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The Energy and Water Ombudsman (Victoria) (EWOV) acknowledges the Essential Services
Commission’s decision to accept an enforceable undertaking from Greater Western Water,
following extensive billing failures that have caused disruption for customers across
Melbourne’s west.

EWOV recognises the scale of the redress package but remains concerned about the impact of
billing issues and bill shock on Greater Western Water customers. EWOV is here to help and notes
customers may still have the benefit of other rights and protections.

We have seen a significant increase in complaints from Greater Western Water (GWW) consumers,
with almost 60% of all water-related complaints in the past financial year linked to GWW. This trend
has continued this financial year. To 11 November 2025, we have already received 998 complaints
relating to GWW.

We have seven open investigations into systemic issues at GWW, including:

delays in issuing bills

suspension of direct debit arrangements
failure to apply concessions correctly
inaccurate billing and due date information
errors affecting apartment complex billing
continued charging of closed accounts, and
difficulty contacting GWW.

Greater Wester Water consumers are encouraged to:

e check bills carefully for accuracy and to ensure any concessions they are entitled to have
been applied

e consider whether they’ve been billed for more than four months

e contact GWW directly with concerns

¢ lodge a complaint with EWOV if they are unhappy with GWW'’s response or unable to get
through.

For more information about EWQV, visit ewov.com.au
Quotes attributable to Catherine Wolthuizen, Energy and Water Ombudsman (Victoria)

“Behind the GWW complaints we receive are customers trying to make sense of unexpected bills,
direct debit failures or confusing communications, all while managing rising costs and financial
pressures. The scale of disruption caused by Greater Western Water is unprecedented in the water
sector.”
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“Last financial year we had a 122% increase in complaints relating to water services primarily driven
by Greater Western Water. The cases we’ve received are not isolated incidents, they reflect
systemic issues that continue to affect thousands of households and small businesses.”

“As Victoria’s Energy and Water Ombudsman, I'm very concerned that many Greater Western
Water customers are now exposed to bill shock from unexpected high bills. Customers are already
coming to EWOV with multiple bills which they don’t know how they can pay. I'm especially
concerned where it appears the amount billed is not accurate.”

“The enforceable undertaking offers credits and partial waivers for some customers, and payment
plans and other assistance will be essential in helping people manage the impact of these bills. But
EWOQV is also able to provide wider help, especially to customers in vulnerable circumstances,
including bill reduction where appropriate.

“We assess each complaint individually, applying a fair and reasonable approach that considers not
just the Water Industry Standard, but also the Greater Western Water Customer Charter, customers’
direct debit agreements, and broader consumer protections under Australian Consumer Law.”

“We’'re here to help. Our service is free, independent and focused on fair outcomes. If you're
confused about your bill or unsure what credits you’re entitled to, contact us. Call us on 1800 500
509 or visit ewov.com.au.”

For more information or to arrange an interview with the Ombudsman, contact:
Felicity Fast, Head of Public Affairs
Email: media@ewov.com.au

EWOV is an industry-based, consumer dispute resolution scheme. The Ombudsman has the power
to investigate and resolve disputes between customers and their energy and water companies, fairly
and independently.



