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Energy and Water Ombudsman releases Annual Report 

 
In releasing the 2007 Annual Report of the Energy and Water Ombudsman 
(Victoria) (EWOV) today, the Ombudsman, Fiona McLeod reported that 18,280 
cases were received by the scheme during 2006/07.  
 
“While this is up 3% on 2005/06, it supports the overall trend towards more  
stable year-on-year case receipt which I cautiously welcomed last year —  
and do so again this year,” Ms McLeod said. 
 
For the second year, EWOV’s Annual Report includes data and maps on cases  
the scheme received from residential customers in each Shire and Council area 
across Victoria.  
 
Taking residential populations into account, the parts of Victoria with the  
highest rates of residential cases to EWOV were the City of Melbourne,  
Loddon Shire, Pyrenees Shire, Moorabool Shire and the Rural City of Swan Hill. 
City of Melbourne and Loddon Shire were in the top five in 2005/06 also. 
 
By comparison, the parts of Victoria with the highest raw numbers of EWOV 
residential cases were the City of Greater Geelong, Mornington Peninsula Shire, 
City of Brimbank, City of Darebin and City of Melbourne. 
 
“As well as being interesting in itself, this kind of geographic spread information 
— about where cases are and aren’t coming from — is something we consider 
when we’re planning EWOV’s community outreach activities for the coming  
year,” Ms McLeod said. 
 
4,109 of the 18,280 cases were enquiries, and 14,171 were complaints — 5,184 of 
which were received for full investigation.  
 
EWOV finalised 5,316 fully investigated complaints during the year — 4,866 of 
these (92%) were conciliated.  
 
Redress to customers included 173 written apologies, 1,016 payment plans and 
$1,740,406 in billing adjustments, fee waivers, debt reductions and other payments. 
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Also included in EWOV’s 2007 Annual Report: 
 
• Cases, issues and case studies by industries and industry sectors 
• Initiatives to help providers improve their internal dispute resolution (IDR) processes 
• Systemic issues identified during the year 
• Public submissions made on energy and water issues 
• Community liaison activities 
 
EWOV’s 2007 Annual Report (in full and in sections) is available in PDF format on  
the EWOV website: www.ewov.com.au (under Publications). 
 
For more information: 
Fiona McLeod, Energy and Water Ombudsman (Victoria) (03) 9649 7599  
 
To arrange an interview with the Ombudsman: 
Stephen Gatford, Manager Public Affairs and Policy, EWOV (03) 9649 7599 
 
Attached: 
How many EWOV cases were received from residential customers in each Shire/Council area 
across Victoria? 
 
 
The Energy and Water Ombudsman (Victoria (EWOV) is an industry-based customer 
dispute resolution scheme. It has dealt with electricity cases since 1996, natural gas 
cases since 1999, water cases since 2001 and LPG cases since July 2005. The Ombudsman 
has the power to investigate and resolve disputes between customers and their energy 
and water providers — fairly and independently. At 31 October 2007, EWOV had handled 
over 120,000 Victorian electricity, gas and water cases, mostly residential. 
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How many EWOV cases were received from residential customers in each Shire/Council 
area across Victoria? 
 

 
Figure 6 on page 22 of EWOV’s 2007 Annual Report 


