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EWOV welcomes governments, regulators, providers and other stakeholders’ continuing efforts to improve
outcomes for consumers impacted by family violence. Enhancing consumer experiences with energy and water
providers is critical for achieving these improved outcomes. As noted in the 2016 Royal Commission into Family
Violence, due to the important function essential services play in daily life, perpetrators of family violence often
use them to coerce action and cause harm through economic abuse.! More broadly, energy and water debts can
be a key contributor to financial insecurity for consumers impacted by family violence.

This position statement aims to provide practical guidance for how EWOV will approach resolving complaints
relating to consumers impacted by family violence. In developing our position statement, we have primarily
drawn on:

e our case insights;

e information ascertained through our systemic issue investigations;

e our engagement with industry sector experts;

e our engagement with family violence experts; and

e our continuous monitoring of best practice standards in energy and water and other markets.

EWOV acknowledges that support provided to consumers impacted by family violence should be human-centric
to facilitate consumer empowerment and autonomy. EWOV is in a unique position within the energy and water
sectors to apply our market-wide perspective to support both EWOV and the broader industry to continue to
tailor services appropriately.

EWOV recognises that this work is complex and evolving and continued industry collaboration is critical for
improved outcomes. EWOQOV is committed to continuing to work with governments, regulators, providers and
other stakeholders to reduce the extent and impact of family violence. As part of this commitment, we
continually monitor the quality and efficacy of our own response to family violence and will regularly update this
position statement to try and reflect best practice standards.

We would like to acknowledge all consumers impacted by family violence who have shared their experiences with
EWOV.

We acknowledge that while most people who experience family violence are women and children, it can impact
anyone. We also acknowledge that because of social inequality and discrimination, some groups of people
experience significantly higher rates of family violence.

EWOV acknowledges that most men are not perpetrators, and not all perpetrators are men. However, women are
more likely than men to experience family violence.? Therefore, gendered patterns regarding perpetration and

1 Royal Commission into Family Violence. (2016). Summary and Recommendations.
2 Australian Bureau of Statistics. (2023). Personal Safety Australia; According to the Australian Bureau of Statistics, 27% of
women have experienced violence by an intimate partner since the age of 15 as opposed to 12% of men.



http://rcfv.archive.royalcommission.vic.gov.au/MediaLibraries/RCFamilyViolence/Reports/Final/RCFV-Summary.pdf
https://www.abs.gov.au/statistics/people/crime-and-justice/personal-safety-australia/latest-release
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victimisation need to be considered and understood when developing appropriate measures and responses to
family violence.?

Family violence is a crime. It’s when there is violent, abusive or bullying behaviour or actions towards a victim-
survivor to scare and control them. It can happen at home or outside the home. It causes fear and harm to the
body, mind and spirit. Family violence can happen to anyone. It happens:

e in every community;

e inall cultures;

e toyoungand old;

e to wealthy and poor; and

e in any profession and level of education.

In assessing specific instances of family violence, EWOV relies on relevant laws and rules including but not limited
to the Family Violence Protection Act 2008 (Vic) and the Victorian energy and water codes and standards. EWOV
also considers other information to inform its understanding of family violence, including victim-survivors’
experiences and different cultural definitions of family violence. For example, Indigenous definitions of family
violence that are generally broader than mainstream definitions and often incorporate specific spiritual and
cultural factors.*

Family violence

EWOV considers each case on an individual basis but will recognise any behaviour as being family violence when
it involves behaviour by a person towards a family member that:

e s physically or sexually abusive;

e is emotionally or psychologically abusive;

e is economically abusive;

e isthreatening;

e s coercive; or

e inany other way controls or dominates the family member and causes that family member to feel fear for
the safety or wellbeing of that family member or another person.

EWOV recognises behaviour as being family violence when it causes a child to hear or witness, or otherwise be
exposed to the effects of the behaviour referred to in the points above.

EWOV uses a broad definition of ‘family’ that recognises the meaning of family can:

e incorporate a person’s current or former domestic partner, including LGBTIQA+ relationships;
e include family-like relationships. For example, when the alleged perpetrator of family violence is the
carer of the person impacted by the family violence; and

3 Mission Australia, ‘What is domestic and family violence?’, Mission Australia domestic and family violence.
#Victorian Indigenous Families Taskforce. (2003). Victorian Indigenous Family Violence Taskforce Final Report.



https://www.missionaustralia.com.au/what-we-do/children-youth-families-and-communities/domestic-family-violence
https://vgls.sdp.sirsidynix.net.au/client/search/asset/1162179
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e depend on cultural factors. For example, for some Aboriginal and Torres Strait Islander people, family is
defined as a complex system of kinship structures, roles and responsibilities, and connection to culture
and Country and can incorporate people who are not necessarily genetically related.®

EWOV recognises that family violence can happen to any consumer regardless of their culture, community, age,
profession, or circumstance.

Economic abuse

Economic abuse is one of the most common types of family violence that is relevant to EWOV complaints. EWOV
considers each case on an individual basis but will likely recognise any behaviour as being economic abuse when
it involves a person engaging in behaviour that is coercive, deceptive or unreasonably controls another person
without their consent:

e in a way that denies the person impacted by the behaviour having economic or financial autonomy; or

e by withholding or threatening financial support that is necessary for the person impacted by the
behaviour meeting their or their child’s reasonable living expenses when they are entirely dependent on
the alleged perpetrator to meet those living expenses.®

EWOV recognises that economic abuse may present itself in many forms and it is not limited to the control of
money. It can include the exploitation or sabotage of another person’s resources to threaten a person’s economic
security, freedom, and access to a safe environment.”

Examples
Examples of conduct that EWOV has observed and recognised as relating to family violence include:

e Alleged perpetrators of family violence threatening or organising to have the electricity, gas or water
disconnected.

e Consumers impacted by family violence being pressured by alleged perpetrators to take responsibility for
electricity, gas or water debts for which they are not responsible for.

e Family violence contributing to consumers’ circumstances of hardship, accruing debt and requiring
financial assistance from their provider.

> Ristevski, E. Thompson, S. Kingaby, S. Nightingale, C & Iddawela, M. (2020). Understanding Aboriginal Peoples' Cultural and
Family Connections Can Help Inform the Development of Culturally Appropriate Cancer Survivorship Models of Care. JCO
Glob Oncol, 124-132.

8 Family Violence Protection Act 2008 (Vic), section 6.

7 Centre for Women’s Economic Safety. What is economic abuse?.



https://cwes.org.au/
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Consumers impacted by family violence may need to process information, communicate and make decisions in
different ways.? In some cases, they are reluctant or unable to disclose their circumstances. For example, a
consumer impacted by family violence may hide the abuse because:

e of feelings of shame, low self-esteem, or a sense that they are responsible for the violence;
o they feel they will not be believed;

e they feel powerless and unable to trust others; and/or

e they do not consider that what they have experienced constitutes family violence.®

EWOV takes a human-centric and harm minimisation approach and does not expect or require consumers to
disclose personal circumstances or information they do not want to. EWOV’s complaint handling process requires
staff to consider all the available information including indicators that suggest family violence may be a relevant
factor to the complaint. This is so EWOV can appropriately facilitate a fair and reasonable resolution. This may
result in EWOV assessing that a consumer is likely impacted by family violence and recognising this as a special
circumstance and/or vulnerability when considering what a fair and reasonable outcome is even if the consumer
has not directly stated that they have been impacted by family violence. We only do this in instances where there
are strong indicators of family violence.

Examples of instances where EWOV considers there are strong indicators of family violence include when a
consumer:

e directly states they have experienced conduct that is likely to constitute family violence, such as
threatening behaviour or assault;

e mentions an intervention order (or equivalent);

e has urgently relocated residence;

e s seeking the assistance of a refuge;

e is concerned about a family member or joint account holder accessing their personal details;

e requests that EWOV implements additional security measures when speaking to the consumer. For
example, EWOV using a password or code to confirm EWOV’s identity before speaking to the consumer
about their complaint;

e references their partner’s behaviour in a way that indicates they are concerned for their safety; or

e incurs substantial debt in their name for household utilities despite being financially dependent on
someone else.

8 Safe + Equal. Impacts of Family Violence.
9 Australian Law Reform Commission. (2010). Difficulties in giving evidence.



https://safeandequal.org.au/understanding-family-violence/impacts/
https://www.alrc.gov.au/publication/family-violence-a-national-legal-response-alrc-report-114/18-evidence-of-family-violence-3/difficulties-in-giving-evidence/
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We generally do not require consumers to provide information to substantiate family violence. Requiring
consumers impacted by family violence to provide evidence that they have been impacted by family violence can
potentially cause a range of harms including:

e undue burden when the evidence is not readily accessible; and/or
e being graphic, re-traumatising and/or embarrassing.°

In addition, relevant laws and rules impose restrictions on providers seeking documentary evidence of family
violence. For example, the Energy Retail Code of Practice 2022 (Vic) provides that a retailer must only seek
documentary evidence of family violence when considering:

e debt management and recovery i.e. taking actions to recover arears from a consumer impacted by family
violence; or

e when considering restrictions on disconnection under the Electricity Industry Act 2000 (Vic) Gas Industry
Act 2001 (Vic).**

Reflecting these factors, when a consumer indicates that they have been impacted by family violence, EWOV
generally does not seek evidence to substantiate this unless there are exceptional circumstances. We also try to
minimise burden on consumers impacted by family violence by limiting evidentiary requests related to other
parts of their complaint. We confine our requests to information that is directly relevant and required to establish
a fair and reasonable outcome. For example, we may seek a copy of a current rental agreement to support a
consumer’s position that they left a property due to family violence despite being listed as the financially
responsible person on the account. We consider this approach is consistent with our accessibility benchmark that
is focused on seeking to ensure access for any person who may require our services.?

We recognise that in some circumstances, consumers impacted by family violence are unlikely to have access to
relevant documentation such as when a consumer impacted by family violence has fled their home due to
personal safety concerns. Reflecting this, EWOV may consider it to be fair and reasonable to resolve a complaint
based on a consumer impacted by family violence’s claims even when no direct evidence is provided. We are
more likely to take this approach when:

e thereis no evidence that contradicts the claim of the consumer impacted by family violence’s claim; or

e EWOV considers that the act of the consumer providing the required evidence will cause undue burden or
create a risk of harm. For example, the consumer having to return to a property they fled due to personal
safety concerns.

10 Australian Energy Market Commission. (2022). National Energy Retail Amendment (Protecting Customers Affected by
Family Violence) Rule 2022, p. 28.

11 Energy Retail Code of Practice 2022 (Vic), clause 155(1).

12 pustralian Government. (2015). Key Practices for Industry-based Customer Dispute Resolution.



https://www.aemc.gov.au/sites/default/files/2022-09/RRC0042%20-%20Protecting%20customers%20affected%20by%20family%20violence%20-%20Final%20Determination_clean.pdf
https://www.aemc.gov.au/sites/default/files/2022-09/RRC0042%20-%20Protecting%20customers%20affected%20by%20family%20violence%20-%20Final%20Determination_clean.pdf
https://treasury.gov.au/sites/default/files/2019-03/key_pract_ind_cust_dispute_resol.pdf
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In accordance with our ‘No wrong door’ approach, when a consumer contacts us and we can’t help them directly
(for example, the consumer raises an issue that does not relate to a problem with their energy and water
provider), we advise them who can help and why. When engaging with consumers impacted by family violence,
EWOV’s first and paramount concern is their safety. If there are any indicators that a consumer impacted by
family violence is at risk of immediate danger, we will contact relevant emergency services.

If we consider there is no immediate danger, we will inform consumers of available support services such as:

e Safe Steps Family Violence Response Centre;

e  WIRE: Support, Referrals & Information for Victorian Women;

e Men’s Referral Service;

e Lifeline;

e Women’s Legal Service Victoria;

e the National Debt Helpline;

e Orange Door;

e 1800 Respect; and

e other relevant services that may be able to assist consumers impacted by family violence.

EWOV also utilises a ‘quick exit’ button on our website to allow consumers to close our website quickly. The
‘quick exit’ button allows consumers to be immediately redirected to an innocuous site (google.com) and hide
what they were looking at. This is particularly relevant for consumers impacted by family violence who may face
safety risks if an alleged perpetrator of family violence sees them looking at our website.

Initial engagement

In our initial engagement with consumers impacted by family violence we will discuss their preferred method of
contact and engagement including:

o ifitis safe for EWOV to contact them via phone, email or another means;

e the nature and form of continued engagement about the complaint; and

e if the consumer requires any additional steps to protect their security and/or make them feel more
comfortable.

Ongoing engagement

For the duration of our engagement, we will engage in a respectful and considerate manner and recognise that
consumers impacted by family violence are likely to still be experiencing trauma and can be impacted in how they
retain and recall information. To create safe spaces for ongoing engagement we:

e have EWOV staff who are responsible for investigating complaints lodged by consumers impacted by
family violence. The purpose of this approach is to develop EWQV expertise in how we investigate family
violence-related complaints and reduce the likelihood of a consumer impacted by family violence having
to repeat information to different EWQV staff members;

e use expertise to inform our understanding of the most appropriate approaches. For example, EWQV has a
dedicated vulnerability specialist who:
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o is personally responsible for investigating complaints where there is potential for high
vulnerability and require significant sensitivity; and
o provides relevant training and support to other EWOV investigators;

e securely handle personal and sensitive information in accordance with our privacy obligations under the
Privacy Act 1988 (Cth), this involves only requesting and holding information that is relevant to the
complaint and ensuring the information is only disclosed with those authorised to receive it;

e take steps to protect personal information from unauthorised access. For example,

o EWOV will only refer to personal or sensitive information in correspondence to the consumer
when it is necessary to do so; and

o if a consumer discloses confidential information relating to family violence, EWOV will only
include this in the complaint file or discuss this information with the provider with the
consumer’s agreement; and

e take steps to empower consumers impacted by family violence and adapt our approach to reflect their
experiences. For example, continuing to discuss safe and appropriate contact methods and approaches
with the consumer impacted by family violence.

EWOV is an independent and impartial dispute resolution service. When investigating and assessing complaints,

EWOV considers what is fair and reasonable in the circumstances. EWOV recognises that obligations under laws,
codes and regulations may represent minimum standards. A consumer’s individual or extenuating circumstances
may impact whether compliance alone is sufficient and will be an important factor to consider when assessing a

fair and reasonable outcome.

In assessing what is fair and reasonable, EWOV considers each complaint on an individual basis but will generally
have regard to:

e the individual circumstances of the consumer including any special circumstances and/or vulnerabilities;

e relevant laws, codes and regulations. (For example, if the complaint relates to water in an urban area, the
application of the Water Industry Standard — Urban Customer Service 2024 (Vic) will be considered);

e current good industry practice in the relevant industry and, where applicable, other industry/jurisdiction
practice. (For example, if the complaint relates to electricity, accepted industry standards of electricity
providers operating in Victoria and other Australian jurisdictions);

e past EWQV decisions and outcomes from similar complaints;

e the provider’s relevant policies, procedures and conduct; and

e advice from regulators and/or technical experts specific to the complaint.

When a consumer has been impacted by family violence, EWOV recognises this as a special circumstance and/or
vulnerability that informs our assessment of a fair and reasonable outcome. This means that generally, EWOV will
consider that it is fair and reasonable for providers to deliver tailored support to a consumer impacted by family
violence that may not be appropriate for another consumer who has not been impacted by family violence.

EWOV will also consider additional obligations or responsibilities arising under applicable laws and codes when a
consumer is impacted by family violence. This includes obligations to provide ‘Assistance for customer’s affected
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by family violence’ under the Energy Retail Code of Practice 2022 (Vic); and ‘Family violence assistance’ under the
Water Industry Standards.

EWOV recognises that family violence is not a once-off event. Consumers may be affected by ongoing family
violence over a sustained period or affected over shorter or inconsistent periods. Consumers may therefore
require additional assistance at certain stages but not necessarily all the time. Where a consumer has lodged
more than one family violence related complaint, EWOV will consider each complaint as a separate incident and
on its individual merits.

This section provides guidance on how EWOQV approaches resolving the most common and serious complaints
relating to consumers impacted by family violence.

Please note that EWQV considers each complaint on its individual merits and this section is designed to provide
general guidance only.

Based on our work to date, the most common and impactful types of complaints we have observed are
consumers impacted by family violence experiencing issues relating to:

o liability for debt between them and an alleged perpetrator;

e receiving appropriate payment difficulty assistance and support;
e debt collection and/or loss of supply;

e privacy and/or safety; and

e the nature and quality of customer service offered by providers.

Liability for debt

EWOV considers each case on its individual merits but will generally take the following actions.
When the account is in the sole name of the consumer impacted by family violence:

e EWOV may request that the provider demonstrate that the consumer impacted by family violence
provided explicit and informed consent prior to entering into the contract or establishing the account. We
will not consider that explicit and informed consent has been provided unless it is free from pressure,
undue influence or duress and the consumer had the capacity to provide the consent. For example, we
may not consider that explicit and informed consent has been provided when another person can be
heard in the background of a phone recording shouting threats at the consumer providing the consent.

e If the provider cannot do so, EWOV may consider it fair and reasonable for the provider to not recover
outstanding debt from the consumer impacted by family violence.

e |If the provider can demonstrate that the consumer impacted by family violence provided explicit and
informed consent, EWOV will assess the date range that it is appropriate for the consumer impacted by
family violence to assume liability for charges. As part of this assessment, EWOV will consider a range of
factors including:

o whether the consumer impacted by family violence is still living at the property;
o if the consumer impacted by family violence is no longer living at the property, the date they left
the property; and
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o whether the provider was on notice, or should have reasonably been on notice, that the
consumer was impacted by family violence.
e EWOV will also assess what payment difficulty assistance and other relevant support the provider offered
and provided (see Payment difficulty assistance and support section below).

When there is a joint account in the name of both the consumer impacted by family violence and the alleged
perpetrator:

e EWOV may request the provider to demonstrate that the consumer impacted by family violence
personally provided explicit and informed consent prior to entering into the contract or establishing the
account. If the provider cannot do so, EWOV may consider it fair and reasonable for the provider to not
recover an outstanding debt from the consumer impacted by family violence.

e Evenif the provider can demonstrate that the consumer impacted by family violence provided explicit
and informed consent, EWOV may consider it fair and reasonable for the provider to only pursue
outstanding debts from the alleged perpetrator and not the consumer impacted by family violence. For
example, in instances where there is evidence of economic abuse.

e When either the consumer impacted by family violence or the alleged perpetrator leaves the property,
EWOV may consider it to be fair and reasonable for the provider to make relevant changes to the
account. This may involve:

o when the alleged perpetrator leaves the property, seeking the explicit and informed consent of
the consumer impacted by family violence to establish a separate account in their name (from
the date the alleged perpetrator left the property); and

o when the consumer impacted by family violence leaves the property, to finalise and remove their
name from the account from the date they left the property.

When the account is in sole the name of the alleged perpetrator of family violence, EWOV will likely consider it
fair and reasonable for the provider to pursue the outstanding debt from the alleged perpetrator of family
violence and not the consumer impacted by family violence.

EWOV will likely consider that it is not fair and reasonable for the provider to transfer the debt from the historical
account (account related to the alleged perpetrator of family violence) to the new account (account of the
consumer impacted by family violence) when:

o the alleged perpetrator has left the property;
e the provider is establishing a new account with the consumer impacted by family violence; and
e thereis an outstanding debt relating to the historical account.

Payment difficulty assistance and support

EWOV recognises that family violence can be a cause of payment difficulty. It is critical for consumers impacted by
family violence to access financial assistance to help them to:

e overcome economic abuse;*?

13 Cortis, N & Bullen, J. (2015). Building Effective Policies and Services to Promote Women’s Economic Security Following
Domestic Violence: State of Knowledge paper.


https://www.anrows.org.au/publication/building-effective-policies-and-services-to-promote-womens-economic-security-following-domestic-violence-state-of-knowledge-paper/
https://www.anrows.org.au/publication/building-effective-policies-and-services-to-promote-womens-economic-security-following-domestic-violence-state-of-knowledge-paper/
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e establish self-sufficiency and act independently;** and
e contribute to achieving financial security and economic wellbeing, which is critical to long-term recovery
from family violence.?®

Relevant laws and rules entitle consumers impacted by family violence to:

e recognise family violence as a potential cause of payment difficulty;

e recognise the individual circumstances of consumers impacted by family violence;

e receive appropriate assistance to manage payment difficulties such as tailored payment plans; and
e access certain government assistance such as the family violence related Utility Relief Grant (URG).

When a consumer impacted by family violence presents to EWOV with financial difficulties, in the first instance
we will assess what support and assistance measures the provider offered and provided.

EWOV may consider it to be fair and reasonable to limit the amount of debt a provider recovers from a consumer
impacted by family violence in certain circumstances. EWOV is more likely to consider this to be appropriate
when there were missed opportunities to provide meaningful support which might have limited the amount of
debt incurred by a consumer impacted by family violence.

If a provider has only partially provided support or has done so in a way that does not recognise the individual
circumstances of the consumer impacted by family violence (for example the provider has offered them an
unaffordable payment plan) EWQOV may consider that it is fair and reasonable for the provider to:

e offer support that has not been provided. (For example, for the provider to complete and lodge the family
violence related URG on behalf of the consumer impacted by family violence); and

e take additional actions to compensate the consumer impacted by family violence for the inconvenience
caused by not originally providing the full suite of assistance. (For example, by making customer service
gesture and/or goodwill payment to the consumer).

When the provider has given all available assistance prescribed by relevant laws and codes, EWOV may still
consider it to be fair and reasonable for further support to be provided reflecting:

e that obligations under laws and codes are minimum standards; and
e the special circumstances and/or vulnerabilities of consumers impacted by family violence.

Debt collection, defaulting and disconnection

EWOV recognises that debt collection, credit reporting, and disconnection of essential services can be used as a
form of abuse. These mechanisms can affect victim-survivors in many ways including their ability to access
financial independence and safety.

When considering or commencing debt collection for consumers impacted by family violence, providers are
required to consider the circumstances of the affected consumer, including whether there are other account
holders jointly or severally responsible for the debt.’®* EWOV will therefore assess whether a provider
appropriately considered a consumer’s individual circumstances to determine whether debt recovery action

4 Fawole, 0. (2008). ‘Economic Violence to Women and Girls: Is It Receiving the Necessary Attention?’ Trauma Violence
Abuse, 9(3), p. 167.

15 Braaf, R & Meyering, I. (2011). Seeking Security: promoting women’s economic wellbeing following domestic violence.
16 Energy Retail Code of Practice, clause 152; Water Industry Standard — Urban Customer Service, clause 11.1(a); Water
Industry Standard — Rural Customer Service, clause 10.1(a).



https://researchers.mq.edu.au/en/publications/seeking-security-promoting-womens-economic-wellbeing-following-do
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against the consumer is fair and reasonable. As part of this assessment, EWOV will consider whether there were
any potential safety risks stemming from debt recovery and what steps a provider took to mitigate those risks.
For example, whether a provider referred the debt to a third-party debt collector or chose to handle the debt
recovery in-house. EWOV will also consider if it was appropriate to share the details of a consumer impacted by
family violence with a debt collector, especially if there was another account holder liable for the debt. If a
consumer impacted by family violence has negative credit information (such as default listings) recorded on their
credit report, EWOV will consider whether the negative credit information is a result of family violence and if it
was appropriate for the provider to list the information.

Where a consumer impacted by family violence has had, or is going to have, their energy or water supply
disconnected or restricted, EWOV will require the provider to show they offered appropriate assistance and
considered the individual circumstances of the consumer. As part of this assessment, EWOV will consider the
intersectionality and increased risk of compounding harms for a consumer impacted by family violence if they are
disconnected.

Circumstances where EWOV may consider it unreasonable for a provider to commence debt collection, list
default information or disconnect supply include (but are not limited to) when a consumer impacted by family
violence:

e does not owe the debt listed, such as where the account was set up without their informed consent;

e was coerced into being listed as the financially responsible person for the account despite not being
financially independent or in a position to pay for energy or water usage;

e has left the relationship and property and is unaware of the overdue account or that the default would be
listed;

e has not contributed to the debt i.e. have not been responsible for energy consumption;

e has regularly paid for their share of the debt to their partner who withheld the payments without their
knowledge; or

e experienced payment difficulty due to family violence and did not receive appropriate assistance from
the provider.

Given the special circumstances of consumers impacted by family violence, EWOV will generally consider that it is
fair and reasonable for providers to:

e limit their use of default listings for accounts of consumers impacted by family violence;

e limit commencing debt collection proceedings for consumers impacted by family violence;

o limit referring energy and water debts to third-party debt collectors; and

e not unnecessarily or unreasonably place barriers for consumers impacted by family violence accessing
supply.

Privacy and safety issues

EWOV recognises that the privacy and safety of consumers impacted by family violence is paramount. EWOV
considers that it is fair and reasonable for providers to ensure that they have adequate measures in place to
protect and promote the safety of consumers impacted by family violence. This includes by securely handling
personal information, and not disclosing or providing access to this information without the consent of the
consumer. These measures are particularly relevant for any information that can be used to identify or locate a



ENERGY AND WATER

OMBUDSMAN

Victoria Listen Ass

consumer affected by family violence; and when the consumer was or is a joint account holder with the alleged
perpetrator.

When the actions of providers cause or contribute to consumers impacted by family violence having their privacy
or safety undermined, EWOV may consider it fair and reasonable for the provider to compensate the consumer,
including for any appropriate costs. For example, when a provider’s actions cause or contribute to an alleged
perpetrator finding out the location of a consumer impacted by family violence, we may consider it fair and
reasonable for a provider to contribute towards or pay for emergency accommodation or other measures such as
security cameras for the consumer impacted by family violence.

EWOV will consider the actions of the provider in identifying and remedying any privacy breach to consider
whether compensation for non-financial loss (including for additional distress, harm and inconvenience) is
appropriate. EWQV will also consider if the matter should be reported to the relevant regulator, including the
Office of the Australian Information Commissioner. This may involve EWOV reporting the matter to the relevant
regulator directly and/or recommending for the relevant provider to do so.

Customer service

EWOV recognises that poor customer service can have a disproportionate effect on consumers impacted by
family violence, particularly when it causes them to repeat intimate and difficult circumstances to numerous staff
members and/or on numerous occasions. We also recognise that consumers impacted by family violence may
face different barriers to safely engage with their provider and may require additional assistance compared to
other consumers. EWOV expects providers to appropriately recognise when additional assistance is required and
to implement this assistance accordingly.

When there is poor customer service, EWOV will consider the impact this had on the consumer considering their
individual circumstances. EWOV recognises that the impact of poor customer service may be different for a
consumer impacted by family violence, compared to another consumer who received the same level of service
but was not impacted by family violence.

When considering the appropriateness of the customer service of a provider, EWOV will consider a range of
factors including:

e obligations to provide family violence assistance under the relevant codes and standards;

e adherence to the provider’s family violence policy;

e if the provider recognised indicators of family violence and made appropriate enquiries and offered
appropriate support;

e if the provider created any barriers or unnecessary distress for the consumer, such as requiring the
consumer to have to repeat certain details or requesting unnecessary information;

o if the provider failed to contact the consumer by their preferred contact method which may have
increased the risk of harm; and

o if staff adopted a supportive and empathetic approach during their dealings with the consumer.
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A final thought

It is an enduring priority for EWOV to help resolve cases relating to family violence. We acknowledge that we are

on our own journey to support consumers impacted by family violence. We welcome continued engagement and
feedback from all stakeholders including on this position statement.



