have influenced Synergy’s activities and engagement. 

 Deliver better service at lower cost – meeting customer needs with efficient processes 
and channels. 

 Maintain competitive position – protecting our long-term power purchase 
commitments (wholesale position) while seeking growth opportunities. 

 Build people and leadership capability – developing our people and culture to deliver 
our business success. 

Progress towards the strategic objectives is measured via key performance indicators which 
are detailed later in this document.
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Region in which we operate 

Synergy is an electricity and gas retailer operating in the south west of Western Australia. 
Synergy’s electricity customers are connected to the South West Interconnected System 
(SWIS), a transmission and distribution network owned and operated by Western Power 
which covers many of the major population centres of Western Australia. 

With over 1,000,000 residential, business and industry customers, Synergy is Western 
Australia’s largest electricity supplier. Since 2006, Synergy has been the primary power 
supplier in the south west of the state. 
 
The map below shows the approximate boundary of the Synergy service area. 
 
Figure 1. The region in which Synergy operates
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Minister for Energy 
 
Synergy is owned by the government of Western Australia, represented by the Minister for 
Energy. 
 
The 2013 Western Australian state election prompted a change of ministerial representative 
for the energy portfolio. As a result, Synergy reported to Minister for Energy, Peter Collier 
MLC, until March 2013 and then incoming Minister for Energy, Dr Mike Nahan MLA for the 
duration of the 2012-13 reporting period. 
 
As Synergy’s governing body, the board is responsible to the Minister for its performance. 
The Minister has various rights set out in the Electricity Corporations Act 2005 in relation to 
certain aspects of Synergy, such as board nominations, approvals for certain transactions 
and access to information about Synergy. 
 
The Electricity Corporations Act 2005 also imposes certain reporting obligations on Synergy. 
It must produce a strategic development plan and a statement of corporate intent each 
year. The strategic development plan sets out Synergy’s five-year economic and financial 
objectives, strategic result areas and associated performance targets, as well as strategies.  
 
The statement of corporate intent sets out Synergy’s scope of activities, objectives and 
performance targets for the coming financial year and is consistent with the strategic 
development plan. The statement of corporate intent is tabled in Parliament after it has 
been agreed with the Minister and has received the Treasurer’s endorsement. 
 
In addition: 

 Synergy provides quarterly and annual written reports to the Minister detailing its 
performance and progress made in fulfilling the agreed targets set in the statement 
of corporate intent. 

 the Minister and the board must, at the request of either, consult on any aspect of 
Synergy’s operations. 

 
 
Organisational structure 
 
Synergy’s business is structured through three customer-facing business segments – Energy 
Markets, Retail, and Strategy and Corporate Affairs – and three enabling functions that 
support these business segments – Business Services, Corporate Services, and 
Transformation and Technology.  
 
The structure is designed to provide clarity and focus for the delivery of tailored customer 
services, products, communications, advice and support. Synergy is also committed across 
its business areas to meet corporate and regulatory best practice in the delivery of its 
legislated functions.  
 
In August 2012 Synergy tailored its internal and external communication capacity to align 
with key strategic objectives for stakeholder engagement. A corporate communications 
function was formed to support the organisation’s business objectives and strengthen 
communications and corporate reputation with media, the community, government and 
other stakeholders.  
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Retail 
 
Retail services Synergy’s residential and non-contestable small to medium business 
customers through a variety of channels, including Synergy’s contact centre and e-channels. 
Retail also manages all back office customer operations including billing, credit 
management and resolution of complex customer transactions. 
 
Energy Markets 
 
Energy Markets services the competitive electricity and gas energy market, providing a suite 
of products and services tailored to the needs of small to medium enterprises, commercial 
clients and large industrial businesses. 
   
Strategy and Corporate Affairs 
 
Strategy and Corporate Affairs manages Synergy’s strategic long-term forecasting and 
procurement in relation to gas and electricity contracts, oversight of the energy supply 
portfolio and major sales, and external engagement with policy makers, government, media 
and sponsorship partners. The department is also responsible for internal communications 
and event management. 
 
Business Services 
 
Business Services provides Synergy with accounting expertise and financial oversight as well 
as administration of the building services portfolio, ensuring Synergy has the infrastructure 
required to maintain its operations. 
 
Corporate Services 
 
With oversight and administration of Synergy’s legal, regulatory and audit management, 
risk, non-energy procurement and contract administration, Corporate Services supports all 
other departments within the organisation though the timely provision of expert advice and 
services to internal and external parties. 
 
Transformation and Technology 
 
Transformation and Technology manages and delivers the portfolio of technology-related 
projects which implement business objectives.
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Figure 2: Synergy’s senior management  
               team as at 30 June 2013



Synergy Annual Report 2012-2013 

DMS#3605762 – V9    ‐  11  ‐ 

Synergy executive team 
 
Trevor James 
Chief Executive Officer 
 
Trevor James was appointed Chief Executive Officer of Synergy in April 2011. Trevor has over 
37 years’ experience in the energy industry, having worked for the State Electricity 
Commission, the State Energy Commission of Western Australia (SECWA) and Western 
Power where he headed up the Retail division, before transferring to Synergy as its Chief 
Financial Officer in 2006. 
 
Since his appointment as Chief Executive Officer, Trevor has undertaken a restructure of the 
organisation, appointed a new executive team and overseen significant improvements in 
Synergy’s performance, particularly in customer service areas.  
 
Will Bargmann 
General Manager Corporate Services  
 
Will Bargmann joined Synergy in 2006 as general counsel/company secretary before his 
appointment to General Manager Corporate Services. As a member of the executive, Will 
leads a team with responsibility for the legal, company secretary, regulatory, audit, risk, 
procurement and contract management functions within Synergy. 
 
Prior to joining Synergy, Will was General Counsel and Company Secretary of the ERG group 
of companies. Before moving to Perth in 2002, Will was based in London for 10 years, where 
he was the head of the European legal operations of companies in the information 
technology industry. 
 
Alex Jones 
Chief Information Officer  
 
Alex Jones is Chief Information Officer and executive lead of the Transformation and 
Technology team, with the task of driving technology strategy and delivery to meet the 
needs of residential and commercial customers. 
 
Prior to joining Synergy, Alex was Information Technology Director of the Carlton and United 
Breweries division of Foster’s Group, global director of finance and decision support systems 
for Disney Consumer Products based in Los Angeles, and regional director for Disney 
Consumer Products Asia Pacific and Japan based in Hong Kong. 
 
Rebecca Kardos 
General Manager Retail 
 
Rebecca Kardos has overall responsibility for Synergy's residential and non-contestable 
small to medium business customer base, approximately one million customers located in 
the South West Interconnected System.  
 
Prior to joining Synergy, Rebecca held senior positions within the utility sector in Australia 
and New Zealand with the most recent position being General Manager Retail with the 
Power and Water Corporation in the Northern Territory. 
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Karl Matacz  
General Manager Business Services  
 
As Chief Financial Officer, Karl Matacz is responsible for Synergy’s accounting, financial and 
building services. 
 
He has extensive executive management experience in the energy and telecommunication 
industries in Australia and overseas, with his previous positions including Chief Executive 
Officer of the Electricity Holding Company in Oman, non-executive director and chairman of 
the audit committee of Dhofar Power Company and Chief Financial Officer for Verve Energy 
from 2006 until 2008. 
 
Geoff Roberts 
General Manager Energy Markets  
 
Geoff Roberts oversees Synergy's business market encompassing the competitive market 
from small to medium enterprises through to industrial and commercial customers. His area 
of responsibility includes market strategy development, sales and service, and billing 
activities. Geoff is also responsible for Synergy's energy trading activities. 
 
Prior to joining Synergy, Geoff held senior positions within the retail financial services sector 
including Director of Retail at BankWest. 
 
Blair Stratton 
General Manager Strategy and Corporate Affairs  
 
As General Manager Strategy and Corporate Affairs, Blair Stratton oversees Synergy’s long-
term electricity and gas procurement within a portfolio totalling more than $20 billion, sales 
to large energy loads, the strategic direction of the energy portfolio and a range of strategic 
projects.   
 
In addition, Blair is responsible for the management of stakeholder engagement with policy 
makers and government, and for Synergy’s corporate communications function, 
encompassing media and public relations, corporate reputation, brand management, event 
management and internal communications. Prior to his appointment with Synergy, Blair 
served as Chief of Staff to the Minister for Energy and was Principal Policy Advisor to Premier 
Hon Colin Barnett MLA. 
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Our relationships 
Synergy applies its values proactively in fostering its relationship with customers, industry 
representatives, government, media and the community. Based on its values of quality 
relationships, integrity, spirit and enterprise, in 2012-13 Synergy has sought to establish a 
more interactive approach to community, customer and industry engagement. 

Over the past reporting year, Synergy has successfully attracted and retained business 
customers at record levels. Both the residential (Retail) and business (Energy Markets) sides 
of the business have marked the 2012-13 year with an upwards trend in their net promoter 
scores, ending with an average of 22.2 for Retail (4.6 points above target) and 24.2 for 
Energy Markets (a significant 9 points above target). 

In the competitive or ‘contestable’ market, Synergy saw its first net positive business gain in 
at least five years, bringing in more business than was lost to competitors. Gas was 34 per 
cent above expectations and electricity was a significant 288 per cent above target, with 
532 GWh of business ‘churning in’, compared with 201 GWh ‘churning out’. 

During the reporting period, Synergy handled over 100 media enquiries and provided 
briefings to government and non-government organisations on matters affecting the 
energy portfolio in Western Australia, and invited feedback from customer groups across 
both residential and business markets.  

Feedback, along with other business intelligence, was incorporated into Synergy’s strategic 
planning with the recommendation that the organisation adopt a strengthened customer-
centric approach to service culture. 

Presentations and awards 
 
In line with its vision, maturity and focus on improved stakeholder engagement, Synergy 
undertook a more advanced commitment to knowledge sharing during the 2012-13 
financial year. Synergy’s CEO, executives and other senior employees presented at 10 
industry events including conferences, workshops and seminars. The events included: 

 the 2012 Energy in WA conference 
 Financial Management for IT Services 2012 conference 
 Financial Counsellors Association annual conference 
 2013 WA Finance Leaders Summit 
 Association for Data-driven Marketing and Advertising seminar 
 2013 Power Pricing conference 
 Energy and Utility Week 2013. 

 
Synergy also nominated its Chief Information Officer, Alex Jones, for the information 
technology industry’s premier state awards, the Western Australian information Technology 
and Telecommunications Awards (WAiTTA). From a highly regarded and competitive field, 
Mr Jones was awarded the 2013 CIO of the Year on 14 June 2013, in recognition of the 
standard and scope of work done to dramatically improve customer service and satisfaction 
in a short period of time. 
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Customer experience 

Synergy recognises it must become a customer-focused business to fully achieve its vision. 
Synergy has initiated a Customer Focus Program which supports its strategic objectives, and 
ensures that Synergy’s initiatives address the needs of customers across four critical 
dimensions: people and culture, customer experience, process and technology integration, 
and business management. 

This approach involves a cross-divisional team dedicated to understanding changing 
customer needs and Synergy’s position in the marketplace, exploring opportunities for 
relevant and innovative solutions, and the health of its corporate reputation and brand. 

As a result, Synergy commenced additional research into defining its consumer markets and the 
organisation’s current and future capacity to deliver on customer expectations and needs in a 
dynamic market. Further work is expected to be advanced in 2013-14. 

Social media 

In 2012-13 Synergy commenced implementation of its digital communications strategy with a 
soft launch approach into the market. The strategy highlights Synergy’s focus on exploring a 
range of channels to improve customer communication, interaction and information availability. 
To date, channel selection has been limited to Facebook and Twitter, though LinkedIn continues 
to be considered for profiling and career material. 

A dedicated training program was established in 2012 to ensure that customer service 
representatives were ready to respond to social media enquiries or posts, and to be aware of the 
expectations of customers using channels such as Facebook and Twitter. To June 2013, and 
consistent with the organisation’s ‘soft launch’, Synergy received an average of 10 social media 
customer service enquiries per month. 
 
Synergy G.R.I.D 
 
During 2012-13 the organisation launched ‘Synergy GRID’, offering a range of community 
Grants, business Rewards and energy Information, and gas- and electricity-bundled Deals. 
Synergy GRID was developed to provide a one-stop shop for small to medium enterprises in 
the highly competitive business market. 
 
The program aims to provide businesses with benefits and recognition for their customer 
loyalty to Synergy, as well as providing supportive and tailored information on energy, 
business practices and community involvement. 
 
See and Save 
 
Feedback from Synergy’s business customers identified an increased need for energy usage 
data, and associated tailored advice on energy efficiency tools and management strategies for 
their business. 
 
Acting on this feedback, Synergy piloted ‘See and Save’, a new product to enable business 
customers to monitor consumption in real time, and make informed energy usage decisions. 
Innovative technology means that information can also be sent to customers’ smartphones. 
 
See and Save also aims to build quality relationships with project partners, affiliated companies 
and member organisations such as the Australian Hotel's Association, ensuring product and 
service alignment with customers' needs. The pilot is expected to continue through 2013-14. 
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Customer service 

Synergy places a high significance on the need for its customers to have a positive 
experience when they contact the organisation and for this reason, Synergy set the 2012-13 
service level target for calls answered in 30 seconds at 80 per cent. This target refers to the 
number of calls to the customer contact centre answered in 30 seconds or less.  

At 30 June 2013, Synergy achieved a 79.9 per cent service level (meaning that 20.1 per cent 
of calls were not answered in 30 seconds), an improvement on the 2011-12 figure of 74.8 
per cent.  

Additionally, there was a six per cent reduction in the number of telephone calls answered 
by Synergy operators in 2012-13. Calls totalled 1,197,178 answered, compared with 
1,274,463 the previous year. This can be attributed to: 

 continued improvements to technology platforms impacting the customer  
 

 reduction in number of phone calls for the renewable energy feed-in tariff scheme 
 

 improvement in first call resolution results, attributed to implementation of a 
bespoke training program for contact centre employees. 

 
In terms of overall complaints, Synergy saw a significant 54 per cent reduction for 2012-13, 
with 4060 complaints compared with 8784 for the 2011-12 financial year. 
 
Customer objections mainly centred around billing issues and credit management activities, 
but also included issues outside of Synergy’s control such as estimated meter readings and 
high accounts. Synergy continues to work closely with Western Power with regard to 
customers’ estimated meter readings to ensure that the number of customers requiring 
estimated meter readings reduces over time. 
 
Synergy's complaints team has placed significant emphasis on reducing the number of 
complaints raised via the Energy Ombudsman over the 2012-13 financial year. The 
complaints team worked closely with the Energy Ombudsman’s office to develop a stronger 
working relationship, and new initiatives – such as more direct communications with the 
Energy Ombudsman’s team to refer customers – were deployed internally as a result. 

As a result of these efforts, the 2012-13 reporting period saw a 29 per cent reduction in 
complaints to the Energy Ombudsman, with 1611 recorded complaints, compared with 
2281 the previous financial year. 

Financial hardship assistance  

Synergy employs a team of dedicated support staff within the Credit Management 
department trained to assist customers experiencing financial hardship. Synergy’s financial 
hardship policy, 'Keeping Connected', provides support to customers who are assessed as 
experiencing financial hardship.  

In 2012-13, Synergy undertook its annual review of its hardship policy in consultation with 
the community services sector to ensure it remains appropriate and continues to meet the 
needs of Synergy’s most vulnerable customers. 
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In May 2013, the Economic Regulation Authority concluded that Synergy’s annual review 
and financial hardship policy complied with the requirements of clause 6.10 of the Code of 
Conduct for the Supply of Electricity to Small Use Customers. 
 
Government grants and Synergy customer assistance 
 
Along with Synergy’s own customer assistance initiatives, the organisation plays a pivotal 
role in the administration, management and promotion of government electricity assistance 
schemes including:  
 

 state government concessions and energy rebates such as the supply charge rebate, 
dependent child rebate, account establishment fee waivers, air conditioning subsidy, 
and the caravan park and park home subsidy and the Cost of Living Assistance 
(CoLA) payment. The CoLA payment, introduced 1 October 2012, replaced the supply 
charge rebate. The value of these rebates and subsidies in 2012-13 was $59.2 
million. 
 

 participation in state government Hardship Utility Grant Scheme or HUGS.  From July 
2012-June 2013 HUGS grants to the value of $5 million were provided to 14,000 
customers, bringing the total value of approved grants to more than $14 million 
since the commencement of HUGS in August 2008.  

 
 maintenance of the Power Assist scheme which involves an annual payment of 

$75,000 to the Western Australian Council of Social Services or WACOSS. This is 
administered by St Vincent de Paul through its emergency relief agencies, as 
individual grants to customers who contact these agencies. 
 

 Synergy’s Power On payment program where hardship customers who maintain 
their regular payment plan repayments, are recognised by Synergy, with financial 
contributions made to each eligible customer’s electricity bill. 
 

 participation in the federal Home Energy Saver Scheme (HESS) to assist customers in 
reducing their energy consumption. 
 

 promotion of Centrepay as a payment option, free for Synergy customers, and the 
inclusion of Centrepay’s reference details on invoices for improved customer 
convenience. 
 

 flexible payment options around the size and frequency of payments that take into 
consideration a customer’s capacity to pay and ultimately the financial position that 
a customer would be in at the completion of the payment plan.  
 

 providing hardship customers with payment moratoriums.  
 

Life support 

In 2012-13, Synergy established a specialist life support team to manage the requirements 
of Synergy’s life support customers.  
 
Synergy continues to work proactively alongside Western Power to ensure our life support 
customers are correctly protected, consulted and informed, and that customers understand 
their accountability to provide medically-verified documentation. 
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Arising from the consultative and collaborative approach taken by the parties involved, 
Synergy successfully advocated changes to the Code of Conduct for the Supply of Electricity 
to Small Use Customers to strengthen regulatory protections afforded to persons who 
genuinely require life support equipment. The new arrangements were effective from 1 July 
2013. 
 
Corporate sponsorships and volunteering 

In 2012-13, Synergy sponsored the Starlight Children’s Foundation through the Starlight 
Express Room in Princess Margaret Hospital, and was a sponsorship partner of the 2012-13 
Perth International Arts Festival. Synergy also retained its long-standing relationship with 
Synergy Parkland in Kings Park. Each partnership and sponsorship affiliation is an 
opportunity to advance Synergy’s brand and corporate reputation objectives, and to define 
Synergy as an educator and provider of clear and accurate information, expert advice, 
community support and strategic alliances. 

In line with Synergy’s values, its employees raised over $13,000 for nominated charities, the 
Australian Rett Syndrome study and the South West Autism Network (SWAN), through the 
‘Synergy Spirit’ committee over the last reporting year. Synergy employees also donated 
presents for the Variety Children’s Christmas Appeal and donated time and funds to the 
Starlight Children’s Foundation. 

Partnerships 

In addition to its customer, community and corporate engagement, Synergy was involved in 
a number of projects over 2012-13 that involved inter-agency collaboration. 

 
Denmark Community Windfarm 

Synergy signed a power purchase agreement with the Denmark Community Windfarm company 
to buy power from two 800kW Enercon E48 wind turbines with a total installed capacity of 1.6 
megawatts, and feed this into the South West Interconnected System. 

Situated on a 50-hectare site at Wilson Head, Denmark’s community windfarm officially opened 
on 17 March 2013, delivering electricity to the south-west township, and was an example of 
Synergy’s involvement in community-based energy projects through mechanisms such as power 
purchase agreements. 

Green Rock MOU 

The current suite of renewable technology options with the capacity to effectively supplement 
Western Australia’s energy needs was expanded in 2013 with Synergy investigating the viability 
of geothermal energy. 

Synergy, energy explorer and producer AWE Australia, and renewables generator Pacific Hydro 
have all signalled their support for the project by signing Memoranda of Understanding with 
Green Rock or its subsidiary Mid West Geothermal Power, paving the way to demonstrate the 
project’s feasibility in the Perth Basin. 

If the feasibility of the project is proven, Synergy will enter into negotiations to become the 
offtake entity for future energy arrangements. The Memorandum of Understanding aligns with 
Synergy's ongoing commitment to explore emerging energy technologies and to the private 
sector to ensure longer-term energy supplies for the state. 
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Future Energy Alliance 
 
The Future Energy Alliance is a cross-organisational, community education partnership 
comprising Synergy, Western Power and Horizon Power on behalf of the Western Australian 
State Government. 
 
The joint initiative promotes energy efficiency messages and behaviour awareness through 
the SwitchtheFuture.com.au online campaign.  
 
Key messages delivered in the 2012-13 Switch the Future campaign include seasonal-
specific advice on how to reduce electricity consumption through energy efficient 
behaviours and educating the public on peak demand issues during summer.  

The interactive website provides an opportunity for households to create a personalised 
energy saving plan, track their electricity use to see how effective their energy efficient 
behaviours have been over previous usages, and compare their electricity use with similar 
households and those in their suburb.  

Market research has indicated that the public strongly associates Synergy with the Switch 
the Future campaign and website. From 1 July 2012 to 30 June 2013, there have been  
92,106 unique visitors to the website, with over 24,600 users signing up to the Energy 
Saving Toolbox to track their energy efficiency behaviour against their energy consumption 
data. 

Australian Hotels Association 
 
In early 2013, Synergy and the Australian Hospitality Association (AHA) launched the 'See 
and Save' Energy Management Pilot. The exclusive program is the result of Synergy’s 
collaboration with Australia's leading energy monitoring and education companies and is 
designed to give AHA members the tools and knowledge to employ long-term energy 
efficiencies within their business. 
 
As long-time sponsors of the Association, Synergy was involved in May’s AHA Western 
Australia Hospitality Supplier Awards, sponsoring the Best Hospitality Product Supplier – 
Metropolitan category.  
 
Energy education for the whole community 
 
During the 2012-13 year Synergy’s Credit Management case managers participated in various 
2013 National Aborigines and Islanders Day Observance Committee (NAIDOC) community 
events in Perth to promote energy efficiency awareness and provide information and advice. 

In addition, Synergy invited a wide range of community groups to its Synergy offices to 
participate in a series of workshops aimed at developing a better understanding of the 
range of assistance available to customers. The success of the workshop discussions 
prompted further engagement with Home Energy Saver Scheme (HESS - Anglicare) 
representatives, who were invited back to Synergy to present specifically on how they 
approach, assist and advise Synergy’s customers on reducing energy consumption when 
conducting their home energy audits. 
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Powering Perth Arena 

Synergy’s involvement in the $73.5 million Australian Government initiative, Solar Cities, was 
successfully completed in 2013. The program was designed to help communities rethink the 
way they produce, use and save energy, and Synergy committed to trial new products and 
technologies, such as time of use energy pricing, ‘in-home display’ devices, and demand 
management tools. Since the program commenced, Synergy has deployed 2200 in-home 
displays to smart meter customers.  

As part of a collaborative project, Synergy installed an 111kw solar array on the roof of the Perth 
Arena and delivered a solar photovoltaic giveaway program to patrons, combined with a 
community giveaway in partnership with the Perth Wildcats. The solar array was commissioned 
on 30 March and is now generating energy for the Perth Arena. 

Developing our people and culture 
 
Synergy is committed to attracting, engaging and retaining a skilled workforce.  
During the 2012-13 financial year Synergy employed 468.74 full-time equivalents.  
 
Synergy is committed to providing an environment that promotes continuous improvement, 
professional development and leadership training, with the aim to empower its employees 
to make decisions that can benefit customers. 
 
Synergy Leadership Program  
 
During the 2012/13 period Synergy saw the launch of the Synergy Leadership Program. The 
program has been designed as two streams – the Core Leadership Program for mid-level 
managers, and the Senior Leadership Program offered to Synergy’s senior leadership team.  
 
The program was designed to fall in line with our ongoing corporate strategy while providing 
additional opportunities to develop our people and ensuring a better and more committed 
service to our customers by way of increased knowledge and understanding of strategic 
decisions and direction.  30 of our mid-level managers have undertaken the Core Leadership 
Program and 12 of our senior team are working through the Senior Leadership Program 
incorporating projects, working also in collaboration with the Customer Focus Program to 
define solution-based projects to some of the key business questions raised through the 
Program. 
 
E-learning platform  
 
Synergy has implemented a fully functioning e-learning platform to enable our business to 
access learning at the touch of a button. The system is available to all Synergy employees 
and hosts all of the regulatory and compliance based training required for all employees in 
addition to an off the shelf skills development library and internally designed specialised 
learning programs.  
 
Utilising an online platform to manage our regulatory and compliance learning enables us 
to ensure business wide compliance, highlighting areas of risk and highlighting additional 
learning requirements - in turn ensuring our customers are protected by the understanding 
of the regulatory codes that affect them. 
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Organisational effectiveness 
 
Twice a year, Synergy conducts an internal staff survey – called the organisational effectiveness 
profile – to assess employee morale, engagement and the efficacy of programs and initiatives. 
The effectiveness profile score for the year ending 30 June 2013 saw an overall increase from 72 
to 76 out of 100, and an upward trend in the leadership score from 79 per cent to 82 per cent. 
 
Corporate governance   
 
Synergy is committed to a high level of corporate governance and promoting a culture of 
spirit, integrity, being enterprising and having quality relationships. 

Synergy must comply with the Electricity Corporations Act 2005 (WA) and other state and 
commonwealth laws. As a government trading enterprise, Synergy is not listed on the 
Australian Securities Exchange (‘ASX’), but seeks to comply, to the extent applicable and not 
inconsistent with the requirements of the Act, with the ASX Corporate Governance Principles. 

Role and legislated functions 
 
The principal functions of Synergy are defined in the Electricity Corporations Act (WA) 2005, 
the Electricity Industry Act 2004 and relevant regulations and codes.   

The functions of the corporation are to: 

i. supply electricity to consumers and services which improve the efficiency of 
electricity supply and the management of demand 

ii. purchase or otherwise acquire electricity for the purposes of supplying electricity to 
customers 

iii. provide ancillary services 

iv. acquire gas and supply it to consumers. 

It is also the function of Synergy to: 

i. use its expertise and resources to provide consultative, advisory or other services for 
profit 

ii. develop and turn to account any technology, software or other intellectual property 
relating to the functions above 

iii. manufacture and market any product relating to the functions above  

iv. exploit its fixed assets for profit so long as the proper performance of its functions 
are not affected.  

In performing its functions, Synergy must act with prudent commercial principles and 
endeavour to make a profit, consistent with maximising its long-term value, and  its 
commitment to the community. 

Risk management framework 
 
Synergy has a risk framework to manage its strategic, operational, regulatory and reporting 
risks. The corporate risk management policy sets out a methodology and process for 
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identification of risks, outlines the accountabilities of management and contains procedures 
for reporting on risk issues throughout Synergy. Synergy uses a corporate risk register to 
identify specific risks across organisation units, and to monitor the status of risk 
management activities across the business. 
 
Synergy’s executive and management are responsible for identifying risks and 
implementing strategies to mitigate them. The Audit and Legal Compliance Committee 
oversees the risk management framework and reviews the effectiveness of key mitigation 
strategies. Risk reviews are conducted annually to ensure emerging risks, such as those 
from changes in market structure and design, organisational restructures and operational 
issues are identified and responses developed. 
 
Fraud and corruption control framework and plan 
 
Internal audit is an integral component of Synergy’s governance process.  Its primary 
objective is to provide independent and objective assurance and consulting activity 
designed to add value and improve the corporation’s operations.  Internal audit assists in 
accomplishing its objectives by bringing a systematic, disciplined approach to evaluate and 
improve the effectiveness of Synergy’s control and governance processes.       
 
An audit and legal compliance committee serves as a communication channel with the 
Internal Auditor.  The audit and legal compliance committee terms of reference establish 
the authority, responsibility and accountability conferred on that committee by the board.   
 
Synergy is committed to a high standard of ethical and accountable behaviour and does not 
tolerate any form of fraud or corruption. No incident of fraud was reported during the period. 
 
Ministerial reporting 
 
The Electricity Corporations Act 2005 (WA) outlines yearly reporting requirements that 
Synergy is obliged to complete. In accordance with the accountability provisions of the Act, 
Synergy is required to provide the Minister for Energy with quarterly reports for the financial 
year.   

Each of the quarterly reports for the 2012-13 reporting period was submitted to the Minister 
no later than one month following the end of the preceding reporting quarter and included 
an overview of performance (including specific performance indicators) and highlights of 
important achievements. 

Synergy is also required to produce a strategic development plan and a statement of 
corporate intent each year. The strategic development plan sets out the corporation’s five-
year economic and financial objectives and performance targets and business strategies.  

The statement of corporate intent outlines Synergy’s scope of activities, objectives and 
performance targets for the coming financial year and is consistent with the strategic 
development plan. The statement of corporate intent is tabled in parliament after it has 
received Ministerial and Treasury endorsement. 

Ministerial directions 

In accordance with the reporting requirements outlined in Division 4 of the Electricity 
Corporations Act 2005 (WA), Sections 110-114, Synergy can confirm that it received a 
ministerial direction during the reporting period, relating to board decisions prior to the 



Synergy Annual Report 2012-2013 

DMS#3605762 – V9    ‐  23  ‐ 

merger between Synergy and Verve Energy. The direction was not effective until after the 
end of the reporting period and had no financial impact on Synergy during the period. 

Equal opportunity and equality employment policy  

Synergy is committed to providing a diverse, supportive and productive working 
environment which is free from intimidation, harassment and discriminatory practices, and 
which values diversity and equality of opportunity. 

Under the Equal Opportunity Act 1984 (WA), section 139, and the Electricity Corporations Act 
2005 (WA) Synergy is required to comply with the development, submission and monitoring 
of an Equal Opportunity Management Plan, which was advanced during the reporting period. 

In accordance with ASX Principle 3.4 (see appendix), Synergy’s diversity of gender 
employment, including permanent and fixed-term employees and casuals, is recorded 
annually. 

Of total Synergy employees, approximately 61 per cent are women. Women also comprise 
around 28 per cent of the senior executive and 17 per cent of the Synergy board. 

Synergy employees comprise people from culturally-diverse backgrounds, indigenous 
Australians and people with disabilities. 

Employee Assistance Program 

Synergy is committed to ensuring the health, safety and wellbeing of its employees. The 
Synergy Employee Assistance Program offers professional, confidential counselling 
assistance to employees who may need help with particular problems affecting their 
wellbeing, both personally and in the workplace. 
 
Synergy’s Code of Conduct  
 
Section 33 of the Electricity Corporations Act 2005 (WA) requires the board of Synergy to 
provide to the Minister, at the same time as delivering its Annual Report, a separate report 
on the observance of its Code of Conduct by members of staff.   
 
Synergy promotes a board-approved Code of Conduct setting out minimum standards of 
conduct for all officers and employees of Synergy, as well as a legislative and regulatory 
compliance policy and a conflict of interest policy.  
 
The Code of Conduct outlines Synergy’s position on a range of ethical and legal issues and 
summarises its policies on matters such as compliance with laws, occupational health and 
safety, corporate opportunity, confidentiality, protection of corporate assets and diversity in 
the workplace and responsibility for the environment. 
 
Compliance with the principles contained within these documents will also assist Synergy in 
effectively managing risks and meeting its legal and compliance obligations. Synergy also 
has a public interest disclosure policy, the details of which are detailed in this report. 
 
The Code of Conduct has been made available to all Synergy staff and is available on 
Synergy’s intranet for employee reference. The board, under delegated authority, assign 
accountability through the chief executive officer to formal leaders in the organisation to 
ensure observance of the standards of conduct and integrity by members of staff. 
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As at 30 June 2013, there were no reported incidents of a breach of Synergy’s Code of 
Conduct. 
 
Public interest disclosure  

The Public Interest Disclosure Act (2003) facilitates the disclosure of information deemed to 
be of public interest, providing protection for those making such disclosures and those who 
are subject to such disclosures. Synergy is committed to the aims and objectives of the Act. 

Information about the Public Interest Disclosure Act is included in Synergy’s induction 
program and procedures, and staff information is posted on the organisation’s intranet for 
staff to view.  Synergy has appointed the Chief Executive Officer, the company 
secretary/general counsel, manager human resources and organisational development and 
the manager internal audit as public interest disclosure officers. 

There were no disclosures made during 2012-13. 

Retail licence compliance 

The Economic Regulation Authority (ERA) issued Synergy with a section 32 breach notice in 
relation to seven areas of non-compliance in February 2011.  The largest breach impact was 
the timeliness of bills being issued. As a result of Synergy’s improved compliance 
performance the ERA rescinded the section 32 breach notice for all seven matters in 
December 2012. 

Ownership and dealing in securities  

Synergy is not a listed entity and has no transferable securities.  

Staffing performance and remuneration  
 
The remuneration of directors and key management personnel is detailed in the Financial 
Statements. 
 
Work place health and safety 
 
Synergy had no reported Lost Time Injuries or worker’s compensation claims in 2012-13. 
There was one reportable injury. 

 In May 2012, Synergy contracted Chamber of Commerce and Industry WA safety and risk 
services to conduct a gap analysis on the adequacy of Synergy’s current work, health safety 
system and processes to meet the requirements of new nationally-harmonised work, health 
safety legislation.  

During the 2012-13 reporting period, Synergy worked to address the findings of the safety 
gap analysis, including the purchase of a work, health and safety management system 
scheduled for implementation in the first quarter of the 2013-14 financial year.   

In addition, significant health and safety steps were undertaken during the year, including: 
 consolidation of a safety risk register 
 improved safety metrics 
 safety representative training 
 improvements to hazardous goods storage  
 presentation of a bullying education program 
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 revision of corporate inductions to include safety and bullying policies. 
 
Synergy continues to offer employees work station ergonomic assessments and 
complimentary flu vaccine injections. 
 
Disability access disclosure 

Synergy is committed to ensuring people with disabilities, their families and carers have 
equal access to our services and information.  

In accordance with the Disability Services Act 1993, Synergy has developed a Disability 
Access and Inclusion Plan, which outlines various strategies with a purpose of improving 
access to services, premises and information.  

The Disability Access and Inclusion Plan was created in consultation with key stakeholders 
and in the plan's implementation a working group was developed to oversee and monitor 
the overall execution of the plan's objectives.  

Advertising and market research  
 
In accordance with the requirements of Section 175ZE of the Western Australian Electoral 
Act 1907, the following information in respect to expenditures (excluding GST) incurred by, 
or on behalf of, Synergy during the period 1 July 2012 to 30 June 2013 was as follows: 
 

 advertising agencies: $1,363,762, Cubed, 303Lowe 
 market research organisations: $417,985, Research Solutions, Synovate Pty Ltd, 

David Reid, Painted Dog, PMSI, Taylor Nelson  
 direct mail organisations:  $610,724, Computershare Communications, Australia Post, 

Fuji Xerox Business Force 
 E channel: $640,564, The Brand Agency 
 media advertising organisations: $246,062, Media Decisions 
 total expenditure $3,279,097 (excluding GST). 

 
The above expenditure does not include Synergy's contribution to the Future Energy Alliance 
(FEA) which forms part of the state government’s Switch the Future energy usage 
awareness campaign. The following information regarding expenditure incurred by, or on 
behalf of, Synergy for FEA purposes during the period of 1 July 2012 to 30 June 2013 was: 
 

 advertising agencies: $522,917, 303Lowe Advertising Pty Ltd 
 market research organisations: $78,500, Taylor Nelson 
 E channel: $345,049, The Brand Agency 
 media advertising organisations: $351,396, Media Decisions 
 total expenditure $1,297,862 (excluding GST). 
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Performance overview 

Table 1: Operational key performance indicators 

Key performance indicators  
 
Synergy’s corporate key performance indicators (KPIs) have been selected with the aim of 
allowing the Minister, board and management to effectively monitor progress at a corporate 
level.  
 
Accordingly, the corporate measures will not reflect the detailed management 
requirements for measuring performance at an operational level. 
 
The KPIs used for monitoring Synergy’s corporate performance are based on the: 

 costs and relevance of providing the information on an ongoing basis 
 different information requirements of the organisation and the Minister for Energy 
 regulatory requirements 
 commercial sensitivity of the measures and the degree of exposure for those 

measures that could affect Synergy’s competitive position. 
 
 

 
 

 2011-12 2012-13 

Contact centre effectiveness 

Total number of calls handled by a customer service representative 1,274,463 1,197,178 

Percentage of calls not answered within 30 seconds from when a customer 
is connected 25.1% 20.1% 

Average waiting time before a call is answered (seconds) 35.2 22.8 

Percentage of calls abandoned 3.1% 2.1% 

Business development and innovation

Number of customers using environmental/renewable energy products 100,790 125,084 

- NaturalPower  4,419 3,842 

- EasyGreen  3,415 765 

- Renewable Energy Buyback Scheme 92,356 119,943 

- Earth Friendly 600 524 

Number of SmartPower customers  24,427 20,946 

Customer service 

Number of disputes involving the Energy Ombudsman 2,281 1,611 
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Financial performance 
 
Key facts at a glance  

2012-13 2011-12 2010-11
Electricity sales GwH 10,679 10,781 11,671
Gas sales Tj 14,979 15,249 14,801

Total revenue (excl interest) $ '000 3,063,417 2,736,677 2,666,047
Gross margin $ '000 149,923 272,581 272,581
EBITDA $ '000 7,544 129,465 120,763
Net profit after tax $ '000 1,655 85,381 76,321
Dividends* $ '000 1,240 64,036 57,241
Net assets $ '000 296,961 359,378 331,202
EBITDA/Total revenue % 0.25% 4.73% 4.53%
Return on capital^ % 0.50% 24.73% 23.15%
Costs to serve $/customer 121.93 122.20 113.39
Net cash flows from 
operating activities $ '000 72,117 133,520 40,541 

Net cash flows (used in) from 
investing activities 

$ '000 -       113,511 16,626 10,723 

* Dividends @75% of NPAT for the year, paid in the subsequent year. 

^ Return calculated on average capital for the year 

 
Table 2: Facts at a glance 
 
Synergy’s profit after tax of $1.7 million was a reduction from the prior year’s result of $85.4 
million. This result was heavily influenced by the electricity gross margin which shows a 
$141.7 million negative change when compared with the prior year. As a result of reduced 
gross margins, Synergy’s EBITDA position reduced from $129.5 million to $7.5 million and 
the return on capital also declined from 24.73 per cent in FY11-12 to 0.5 per cent for the 
current year. The key drivers for the decline in EBITDA are explained below: 
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Revenue from sales of energy including the Tariff Adjustment Payment increased by 12 per 
cent as a result of tariff increases and the introduction of carbon tax, despite electricity 
consumption being one per cent lower compared with the previous year.   

For regulated electricity revenues, as a result of the Economic Regulation Authority’s inquiry 
into Synergy’s costs and electricity tariffs, the government revised the SWIS cost-reflective 
rates based on long run marginal costs, which did not reflect Synergy’s actual costs. As 
such, regulated revenues, including operating subsidy, returned a margin loss of 0.4 per cent 
compared with the regulated margin of 3.5 per cent.  
 
During 2012-13, the total cost of energy purchases and supply increased by 18 per cent due 
to:  

 energy cost increases due to the consumer price index ($63.6 million) 
 market rule changes regarding ancillary services ($56.1 million) regulated by the 

Independent Market Operator  
 network cost increases ($65.9 million) as approved by the Economic Regulation 

Authority increase in the cost of renewable energy certificates ($31.6 million) due to 
increase in the renewable power percentage as determined under the Renewable 
Energy (Electricity) Act 2000 

 shortfall in the reimbursement of costs associated with the government’s feed-in-
tariff rebate scheme ($21.8 million).  
 

The current year also involved payment of the carbon tax liabilities amounting to $214.7 
million on account of ‘pass through’ liability to Synergy from electricity generators and 
Synergy's direct obligation for the natural gas emissions from the sale of gas to its gas 
customers. 

In terms of project expenditure, Synergy invested $6.5 million in capital projects and a 
further $5.5 million on system enhancements, an increase of $5.1 million over 2012 levels. 
These investments were focused on information technology projects to support Synergy’s 
customers and included the technology (SAP) upgrade. 
 
Synergy’s energy portfolio stands at a value of $24.994 billion as at 30 June 2013. 

Net assets have decreased by $62.4 million mainly due to the dividend payment during the 
year of $64 million in respect of the 2011-12 financial year. 
 
Cost to serve 
 
Synergy’s cost to serve, excluding one-off abnormal items for 2012-13 was $121.93 (target: 
$126.90), down from $122.20 in 2011-12 (target: $126.84).
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The Synergy (Electricity Retail Corporation) board of directors presents their report for 
the period 1 July 2012 to 30 June 2013. 

The board of directors is Synergy’s governing body and responsible to the Minister for Energy 
(the Minister) for its performance. The board’s central role is to set Synergy’s strategic 
direction and to oversee its management and commercial activities. 

Board role and responsibilities  

As a statutory corporation, the respective duties and responsibilities of Synergy’s board, 
chief executive officer and executive officers are substantially set out in the Electricity 
Corporation Act 2005 (WA).  

Subject to the provisions of the Act, the board has overall responsibility for performing the 
functions, determining the policies and controlling the affairs of Synergy. Its central role is to 
set Synergy’s strategic direction and to oversee its management and commercial activities. 

Synergy has a board charter detailing its role, powers, duties and functions. In addition to 
matters required by law to be approved by the board, the following matters are reserved to 
the board: 

 appointing the chief executive officer - subject to the Minister’s endorsement – and 
overseeing appointments of the chief executive officer’s direct reports 

 providing strategic direction, approving policies and reviewing major decisions, 
including capital expenditure proposals 

 approving budgets and monitoring senior executives’ and financial performance 

 overseeing compliance with internal processes and regulatory requirements 

 assessing board performance to ensure the board’s effectiveness. 
 
Responsibility for the management of Synergy’s day-to-day operations is delegated to the 
Chief Executive Officer, who is accountable to the board. The board has also delegated a 
number of responsibilities to its committees. 

Composition of Synergy’s governance board  

In accordance with the Electricity Corporation Act 2005 (WA), the board must comprise not 
less than four and not more than six directors appointed by the Governor of Western 
Australia on the nomination of the Minister.  

Synergy’s board of directors comprises six non-executive directors.  

In assessing the composition of the board, the directors take into consideration the 
following criteria: 

 the chair and the deputy chair must be independent, non-executive, directors 

 the role of the chair and the chief executive officer cannot be filled by the same 
person 

 the majority of the board should comprise independent directors 

 the board should have the required blend of qualifications, experience and expertise. 
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Directors 

The names and details of the directors in office at any time during the period 1 July 2012 to 
30 June 2013 are: 

Michael Smith, FAICD, FIMC, FAIM, FAMI – Director, Chair (age 59) 
 
Mr Smith is the Managing Director of Black House, which consults to a number of leading 
Australian companies. He has held several chairman and director positions in his career to 
date and is the current chair of Synergy and Verve, iiNet and the Lionel Samson Sadleirs 
Group. He is the National Chairman of the Australian Institute of Company Directors, Deputy 
Chairman of Automotive Holdings Group, and is a non-executive director of 7-Eleven. In 
addition, Mr Smith is currently on the board of Giving West and Creative Partnerships 
Australia. 
 
Mr Smith is a past chair/director of the West Coast Eagles, Scotch College, Perth 
International Arts Festival, and the Home Building Society, among others. 
 
Eric Hooper BA (Business), MBA, FAICD – Director, Deputy Chairperson (age 55) 
 
Mr Hooper was appointed to the board as a non-executive director in March 2006. Mr 
Hooper is also a director of Ocean Gardens Inc, a director of RC Sadleir Pty Limited, and a 
consultant providing corporate finance advisory services.   
 
Margaret Seares AO, MA, PhD (UWA), FAICD – Director (age 64) 
 
Dr Seares was appointed to the board as a non-executive director in September 2010. Dr 
Seares has served as Senior Deputy Vice Chancellor of The University of Western Australia, 
Chief Executive of the Western Australian Department for the Arts, and Chair of the Australia 
Council. 
 
Dr Seares is the chair of the Perth International Arts Festival and is a director of the 
Education Investment Fund, the Bond University Council, the Council of Scotch College (WA), 
and the Telethon Institute for Child Health Research. 
 
Mr Eddy Buckovic BSc (Hons) – Director (age 47) 
 
Mr Buckovic was appointed to the board as a non-executive director in December 2011.  Mr 
Buckovic has worked in a range of upstream and commercial roles with BP, Woodside and 
BHP Billiton in the oil and gas sector, and the wholesale energy markets across the eastern 
seaboard with TXU Australia. Mr Buckovic is currently a consultant providing technical and 
commercial advisory services to the oil and gas sector and utilities industries. 
 
Mr Buckovic’s term expired on 1 July 2013.  
 
Caryle Demarte PSM, BA, FAICD – Director (age 65) 
 
Ms Demarte was appointed to the board as a non-executive director in March 2006.  Ms 
Demarte is a director of Yarra Valley Water and Aurora Energy and has served as a 
Councillor of the Earth Resources Development Council, a director of TXU Australia Customer 
Services Pty Ltd, Energy and Water Industry Ombudsman of Victoria, Energy Retailers 
Association of Australia and VENCorp.   
 
Ms Demarte’s term expired on 1 July 2013. 
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Mr Jan Kolbusz BSc, MIS, FAICD – Director (age 52) 
 
Mr Jan Kolbusz was appointed to the board as a non-executive director in December 2011. 
Mr Kolbusz is currently the Managing Director of Decimal Pty Ltd, and formerly the founding 
Chairman of Stripe Capital. Mr Kolbusz was formerly the Chief Operating Officer of Sealcorp 
Holdings, Director of Consulting at Ernst and Young and previously with USA-based Baxter 
Travenol. 
 
Mr Kolbusz’s term expired on 1 July 2013.  
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Corporate governance - board 

 
Synergy is committed to a high level of corporate governance and the promotion of a 
culture of spirit, integrity, enterprise and fostering quality relationships. Synergy must 
comply with the Electricity Corporations Act 2005 (WA) and other state and commonwealth 
laws. 
 
During the reporting period 1 July 2012 to 30 June 2013, Synergy’s board considers that its 
governance practices complied with the recommendations of the ASX Corporate 
Governance Council Best Practice Recommendations. 
 
As a government trading enterprise, Synergy is not listed on the ASX, but seeks to comply, to 
the extent applicable and not inconsistent with the requirements of the Act, with the ASX 
corporate governance principles. 

Board meetings 

Synergy’s governance board meets at least eight times per year to address strategic issues 
and as needed to address urgent issues. Details of the number of board meetings and 
directors’ attendance at these meetings are set out in table 2 of this Annual Report. 

The board has adopted rules and procedures which govern the proceedings of board 
meetings in addition to the provisions in Schedule 1 of the Electricity Corporation Act 2005 
(WA). 

Copies of board papers are circulated in advance of meetings. Directors are entitled to 
request additional information where they consider the information is necessary to support 
informed decision-making. 

The number of meetings of the board (including meetings of committees) and number of 
meetings attended by each of the directors between 1 July 2012 and 30 June 2013 are 
included in table 2 below. Synergy’s Nominations Committee did not meet during the 
reporting year. 

 Board meetings Human Resources and 
Remuneration 
Committee 

Audit and Legal 
Compliance 
Committee 

 A B A B A B
Michael Smith 10 10 5 5 6 6
Eddie Buckovic 10 10 N/A N/A 6 6
Caryle Demarte 10 10 5 5 6 6
Eric Hooper 10 10 N/A N/A 6 6
Jan Kolbusz 8 10 5 5 N/A N/A
Margaret Seares 10 10 5 5 N/A N/A
 
Table 3 
A Number of meetings attended 
B Number of meetings eligible to attend at the time the director held office during the year 

Conflicts of interest 
 
Directors must keep the board advised, on an ongoing basis, of any interest that could 
potentially conflict with Synergy’s interests. The board has developed procedures to assist 
directors on disclosing potential conflicts of interest. 
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A director with an actual or potential conflict of interest in relation to a matter before the 
board is required to withdraw from the meeting while the matter is considered. 

Terms of appointment, induction training and continuing education  
 
Under the Electricity Corporation Act 2005 (WA), a director holds office for such period, not 
exceeding three years, as is specified in the instrument of his or her appointment, and is 
eligible for reappointment. Periods of appointment will be structured to ensure 
approximately one-third of directors retire each year.  
 
The Nominations Committee oversees the establishment and implementation of an 
effective induction process for new directors and will review that process regularly. The 
induction process includes discussions with the chief executive officer, senior management 
and relevant external stakeholders and provision of information on key corporate and board 
policies and strategic plans. 
 
All directors are expected to undertake professional development to maintain the skills 
required to discharge their duties. Where this involves industry seminars and approved 
education courses, Synergy pays the cost, subject to the chair’s approval. In addition, where 
skill gaps are identified, directors will be provided with appropriate resources and training. 
 
Board access to information and professional advice  

Directors have direct access to members of Synergy’s management and information. 

Directors may, in carrying out their duties owed to Synergy, seek external professional 
advice. They are entitled to reimbursement of all reasonable costs where a request for 
advice is approved by the chair. Where the chair proposes to seek external advice, he or she 
will consult the deputy chair. 

Company secretary 

Synergy’s company secretary and general counsel is Will Bargmann. The appointment and 
removal of the company secretary is a matter for decision by the board. The company 
secretary is responsible for ensuring that board procedures are complied with and 
governance matters are addressed. All directors have access to the company secretary’s 
advice and services. 

Directors’ remuneration  

The principles used to determine the nature and amount of remuneration of directors is 
detailed in the Remuneration Report of the Annual Report.  

Chair  

The board chair, Mr Michael Smith, is an independent non-executive director. Under the Act, 
the Governor appoints the chair and deputy chair from the non-executive directors on the 
nomination of the Minister. In compliance with the Act, the board chair and the chief 
executive officer are not the same person. The chair is responsible for leadership of the 
board, for the efficient organisation and conduct of the board’s function and for the 
promotion of relations between board members and between the board and management 
that are open, cordial and conducive to productive cooperation.  

The chair’s responsibilities are set out in more detail in the board charter. The board 
considers neither his chairmanship of the companies listed, nor any of his other directorship 



Synergy Annual Report 2012-2013 

DMS#3605762 – V9    ‐  36  ‐ 

commitments as listed, interfere with the discharge of his duties to Synergy. The board is 
satisfied he commits the time necessary to discharge his role effectively. 

Performance evaluation  

The responsibilities of Synergy’s executive are well defined and documented through formal 
position descriptions, performance agreements and board-approved delegation of authority 
policies. Synergy has also developed an extensive performance management system for 
evaluating the performance of senior executives. 

The HRRC reviews and makes recommendations to the board on the process for reviewing 
the performance of the chief executive officer. The chief executive officer’s performance is 
judged against the approved strategic plan and the corporate and personal key 
performance indicators established for the chief executive officer on an annual basis. The 
same process is adopted in the case of other senior executives, except that their 
performance is also judged against additional key performance indicators relating to their 
respective departments.  

The Nominations Committee reviews the performance of the board and its committees. 

Committees 

The board has established three committees to assist in the discharge of its responsibilities. 
These are the: 

 Audit and Legal Compliance Committee (ALCC) 
 Human Resources and Remuneration Committee (HRRC) 
 Nominations Committee.  

 
Each of the committees has its charter that describes its role and duties. The company 
secretary provides secretariat services for each committee. 

Minutes of all committee meetings are provided to the board and the proceedings of each 
meeting are reported by the respective committee chair at the next board meeting.  A 
director may attend committee meetings even if he or she is not a member of the 
committee. 

Audit and Legal Compliance Committee 
 
The primary function of the Committee is to assist the board in fulfilling its fiduciary duties 
and corporate governance and oversight responsibilities. The Committee achieves this role 
by overseeing: 
 

 the adequacy of the financial reporting, principles and policies, internal controls and 
procedures 

 the integrity and quality of financial statements and the independent audit of those 
statements 

 compliance with the relevant regulatory and legal requirements   
 the internal audit function 
 the identification and management of business risks by management   
 the identification and implementation of best practice in processes subject to audit 

where appropriate. 
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Human Resources and Remuneration Committee 
 
The purpose of the committee is to assist the board to fulfil its corporate governance 
oversight responsibilities in relation to: 
 

 the remuneration and other terms and conditions of service of Synergy staff 
pursuant to Section 18(2) of the Electricity Corporations Act 2005 (WA) 

 quality assurance relating to the integrity and probity of Synergy’s remuneration 
policies and practices   

 quality assurance relating to occupational health and safety policies and programs 
 succession planning and nomination of directors and the Chief Executive Officer in 

accordance with Section 8(5) and Section 14(2)(a) of the Act 
 the review of the performance of the board and its committees and the Chief 

Executive Officer 
 the review of the remuneration of directors. 

 
Nominations Committee  
 
The duties of the committee include making recommendations to the board for:  
 

 the size and composition of the board and board committees 
 the selection, appointment and retirement of directors 
 the necessary and desirable competencies of directors 
 board succession plans that maintain an appropriate balance of skills on the board 

and the periodic review of those plans 
 a process for the evaluation of the performance of the board, non-executive board 

members and board committees 
 an induction program for directors. 
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In accordance with ASX Principles 7.3 the chief executive officer and the chief financial 
officer have assured the board that Synergy’s financial reports present a true and fair view, 
in all material respects, of its financial condition and operational results and are in 
accordance with relevant accounting standards and that such declaration is founded on a 
sound system of risk management and internal control and that the system is operating 
effectively in all material respects in relation to financial reporting risks. 

Directors’ declaration 

In accordance with a resolution of the directors of the Electricity Retail Corporation, we 
declare that in the opinion of the directors: 

a) the financial statements and notes: 

(i) comply with Australian Accounting Standards (including the Australian 
Accounting Interpretations) 

(ii) are in accordance with Section 192, Schedule 4, Division 3 of the 
Electricity Corporations Act 2005 

(iii) give a true and fair view of the Electricity Retail Corporation’s financial 
position as at 30 June 2012 and its performance for the financial year 
ended on that date, and 

b) there are reasonable grounds to believe that the Corporation will be able to pay 
its debts as and when they fall due. 

For and on behalf of the board 

 

 

______________________________ 

Michael Smith 
Chair      Date: 
 

 

______________________________ 

Mr Eric Hooper 
Director     Date: 
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Independent auditor’s report 
External auditor relationship  

The Electricity Corporations Act 2005 (WA) requires Synergy’s financial statements to be 
audited by the Auditor General by 30 September each year. The Auditor General also reports 
to the Minister on whether he or she is of the opinion that the financial report is in 
accordance with the Act. 

The Audit and Legal Compliance Committee oversees communications between the board, 
senior financial management, the Corporate Services department, finance and business 
services and the Auditor General in order to ensure all assistance necessary to complete the 
audit by the Auditor General is provided.  

Synergy does not have control over the appointment or selection of the external auditor as 
this matter is prescribed by the Act.  
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Acronym and references list 

Act Electricity Corporations Act 2005 (WA) 

ALCC Audit and Legal Compliance Committee 

ASX Australian Securities Exchange 

EBITDA Earnings before interest, taxes, depreciation and amortisation 

ERA Economic Regulation Authority 

GWh gigawatt hour 

HRRC Human Resources and Remuneration Committee 

ICT information and communication technology 

FCAWA Financial Counsellors Association of Western Australia 

Mgr Manager 

MWh megawatt hour 

SWIS South West Interconnected System 

WACOSS Western Australian Council of Social Services 
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Corporate governance checklist 

Although it is not a company listed on the Australian Securities Exchange (ASX) and as such 
is not subject to the ASX listing rules, Synergy has voluntarily chosen to comply with the 
principles and recommendations of the ASX Corporate Governance Council in the most 
recent edition of its ASX Corporate Governance Principles and Recommendations (ASX 
Principles), where appropriate and relevant in Synergy’s circumstances. 

The following checklist reports on the extent to which Synergy has complied with the ASX 
Principles.  

Principle # ASX principle Comply 

Principle 1 Lay solid foundations for management and oversight 

1.1 Establish the functions reserved to the board and those delegated to senior 
executives and disclose those functions Y 

1.2 Disclose the process for evaluating the performance of senior executives 
Y 

1.3 Provide the information indicated in the guide to reporting on ASX Principle 1 
 Y 

Principle 2 Structure the board to add value 

2.1 A majority of the board should be independent directors
Y 

2.2 The board chair should be an independent director
Y 

2.3 The roles of the board chair and chief executive officer should not be 
exercised by the same individual Y 

2.4 The board should establish a nomination committee
Y 

2.5 Disclose the process for evaluating the performance of the board, its 
committees and individual directors Y 

2.6 Provide the information indicated in the guide to reporting on ASX Principle 2 
Y 

Principle 3 Promote ethical and responsible decision-making 

3.1 Establish a Code of Conduct and disclose the code or a summary of the code 
as to: 
3.1.1 the practices necessary to maintain confidence in the company’s integrity 
3.1.2  the practices necessary to take into account Synergy’s legal obligations and the 

reasonable expectations of its stakeholders 
3.1.3 the responsibility and accountability of individuals for reporting and 

investigating reports of unethical practices.

Y 

3.2 Establish a policy concerning diversity and disclose the policy or a summary 
of the policy Y 

3.3 Disclose in each Annual Report the measureable objectives for achieving 
gender diversity set by the board in accordance with the diversity policy, and 
progress towards achieving them 

N 
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3.4 Disclose in each Annual Report the proportion of female employees in the 
whole organisation, in senior executive positions and on the board Y 

3.5 Provide the information indicated in the guide to reporting on ASX Principle 3 
Y 

Principle 4 Safeguard integrity in financial reporting 

4.1 The board should establish an audit committee
Y 

4.2 Structure the audit committee so that it consists of: (i) only non-executive 
directors; (ii) a majority of independent directors; (iii) an independent chair, 
who is not the board chair; and (iv) at least 3 members 

Y 

4.3 The audit committee should have a formal charter
Y 

4.4 Provide the information indicated in the guide to reporting on ASX Principle 4 
Y 

Principle 5 Make timely and balanced disclosure 

5.1 Establish written procedures designed to ensure compliance with ASX listing 
rule disclosure requirements and to ensure accountability at a senior 
executive level for that compliance and disclose those policies or a summary 
of those policies 

N 

5.2 Provide the information indicated in the guide to reporting on ASX Principle 5 
N 

Principle 6 Respect the rights of shareholders 

6.1 Design a communications policy for promoting effective communication with 
shareholders and encouraging their participation at general meetings, and 
disclose the policy or a summary of the policy 

N 

6.2 Provide the information indicated in the guide to reporting on ASX Principle 6 
N 

Principle 7 Recognise and manage risk 

7.1 Establish policies for the oversight and management of material business 
risks and disclose a summary of those policies Y 

7.2 The board should require management to design and implement the risk 
management and internal control system to manage Synergy’s material 
business risks and report to it on whether those risks are being managed 
effectively. The board should disclose that management has reported to it as 
to the effectiveness of Synergy’s management of its material business risks 

Y 

7.3 The board should disclose whether it has received assurance from the chief 
executive officer and the chief financial officer that the declaration provided 
in accordance with section 295A of the Corporations Act is founded on a 
sound system of risk management and internal control and that the system 
is operating effectively in all material respects in relation to financial 
reporting risks 

Y 

7.4 Provide the information indicated in the guide to reporting on ASX Principle 7 
Y 
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Principle 8 Encourage enhanced performance 

8.1 The board should establish a remuneration committee
Y 

8.2 Structure the remuneration committee so that it consists of: (i) majority of 
independent directors; (ii) am independent chair; (iii) at least three members Y 

8.3 Clearly distinguish the structure of non-executive directors’ remuneration 
from that of executive directors and senior executives Y 

8.4 Provide the information indicated in the guide to reporting on ASX Principle 8 
Y 

 

Notes: 

Disclosure under the corporate governance principles is consistent with Synergy’s obligations under the Electricity 
Corporations Act 2005 (WA). 

i. Footnote for 1.3 – performance evaluations for all senior executives have taken place in the reporting period.  All 
evaluations were conducted in accordance with board-approved procedures. 

ii. Footnote for 3.3 – Synergy does not currently have measurable gender diversity objectives set by the board, 
however the corporation adheres to its Equal Opportunity and Equality Employment Policy, which encourages 
diversity and harmony. Figures on Synergy’s gender ratio are included under the Equal Opportunity and Equality 
Employment Policy section of this Annual Report. 

iii. Footnote for 4.4 – the appointment of the external auditor, and the rotation of external audit engagement 
partners is determined by the Office of the Auditor General. This information disclosure is therefore not relevant 
to Synergy.  

iv. Footnote for 5 – ASX Principle 5 has no relevance to Synergy as the corporation is not a publicly listed entity and 
therefore is not subject to the ASX listing rules. 

v. Footnote for 6 – as Synergy is not a listed company and has no shareholders ASX Principle 6 is not applicable to it.   

vi. Footnote for 7.1 – Synergy has established policies for the oversight and management of material business risks 
and discloses a summary of these policies to relevant stakeholders. 

vii. Footnote for 7.2 – the board has disclosed that management has reported to it as to the effectiveness of 
Synergy’s management of its material business risks. 

viii. Footnote for 7.3 – the board has received assurance from the chief executive officer and the chief financial 
officer. The declaration is not provided in accordance with Section 295A of the Corporations Act but is analogous 
to it. The board can confirm that the declaration provided is founded on a sound system of risk management 
and internal control and that the system is operating effectively in all material respects into financial reporting 
risks. 

 




