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SYNERGY — CUSTOMER COMPLAINTS 

Statement 
HON KATE DOUST (South Metropolitan — Deputy Leader of the Opposition) [5.56 pm]: I rise to my feet 
because I made a commitment to a person from the President’s own electorate, Mr Roger Garnsey from 
Busselton, that I would read to the Parliament a letter that he sent to me complaining about the dealings that he 
has with Synergy. Mr Garnsey has advised me that since October last year he has been trying to resolve matters 
with Synergy. He put solar panels on his roof, and I am sure Mr President would be interested in this 
arrangement. Mr Garnsey has provided me with copies of letters he has sent to Synergy, to Hon Peter Collier, the 
Minister for Energy, and to his local member, Mr Troy Buswell, which he says have been to no avail as he has 
had no contact or response to his correspondence. He is quite disappointed in that regard and he has asked me to 
take up this issue. I hope that the Minister for Energy will take note of this in due course.  

In the letter that Mr Garnsey sent to Synergy on 5 December, which provides the nuts and bolts of this issue, he 
writes — 

I am absolutely bewildered by the ongoing saga of excuses being offered by Synergy in relation to my 
enquiries during the past 2½ months pertaining to the above account. I have been a customer of 
Synergy / Western Power for more than 20 years and have never had cause to complain about the 
service or my account. All of this suddenly changed when, in July this year, I decided to help protect 
the environment by going green and installing solar energy panels, inverter and the new bidirectional 
meter supplied and installed by Synergy / Western Power. You would think that, in this technological 
age of the 21st century, there would be no issues / problems in properly invoicing the customer for 
power consumption and credit energy fed into the grid, so that the customer can easily understand the 
invoices being received from Synergy in order to confidently accept the correctness of the account 
before payment. But no! According to my numerous conversations with Synergy people since 
September, this cannot be done. I cannot accept this. If I can read your meter, so can Synergy / Western 
Power.  

Mr Garnsey goes on to talk about a number of issues and problems with his account. He also notes that he is a 
retired accountant so he fully understands standard commercial practices in relation to invoicing and payment. In 
his correspondence to Synergy, he gives specific details about the amounts on his account and the difficulties 
with calculations and not being able to access the meter to provide clarity and to ensure that the bills that have 
been sent to him are correct. He states that the bills that he has received over that time have been different from 
what he has actually paid. He talks about having lost patience with Synergy.  

Mr President, I raise this because I know that we have recently had an Economic Regulation Authority report 
that also reflected an increase in the number of complaints from consumers in their dealings with Synergy about 
getting responses back about complaints and about people actually answering their calls. I thought that this is a 
very good example that this person has raised. Mr Garnsey has provided a lot of detail, and I hope that the 
Minister for Energy does read this correspondence and reply. Mr Garnsey went on to state — 

This is the 21st century and we’ve got wonderful technology and accounting software to ease our busy 
lives. Synergy needs to get its act together and provide the customer with an understandable invoice 
such that the customer can verify the charge before payment.  

We know that Synergy has spent millions of dollars in the past 18 months putting in new billing technology. We 
know that there have been ongoing problems with people either not getting their bills or not being able to read 
them. This is a very good example.  

I hope that Mr Garnsey’s local member takes this issue on board and that the Minister for Energy recognises that 
this is just another example of Synergy not getting its house in order. I hope that he does respond to Mr Garnsey 
and that Synergy makes it easier for people to read their accounts and their meters. If people are prepared to 
make the change and become more environmentally aware by taking on this challenge with green power, they 
should be able to read their bills.  
 


