
Help for energy 
and water 
complaints
We’re a free, independent  
and fair service for Victorians.



What makes EWOV  
unique in Victoria?

We’re not a regulator or part of the 
government. We’re a not-for-profit  
service for Victorian energy and  
water consumers.

Most Victorian energy, gas and water 
providers must become a member  
of EWOV, meaning their customers can 
come to us with complaints. The provider 
is then charged a fee by us for dealing with 
those complaints. You won’t be charged  
by us for dealing with your issue.

What is EWOV?

We’re an independent dispute resolution 
service for electricity, gas (including LPG) 
and water complaints.

Electricity Gas and LPG

We’re free for consumers, so you won’t 
have to pay to contact us or have  
us look into your complaint. 

We’re not on anyone’s side, which means 
we’ll look at the facts and circumstances  
of every complaint.

Water



How can EWOV help me?

We can deal with most energy and water 
complaints, including:

•	 unexpected high bills

•	 delayed bills or back bills  
(sometimes called ‘catch-up’ bills)

•	 payment difficulties

•	 accessing concessions and the  
Utility Relief Grant

•	 disconnection or restriction

•	 metering and supply issues

•	 debt collection

•	 land access.

We can help you and your provider agree to 
resolve the complaint, or we’ll decide on a 
fair and reasonable outcome. We can require 
your provider to put things right, for example 
by giving you a refund or compensation, or 
making a change to your account.

If we can’t help you, we will refer you  
to someone who can.



What is EWOV’s process? 

You can contact us at any time with a 
complaint about your energy and water.  
If you have a complaint about your provider, 
we follow a clear process for helping to 
resolve it. Some complaints can be resolved 
quickly while more complex issues can  
take a bit longer.

1. You contact your provider or attempt  
to contact them first.

2. If you’re not happy with the outcome, 
bring the complaint to us.

3. We will refer your complaint to a senior 
person at your provider or investigate 
your complaint.

4. You get an outcome.



How can I contact EWOV?

You can contact us by phone, on our 
website or by post. If you are making  
a complaint, we’ll ask you for:

•	 your contact details

•	 the name of the company involved  
in the complaint

•	 the details of the complaint and how 
you’ve tried to resolve the issue.



Phone

1800 500 509 (free call)

8.30am to 5pm, Monday to Friday

131 450 (interpreter service)

If you have difficulty speaking or are deaf  
or hard of hearing, we recommend using the  
National Relay Service.

Online

ewov.com.au  
ewovinfo@ewov.com.au

Mail

Reply Paid 469, Melbourne, Vic, 8060  
(we accept letters in Braille)

Fax

1800 500 549 (free fax)

Notes

EWOV is committed to reconciliation and connection 
with Aboriginal and Torres Strait Islander people.


