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ESTIMATED BILLS AND METER ACCESS
Information for residential customers in Victoria

Estimated bills are issued when no actual meter read has been obtained from your meter. This can
cause inconvenience and worry. This fact sheet will help you to
avoid receiving estimated bills and to understand your rights and responsibilities.
An estimated bill is likely to be either above or below
your usage. If it’s above your usage, you are paying
more than you should. If it’s below your usage, you
will get a catch-up bill, also known as a backbill, at
some stage.

Why wasn’t my meter read?
The most common reason for a meter not being read is
that the meter reader could not access the meter. This
may be due to:
• secure premises with locked gates
• dog/s preventing access
• the meter being in an inaccessible place, such as
inside the house or, for a business, in a shop which is
not open when the meter reader comes.

Isn’t it a bit old-fashioned to have a
meter reader walking around collecting
readings?
Smart Meter technology is gradually replacing the
regular physical reading of electricity meters. Most Smart
Meters are capable of being
read remotely through a
communications network,
so that meter readers will
no longer be required to
attend properties for every
reading. However, water and
gas meters are still read by
meter readers.
Your example energy bill

Mr and Mrs Example
105 MADEUP STREET
MELBOURNE VIC 3456

Due date

Customers have an obligation to provide
access to the meter
If there is a locked gate, a dog, or if meter access is
unsafe or hindered, the meter reader does not have
to read the meter, meaning your company will send
you an estimated bill. According to the relevant energy
codes and the Urban Water Customer Service Code
(clause 12.10(b)), a customer has a duty to provide safe,
convenient and unhindered access to a meter.
In fact, if you continue to deny access to the meter, even
after requests to do so, an energy company is entitled
to disconnect you. However, companies rarely take that
type of action, preferring to send estimated bills instead.

Smart Meters and estimated bills
Sometimes there are problems with parts of the interval
data collected from Smart Meters, which results in
‘substituted’ meter reads. These substituted reads are
similar to ‘estimated’ meter reads. If part of your Smart
Meter data is substituted then your bill will say that it
is estimated, even if most of the bill is based on actual
meter read data.

Mr and Mrs Example
105 MADEUP STREET
MELBOURNE VIC 3456

Issued 15 December 2015

Supply address

Property number

$232.97

if paid after due date

Total amount

with 16% payment discount
and concessions

$199.40

Last account

Detailed account information

Account number

123/45678/910

123456789

123456789

Due date

$189.18

30 December 2015

Amount

Payment received

$189.18 cr
Meter number

$341.41

estimated

MAF1234567

Balance

$0

Current read

Previous read

1120*

1082

Water usage
$95.53

Example Water Company charges

Total due (GST does not apply)

$40.23

Average usage in litres per day

38

Total
$135.76

$247.54
Service charges

Other authority charges

Sewage disposal

Water
$93.87service charge
$26.94

300

250
220
240Sewage service
charge220

240

260

$84.84
180

Total
$111.78

$0
Other authority charges120
Parks
$341.41
$70.62

60Waterways and drainage (on behalf of Melbourne Water)
$23.25

Total
$93.87

Dec 2015 Mar 2015 Jun 2015 Sep 2015 Dec 2015

Total charges

Meter number

Consumption (KJ)

(*estimated read)

Usage charges

0

Customer number

123456789

Invoice number

Meter details

Concessions and discounts

Basic account information

105 MADEUP STREET
MELBOURNE VIC 3456

Account details

30 Dec 2015

Total amount

Pay your bill: 1234 567 8910
Account enquiries: 123 456
Faults: 123 456 (24 hours)

Account summary

$341.41

1234567
Penalty interest of 7.6% p.a. will accrue on account balances that remain unpaid
14 days after the payment due date

Account number

Service address

Issue date

123456789

105 MADEUP STREET
MELBOURNE VIC 3456

15 Dec 2015

NMI

123456789123456789

estimated
Reading type

Discounts and concessions
see over for details

Estimated

$33.57

Your payment options
Direct Debit

Need more time to pay?

BPAY

You may be eligible for payment assistance, including Victorian Government
concessions, rebates and grants, the Centrepay scheme, an instalment plan or
extended time to pay.
To find out more: 13 12 34
www.examplewater.com/concessions

Credit Card

Post Billpay

Mail a Cheque

Centrepay

Interpreter Service
13 14 50

Deaf or hard of hearing (TTY)
133 307 245 and quote 1300 123 123

If your reading has been estimated, it must
say so on your bill.
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How often should the meter be read?

How do they estimate the bill?

According to the Energy Retail Code, meter readers have
to try their best to read electricity and gas meters at least
once every twelve months (clause 20 (2)). Water meters
should be read every billing cycle or at least once every
twelve months (clause 4.2 of the Urban Water Customer
Service Code).

If the company has your billing history, the estimation
will probably be based on your previous usage. If it
doesn’t have your usage history (perhaps you changed
companies or moved in recently), the estimation will be
based on average usage across a class of customers.
There are industry standards about how estimations are
done.

Meter readers should attempt to read:
• electricity meters every three months
• gas meters every two months
• water meters every three or four months, depending
on where you live.
But the company hasn’t broken the law by not reading
the meter if you have not provided safe and unhindered
access.

Don’t know where to start? This checklist may
help.

Things you can do:

I’m concerned about security and
I’m not prepared to leave my house
unsecure for the meter reader

Is your meter freely accessible? If not, can you
provide access to it, for example, by installing a
VPI lock or a key safe?
Are you due for a meter exchange? If so, take a
meter reading or a photo of your meter display
before your new meter is installed to ensure your
final bill is based on an accurate, actual meter
read.
Has your meter been exchanged within a billing
cycle? This may mean you receive an estimated
read until the next scheduled meter reading.

Talking to your company:
Talk to your company about your billing concerns.
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A possible solution for electricity and gas meters is to
buy a special lock called a Victorian Power Industry
(VPI) lock from electrical wholesalers or some hardware
shops. They come in a variety of forms—padlocks, bolts,
ordinary locks, etc. The energy meter reader has a
master key for the VPI locks and, once you’ve told your
company you’ve got a VPI lock, the meter will be able to
be read. However, water corporations do not use
VPI locks. Contact your water
corporation to discuss options
that may be available.

Does getting an estimated bill matter?
An estimated bill will be either above or below your
usage. If it’s above your usage, you are paying more
than you should. If it’s below, you will get a catch-up bill
at some stage and if the bill has been under-estimated
over a year or more, that could be a large bill. If your
company has tried its best to read the meter, and access
has been denied, then the company may be able to
‘backbill’ you right back to the last reading (clauses 21
and 30 of the Energy Retail Code), otherwise up to nine
months. So you are better off getting an actual bill than
an estimated bill.

EMAIL: ewovinfo@ewov.com.au
FREEFAX: 1800 500 549
POST: GPO Box 469, Melbourne, Victoria 3001

Checklist:

Talk to your energy distributor or water
corporation if you are concerned about your
meter exchange or your new meter.

Contacting EWOV:
If you can’t sort out the problem with your
company directly, contact EWOV.
Have all your details ready, including bills and
your own notes.

Note: The Energy Retail Code only applies to
customers who use less than 40MWh of electricity or
1,000GJ of gas per year.

Translating and Interpreting Service: 131 450
National Relay Service: 133 677
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