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EWOV welcomes Essential Services Commission
action on ENGIE following Ombudsman referral

The Energy and Water Ombudsman Victoria (EWQV) welcomes the decision by the Essential
Services Commission (the Commission) to initiate civil proceedings against energy retailer ENGIE
over alleged failures to meet its obligations to consumers experiencing financial hardship and
vulnerability.

The Commission’s proceedings follow a systemic issues referral by EWOV, triggered by a significant
increase in complaints raising concerns about ENGIE’s practices affecting electricity and gas
customers in Victoria.

EWOV’s investigation identified widespread issues relating to:

e payment difficulty assistance
e access to the Utility Relief Grant, and
e protections for customers experiencing family violence.

These issues were not confined to individual cases, but reflect broader failures in systems,
processes and staff practices at ENGIE.

EWOV treats complaints involving family violence as a priority, recognising the heightened risk of
harm when essential service providers, such as ENGIE, do not respond appropriately. When there
are disclosures of family violence, it is essential that retailers act with sensitivity and meet all
obligations to support consumers.

Through our systemic investigation, EWOV identified multiple cases where consumers who were
experiencing family violence or other forms of vulnerability were not given the right assistance, were
provided with incorrect information or were subject to collections activity when protections should
have applied.

Behind every complaint is an individual, and these failures have a significant and compounding
impact on Victorians, increasing their financial distress and undermining safety at a time when
customers are seeking support.

When EWOQV referred these complaints to the Commission following our systemic issues
investigation, ENGIE was the most complained about energy retailer in Victoria. We are pleased
with the Commission’s decisive action following EWOV’s formal systemic issue investigation and we
commend the Commission for their commitment to improving outcomes for Victorian consumers.

Systemic issues investigations: preventing future disputes and
harm

EWOV’s systemic issues function is a critical part of our role in improving outcomes across the
energy and water sectors in Victoria. As outlined in EWOV’s Systemic Issues Report 2025, this work
focuses on identifying complaint patterns that point to broader consumer harm, investigating root



https://www.ewov.com.au/uploads/main/Reports/EWOV-Systemic-Issues-Report-2025.pdf
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causes and driving changes to regulation and market practice that will prevent these issues from
reoccurring.

Systemic investigations help reduce future disputes, improve service provider practice and protect
those consumers who may never make a complaint, but are nonetheless affected by poor practices
across energy and water markets.

EWOQV will continue to prioritise systemic issues involving family violence, payment difficulty and
access to essential services, and will not hesitate to escalate matters to regulators where consumer
harm indicates broader non-compliance.

Quotes attributable to Catherine Wolthuizen, Energy and Water
Ombudsman (Victoria)
“We are pleased the Essential Services Commission has taken strong action. It sends a clear

message that independent and fair complaint handling is essential for consumer trust and
confidence.”

“From April 2024 to March 2025, we recorded a dramatic increase in complaints about ENGIE. Our
referral to the Commission noted that ENGIE’s rate of complaints per 10,000 customers was nearly
four times the industry average for other licensed energy retailers.”

“Our role is to ensure that consumers who come to us with complaints about their energy providers
have been treated fairly and that their provider has met its obligations and commitments.”

“Our investigation identified serious and systemic concerns about how ENGIE supported customers
in vulnerable circumstances, including victim-survivors of family violence.”

“When we uncover a pattern of complaints, we have strong investigation processes in place. We
bring these to the attention of providers, and when necessary to the Essential Services
Commission.”

“If customers have experienced issues with ENGIE, they can still make a complaint to EWOV. We
are here to help. Customers can visit ewov.com.au or call us for free on 1800 500 509.”
Background information

EWOQV is a free and independent service that resolves disputes between Victorian consumers and
energy and water companies. When energy and water problems arise between customers and their
providers, we work to ensure fair and reasonable outcomes.

EWOQV has the authority to identify and refer systemic issues to the Essential Services Commission
where complaint trends indicate widespread consumer detriment.

We use our unique data insights about consumers’ experiences of the Victorian energy and water
markets to improve consumer and market outcomes, through our engagement with businesses,
government, regulators and the wider community.

Contact

For more information or to arrange an interview with the Ombudsman, contact:

Felicity Fast, Head of Public Affairs

Email: media@ewov.com.au
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