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improvement and to prevent
complaints.

Fiona McLeod
Energy and Water Ombudsman (Victoria)
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to build Updates for financial counsellors
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of customers In June 2010, thr_ough the Financial & C(_)nsume_r Rights Council,

and their we ran a professional development session for financial counsellors.
representatives We talked a lot about hardship investigations d how we aim for a fair

and reasonabl e and sustainabl e outcome; on
affordable, and takes account of customer usage and capacity to pay

0 andhowthat may mean we canét al ways negotiate
the customer feels is most suitable.

We provided a refresher on the Wrongful Disconnection Payment
(WDP) and how we investigate complaints with WDP aspects.

We also talked about different Power use light
types of advanced interval

meters & particularly the smart

meters currently being rolled out

across Victoria (what they look

|l i ke, what theyore
how to read them).
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EWOV is one of the schemes which sponsors this annual forum, run in
conjunction with the annual conference of the Australian Financial
Counselling & Credit Reform Association (AFCCRA).

Taking part gives us an opportunity to remind financial counsellors

and consumer representatives about how EWQV (and other EDR

schemes)operate 0 see Ombudsman Fi oRracticMEDRebodds O
presentation. Itds al so an opportunity for
someofthe ener gy and water i ssues theydre seei
day -to-day work.

Her e s a otheii papers t fom the forum too.
2010 Victorian Seniors Festival

We're hosting a morning tea at the 2010 Victorian Seniors Festival
on 4 October 2010. |t 06sreamhtgsgoupofway f or us
energy and water customers.

As well as information about EWOV, weodll p
encourage discussion of some of the more common issues customers

raise with us & including energy marketing, billing, payment

arrangements and the new smart meters.
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New Ombudsmen in Victoria and nationally

Public Transport Ombudsman (Victoria)

Deputy Ombudsman Janine Young left EWOV on 12 August 2010.

Whil e we were very sad to see her | e
that congratulations are very much in order because she left to take

up the position of  Public Transport Ombudsman (Victoria)

Janine joined EWOQV as Manager Operations in September 2003, was
promoted to General Manager Operations in January 2004 and
became Deputy Ombudsman in mid -2005. She was with EWQOV
through a dynamic and exciting period of change in the energy and
water industries.

Said Ombudsman, Fiona MclLeod, AiJanin
engaged, proactive and stakeholder -focussed. She was a great

support to me. Wedl |l really miss her
for her to move on to other chall eng
expertise has stayed in the Ombudsma

Telecommunications Industry Ombudsman

Simon Cohen , took
in early

Former Public Transport Ombudsman (Victoria),
up the position of  Telecommunications Industry Ombudsman
June 2010.

Commonwealth Ombudsman

Allan Asher, presently Chief Executive of the Australian
Communications Consumer Action Network (ACCAN), takes up the
position of Commonwealth Ombudsman on 30 August 2010.

Interested in learning more about how
Ombudsmen work?

The Australian and New Zealand Ombudsman Association
is the peak body for Ombudsmen in Australia and New Zealand.

(ANZOA)

A professional association, ANZOA runs a biennial conference on all
things Ombudsman. Topics at the 2010 conference held in May 2010
included independence, effectiveness, the practice of referring
customers back to participating organisations, fair and reasonable
decision -making, resolution tools, remedies and reviews/appeals.

You can get copies of the conference presentations from
the ANZOA website .

Janine Young

moves on to
public transport
Ombudsman role
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Customer
{;”Z‘Cé‘:#?ardsmp Disconnection complaints continue to go up
in many EWOV _ . . . .
disconnection After the introduction of the Wrongful Disconnection Payment in
cases December 2004, our energy disconnection cases fell significantly.
They stayed lower for a couple of years, but have been going up again
since 2007 0 see trend graphs below. As many of these cases involve
non - payment, we think the continuing increases point strongly to
customer financial hardship. Some of the more recent complaints are
directly related to action being taken by some second tier energy
retailers to recover debt by initiating disconnection action 8 where they
may not have done so in the past.
Six - monthly trends in actual electricity and gas disconnection and water restriction cases
(July 2004* to June 2010)
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Six -monthly trends in imminent  electricity and gas disconnection and water restriction cases

(July 2004* to June 2010)
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U What does this mean for you?
Try to ensure that clients who are having difficulty paying their bills stay in touch with their
energy and water companies 0 either directly or through you. That way the company is
aware of the problem and can offer them the full range of assistance, including payment
plans and inclusion in its hardship program.
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