
Licensed energy retailer

Installer/electrician

Regulators

Distributor (DNSP stands for Distributed 
Network Service Provider)

Solar company

Customer

Solar pre approval (export)

If the meter needs to be 
physically changed, the 

DNSP will need to attend 
the home. There will be a 
cost for which will appear 

on the electricity bill.

Issues

Not everyone is able 
to feed excess 

energy into the grid. 
This can result in a 

"zero export" 
system.

Issues 1

For tiled roofs, spare 
tiles may need to be 

purchased by the 
customer before 

installation in case 
of breakage

Issues

Timing of 
contracts can 

affect complaint 
handling 

timeframes

Issues

Pre- approved and approved, 
installed, tree removed, COVID - 
System installed and had to do 

another pre- approval due to 
expired pre approval. Second 

pre- approval was for zero 
export. 

Case: 1920

Case study 1

Installer may only 
notice electrical 
board upgrade 

requirements at 
this point.

Issues

Panels may 
not fit based 
on the quote

Issues

Materials 
including panels 
can be delivered 

ahead of time

Issues

If there is a subcontracted 
installer, they may not have 

purchased the 
materials/panels and will 
work with what they have 

on the day.

Issues

Work safe 
requirements 
such as edge 

protections can 
cause delays.

Issues

Pre- approval can expire.

Ausnet pre- approval lasts 
for 65 business days.

Citipower / Powercor is 90 
calendar days.

Issues 1

Choose solar installer

The customer researches solar companies and installers. There are many 
ways a customer may find their solar installer.
Some of the more popular pathways are:
Solarquotes.com.au
Licensed energy retailers that offer solar installation
Recommendations from family and friends
CEC approved solar retailers list

Quote sent

The retailer, solar company or installer will send the customer a quote.
Quoted amount will include any rebates or incentives. Rebates can run out.
Some solar installers will do an on- site analysis to ensure the site is suitable 
for solar panels, not always. Sometimes solar specific satellite imaging is 
used.

Quote accepted

Once the customer has accepted the solar quote, the installer will send an 
agreement which needs to be signed. Some installers will require a deposit 
to be paid at the point of agreement.

Warranties for 
products and 
workmanship 

can vary.
Issues

Quality of 
goods can vary 
from quote to 

quote
Issues

Rebates and incentives
Small- scale Technology Certificates (STCs)

Sometimes satellite 
images can be 

incorrect or skewed. 
This can make the 
amount of solar 

quoted for incorrect.
Issues 1

VIC Solar Rebate approval 
will expire after 6 months. 

If the system is not 
installed within 6 months 

of approvals the quote will 
no longer be valid.

Issues 1

Eligible households can claim a discount on the cost of solar panels (PV) and 
batteries.
The solar retailer will claim the rebate on the customer's behalf and the 
rebate amount will be deducted from the cost of the overall system and 
installation.
There are criteria involved in the claim process.

See note below 
on incentives 
and rebates

To be eligible for a 
rebate, products 
must be on the 
Clean Energy 

Council's approved 
products list

Issues

Before installing the solar system, the customer is required to get pre- 
approval for grid connection from their Distributor.
Pre- approval ensures that the system will be able to be grid connected once 
it is installed.
In most cases the installer or solar company will apply for the pre- approval 
on behalf of the customer.
Although sometimes export approval cannot be granted, you can re- apply 
for grid export after the pre- approval

Installation

Installer arrives on the agreed day. Someone may or may not need to be 
home for the installation, and, in most cases, the whole installation will take 
less than a day.

Post installation inspection

The installer need to have the system inspected by a Licensed Electrical 
Inspector (LEI) to obtain prescribed COES

Bollards may need 
to be installed for 
safety in garages 

and carports 
(battery install only)

Issues

Request meter reconfigure for solar export

Licensed retailer of choice arranges for meter reconfiguration to enable the 
meter to record surplus solar generation sent to the grid. This is most often 
requested B2B by the solar company or installer.

Delays due to late 
paperwork prevent 

customers from 
being able to export 

to the grid

Issues 1

B2B process 
can fall over, 

causing 
delays

Issues 1

Customers can and 
do follow up with 
the DB directly for 
the status of grid 

connection

Issues 1

Meter reconfiguration

Distributor facilitates the reconfiguring of the meter to record export to the 
grid. Regardless of export approval. This is done remotely.

Turn the system on

Customer may receive a message from DB to turn on the solar system. 
Sometimes the message will be sent to the installer to pass onto the 
customer. In some cases, installers may leave the system on after 
installation.

If the message is not 
passed onto the 

customer the system 
may be ready to go but 
not turned on, causing 
customer frustration.

Issues 1

DB delays 
can occur in 

reconfiguring 
the meter.

Issues

DB timeframes 
for 

reconfiguration 
can vary.

Issues

Solar monitoring apps

All DBs have a customer portal where customers can view their data. Most 
retailers have an app that will reference the same data and customers can 
monitor solar via this method.

Solar monitoring apps are popular and show customers how much they are 
generating and exporting. Some solar companies will offer an "add on" 
monitoring system or app.

Monitoring 
apps can show 
errors and can 

be "down".
Issues

Customer may 
notice variances 
between the app 

and their bill

Issues

Customers will read 
off of 

metering/inverter 
and the generation 
may not match the 

bill
Issues

VPP (Virtual Power Plant)

If a battery is installed, often the solar company or retailer will offer a VPP 
plan. This will allow the customer to get paid a premium rate for excess 
battery power by discharging the battery during a high demand period.

There is no 
regulated 

price for VPP 
earnings

Issues

VPP contracts 
can lock 

customers into 
a VPP plan

Issues

First bill

The customer receives their first bill post solar installation with reduction 
due to solar and credits/export if granted.

Accept new energy plan for solar

unsure if still needed

Credits 
missing 

from the bill
Issues

Bill reduction 
can be less 

than 
expected

Issues

Post installation complaints

Leaking 
roofs post 
installation

Issues

Warrantees 
will vary 
between 

manufacturers
Issues

Complaints about FIT changes

Victoria has minimum tariffs set every financial year by the Essential 
Services Commission, and electricity retailers must pay these or higher 
rates.

Embedded 
network 

operators are not 
required to offer 

FIT

Issues

Quotes are 
often not 

itemised for 
products

Issues

Solar business closure

Solar installation and supply businesses that suddenly close down also generate complaints, and 
are expected to continue doing so well into the future. In the current financial year to the date of 
writing, (5/12/19), EWOV had received four solar cases about a business closure that were deemed 
out of jurisdiction because the business wasn’t required to be a member of EWOV.
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Installers that 
don't exist 

anymore when 
faults occur

Issues

Customers in 
complexes that 
transition to an 

embedded network 
may lose their FIT

Issues

A note on accreditation

The Clean Energy Council (CEC) is an industry body which offers accreditation courses that set 
minimum standards for installers and retailers.

In September 2021, the federal government released a rooftop solar sector review which 
recommended the accreditation of installers should be overseen by the Clean Energy Regulator (CER) 
with the CER given powers to remove the accreditation of installers if they do not meet quality and 
service standards. This recommendation was accepted.

www.abc.net.au/news/2021- 09- 16/rooftop- solar- reforms- after- clean- energy- regulator- 
review/100463648

Flexible solar exports

Ausnet customers who currently have restricted export below 3kW may be able receive up to 5kW 
flexible exports. Flexible exports are an alternative to fixed exports, which limit the amount of excess 
solar that you can export to the grid. Solar flexible exports allow network operators like Ausnet to 
monitor and adjust rooftop solar exports in real time. This method provides more opportunity for 
Victorian solar customers to export their excess solar without putting pressure on the network.

Ausnet are seeking expressions of interest from residential solar customers to take part in a 12 month 
trial.

www.ausnetservices.com.au/en/About/Projects- and- Innovation/Solar- Flexible- Exports- Trial

There can be a lag 
in data showing 

on DB and 
Retailer portals

Issues

System 
underperforming

Issues

Customer installed a solar 
system and it has never 

worked.  His has called the 
company multiple times 
and it is not returning his 

calls
EWOV/2022/5181

Case study

Customer complained of poor customer 
service by a representative of a solar 

company that attended her home. She 
stated that she could not engage with 

them at the time and the representative 
swore and gestured inappropriately 

towards her.  She contacted the company 
to complain and it hung up on her

EWOV/20222/5739

Case study

Customer lives in a retirement village 
which is also an Embedded Network.  He 

is seeking to have solar panels on his 
roof but the embedded network provider 
is withholding approval.  He states he will 

need to engage legal advice to resolve 
this issue.

EWOV/2022/4141

Case study

Representative for an elderly 
vulnerable female states that the 

customer received unsolicited 
solar marketing and agreed to 

purchase a $6000 solar system.  
The customer already has solar 

panels and had no need for 
more.

EWOV/2021/2584

Case study

Customer was provided with an incentive 
of a free panel if he provided a $250 

deposit on a quote he had received from 
a solar company.  He paid the $250 but 
did not hear from the company.  After 
some time and research he discovered 

there was no such incentive and he 
cancelled the purchase.  He has not been 

able to retrieve his deposit.
EWOV/2022/3359

Case study

Customer purchased solar battery in 
December 2021.  The company inspected 
the work and confirmed for completion a 

data cable needed to be installed. 
Customer believed this should have been 

part of the initial installation and 
requested completion of the work or a 

refund.  He has had confirmation that the 
work will be completed but the company 
has now stopped answering or returning 

his calls.
EWOV/2022/5761

Case study

Customer agreed to purchase 16 solar 
panels, the solar company only installed 

9.  The customer had to contact the 
company several times before it agreed 
to refund her $1050. It has refunded a 

total of $750 but has subsequently 
stopped returning her calls.

EWOV/2022/5227

Case study

Customer installed a solar 
system over a year ago.  

The solar company failed to 
provide the required 

paperwork to the retailer 
and therefore no credits 

are being applied
EWOV/2022/4995

Case study

Customer purchased a 
solar system in 2016.  The 
company never sent the 

required paperwork to the 
Retailer nor reconfigured 

the meter to be compatible 
with solar.

EWOV/2021/2526

Case study

Customer installed Solar in 2015.  She 
has only recently realised that she is not 
been receiving solar credits towards her 

bills.  She contacted the retailer and it 
confirmed the solar installer had not 

provided the paperwork required.  She 
was advised she would need to resubmit 
the paperwork and only then will credits 

start being applied. EWOV/2021/1775

Case study

Customer contacted her solar 
installer as the inverter provided 
by the company was faulty.  The 
company stated it would attend 
the property to inspect but has 

failed to do so
EWOV/2021/1606

Case study

Customer purchased solar 
panels with a 20 year warranty 
on the panels.  The panels are 
not working and his calls to the 
company to rectify the issue are 

unreturned
EWOV/2022/5080

Case study

Customer purchased a solar 
battery via a loan arrangement 
and started making payments 

towards the loan. The battery is 
not charging as it should and the 

company cannot provide an 
answer to her to resolve the 

issue. EWOV/2021/2203

Case study

Customer installed a solar system with a 
5 year warranty on workmanship.  After 6 

months the customer experienced 
damage to his ceiling which a plumber 
confirmed was due to a hole in the roof 
consistent with the work completed for 

the solar system.  The installer is ignoring 
contact requests and the customer is 

concerned for the structural integrity of 
the ceiling.

EWOV/2021/2576

Case study

Customer purchased a solar 
system in 2020.  The system is 
not working and attempts to 

contact the company have been 
unsuccessful. He has recently 
learnt that the company no 

longer exists
EWOV/2021/2617

Case study

Customer complaint to her 
solar company that her 

inverter was faulty.  It took 
6 months to replace the 
inverter and she has lost 

six months of benefit.
EWOV/2022/5045

Case study

Journey Map

https://www.solarquotes.com.au/
https://www.solar.vic.gov.au/sites/default/files/2021-06/SOL131_FactSheet_PV_23.06.21.pdf
https://www.solar.vic.gov.au/approved-products
https://www.solar.vic.gov.au/approved-products
https://www.abc.net.au/news/2021-09-16/rooftop-solar-reforms-after-clean-energy-regulator-review/100463648
https://www.abc.net.au/news/2021-09-16/rooftop-solar-reforms-after-clean-energy-regulator-review/100463648
https://www.ausnetservices.com.au/en/About/Projects-and-Innovation/Solar-Flexible-Exports-Trial


If the meter needs to be 
physically changed, the 

DNSP will need to attend 
the home. There will be a 
cost for which will appear 

on the electricity bill.

Issues

Not everyone is able 
to feed excess 

energy into the grid. 
This can result in a 

"zero export" 
system.

Issues

For tiled roofs, spare 
tiles may need to be 

purchased by the 
customer before 

installation in case 
of breakage

Issues

Timing of 
contracts can 

affect complaint 
handling 

timeframes

Issues

Installer may only 
notice electrical 
board upgrade 

requirements at 
this point.

Issues

Panels may 
not fit based 
on the quote

Issues

Materials 
including panels 
can be delivered 

ahead of time

Issues

If there is a subcontracted 
installer, they may not have 

purchased the 
materials/panels and will 
work with what they have 

on the day.

Issues

Work safe 
requirements 
such as edge 

protections can 
cause delays.

Issues

Pre- approval can expire.

Ausnet pre- approval lasts 
for 65 business days.

Citipower / Powercor is 90 
calendar days.

Issues

Warranties for 
products and 
workmanship 
warranties can 

vary.

Issues

Quality of 
goods can vary 
from quote to 

quote

Issues

Sometimes satellite 
images can be 

incorrect or skewed. 
This can make the 
amount of solar 

quoted for incorrect.

Issues

VIC Solar Rebate approval 
will expire after 6 months. 

If the system is not 
installed within 6 months 

of approvals the quote will 
no longer be valid.

Issues

To be eligible for a 
rebate, products 
must be on the 
Clean Energy 

Council's approved 
products list

Issues

Bollards may 
need to be 

installed for safety 
in garages and 

carports

Issues

Delays due to late 
paperwork prevent 

customers from 
being able to export 

to the grid

Issues

B2B process 
can fall over, 

causing 
delays

Issues

Customers can and 
do follow up with 
the DB directly for 
the status of grid 

connection

Issues

If the message is not 
passed onto the 

customer the system 
may be ready to go but 
not turned on, causing 
customer frustration.

Issues

DB delays 
can occur in 

reconfiguring 
the meter.

Issues

DB timeframes 
for 

reconfiguration 
can vary.

Issues

Monitoring 
apps can show 
errors and can 

be "down".

Issues

Customer may 
notice variances 
between the app 

and their bill

Issues

Customers will read 
off of 

metering/inverter 
and the generation 
may not match the 

bill

Issues

There is no 
regulated 

price for VPP 
earnings

Issues

VPP contracts 
can lock 

customers into 
a VPP plan

Issues

Credits 
missing 

from the bill

Issues

Bill reduction 
can be less 

than 
expected

Issues

Leaking 
roofs post 
installation
Issues

Installers that 
don't exist 

anymore when 
faults occur

Issues

Warrantees 
will vary 
between 

manufacturers

Issues

Embedded 
network 

operators are not 
required to offer 

FIT

Issues

Quotes are 
often not 

itemised for 
products

Issues

Summary of Issues

https://www.solar.vic.gov.au/approved-products
https://www.solar.vic.gov.au/approved-products


Pre- approved and approved, 
installed, tree removed, COVID - 
System installed and had to do 

another pre- approval due to 
expired pre approval. Second 

pre- approval was for zero 
export. 

Case: 1920

Case study

Customer installed a solar 
system and it has never 

worked.  His has called the 
company multiple times 
and it is not returning his 

calls
EWOV/2022/5181

Case study

Customer complained of poor customer 
service by a representative of a solar 

company that attended her home. She 
stated that she could not engage with 

them at the time and the representative 
swore and gestured inappropriately 

towards her.  She contacted the company 
to complain and it hung up on her

EWOV/20222/5739

Case study

Customer lives in a retirement village 
which is also an Embedded Network.  He 

is seeking to have solar panels on his 
roof but the embedded network provider 
is withholding approval.  He states he will 

need to engage legal advice to resolve 
this issue.

EWOV/2022/4141

Case study

Representative for an elderly 
vulnerable female states that the 

customer received unsolicited 
solar marketing and agreed to 

purchase a $6000 solar system.  
The customer already has solar 

panels and had no need for 
more.

EWOV/2021/2584

Case study

Customer was provided with an incentive 
of a free panel if he provided a $250 

deposit on a quote he had received from 
a solar company.  He paid the $250 but 
did not hear from the company.  After 
some time and research he discovered 

there was no such incentive and he 
cancelled the purchase.  He has not been 

able to retrieve his deposit.
EWOV/2022/3359

Case study

Customer purchased solar battery in 
December 2021.  The company inspected 
the work and confirmed for completion a 

data cable needed to be installed. 
Customer believed this should have been 

part of the initial installation and 
requested completion of the work or a 

refund.  He has had confirmation that the 
work will be completed but the company 
has now stopped answering or returning 

his calls.
EWOV/2022/5761

Case study

Customer agreed to purchase 16 solar 
panels, the solar company only installed 

9.  The customer had to contact the 
company several times before it agreed 
to refund her $1050. It has refunded a 

total of $750 but has subsequently 
stopped returning her calls.

EWOV/2022/5227

Case study

Customer installed a solar 
system over a year ago.  

The solar company failed to 
provide the required 

paperwork to the retailer 
and therefore no credits 

are being applied
EWOV/2022/4995

Case study

Customer purchased a 
solar system in 2016.  The 
company never sent the 

required paperwork to the 
Retailer nor reconfigured 

the meter to be compatible 
with solar.

EWOV/2021/2526

Case study

Customer installed Solar in 2015.  She 
has only recently realised that she is not 
been receiving solar credits towards her 

bills.  She contacted the retailer and it 
confirmed the solar installer had not 

provided the paperwork required.  She 
was advised she would need to resubmit 
the paperwork and only then will credits 

start being applied. EWOV/2021/1775

Case study

Customer contacted her solar 
installer as the inverter provided 
by the company was faulty.  The 
company stated it would attend 
the property to inspect but has 

failed to do so
EWOV/2021/1606

Case study

Customer purchased solar 
panels with a 20 year warranty 
on the panels.  The panels are 
not working and his calls to the 
company to rectify the issue are 

unreturned
EWOV/2022/5080

Case study

Customer purchased a solar 
battery via a loan arrangement 
and started making payments 

towards the loan. The battery is 
not charging as it should and the 

company cannot provide an 
answer to her to resolve the 

issue. EWOV/2021/2203

Case study

Customer installed a solar system with a 
5 year warranty on workmanship.  After 6 

months the customer experienced 
damage to his ceiling which a plumber 
confirmed was due to a hole in the roof 
consistent with the work completed for 

the solar system.  The installer is ignoring 
contact requests and the customer is 

concerned for the structural integrity of 
the ceiling.

EWOV/2021/2576

Case study

Customer purchased a solar 
system in 2020.  The system is 
not working and attempts to 

contact the company have been 
unsuccessful. He has recently 
learnt that the company no 

longer exists
EWOV/2021/2617

Case study

Customer complaint to her 
solar company that her 

inverter was faulty.  It took 
6 months to replace the 
inverter and she has lost 

six months of benefit.
EWOV/2022/5045

Case study

Summary of Case Studies


