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for your own copy of Connect:

(03) 8672 4460 or  

admin-assistance@ewov.com.au

Message from  
the Ombudsman 
The year may be coming to a close, but EWOV’s not slowing down. 

This issue of Connect looks at several recently launched projects and 

resources that will flow well into 2017.

At the start of November we kicked off the EWOV Community 

Roadshow. We’re hitting the road and spreading awareness of who we 

are and how we can help, to community organisations all across Victoria. 

In order to assist the most vulnerable and hard-to-reach energy and 

water customers, it’s vital that EWOV fosters strong links with community 

groups, which is what the roadshow is all about! During our visits we 

will outline customer rights and responsibilities, and how best to use our 

resources to reach fair and reasonable complaint resolutions. If you’d like 

a visit from us, check out the EWOV Community Roadshow article on the 

following page.

Further into this edition you’ll be introduced to our fresh new website 

and animated videos, with some handy guides on how to get the most 

out of them. You’ll also find a run-down of our new Indigenous materials, 

our recent experience giving an information session to newly arrived 

refugees, and Ask the Ombudsman with Hope City Mission — as well as 

EWOV’s summer holiday hours, and an updated hardship team contact 

list for energy and water companies.

As always, if you have any feedback on Connect or would like to see us 

cover a certain topic, please do let us know: rct.ewov@ewov.com.au

Have a safe and happy Christmas break, everyone.

Cynthia Gebert
Energy and Water Ombudsman (Victoria)

"...it’s vital that EWOV 

fosters strong links with 

community groups, 

which is what the 

roadshow is all about!" 
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http://ewov.com.au
mailto:Admin-Assistance%40ewov.com.au?subject=
mailto:rct.ewov%40ewov.com.au?subject=
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EWOV’s Community Roadshow

Coming to a community near you

Four years ago we set out on our first EWOV Community Roadshow, 

visiting 167 community organisations across regional and urban Victoria. 

And now we’re doing it again!

We know that grassroots organisations are second-to-none in 

spreading the word about EWOV and our services to energy 

and water customers. We also know that many community 

workers have large and complex caseloads. To help, we 

want to show community workers how to make the most of 

EWOV’s resources and services to assist their clients in resolving 

complaints, quickly and fairly.

What to expect when you book an EWOV Community 
Roadshow visit

If you think your organisation could benefit from getting to 

know EWOV, we’d love to come to you. Our presentations 

are informal and flexible. Generally we’ll give a quick 

overview of who we are and what we do, and walk you 

through how to get the most out of EWOV’s resources (like our 

new website) and take questions as and when they arise.

Additionally, if you have some clients with energy or water issues, 

we can organise 30 minute pre-arranged meetings with an EWOV 

complaint handler, known as a Bill Power event. During these face-to-

face sessions, we can assist your clients with their questions, or help 

them raise a complaint with EWOV.

Sound interesting? We’d love to hear from you, so please get in touch to 

organise a visit:

• Belinda Sandilands: belinda.sandilands@ewov.com.au 

(03)-8672-4282

• Stephanie Booth: steph.booth@ewov.com.au 

(03)-8672-4357

EWOV

community

ROADSHOW

mailto:belinda.sandilands%40ewov.com.au?subject=
mailto:steph.booth%40ewov.com.au?subject=
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Connecting with Indigenous 
Victorians
One of the goals of EWOV’s Community Roadshow is to grow awareness 

of our services among Indigenous Victorians. To do this, we teamed-up 

with graphic designer Gary Saunders to create a poster and a flyer with 

Aboriginal imagery to promote our services. 

Gary is the manager of the Indigital Centre at the 

Aborigines Advancement League (AAL). He is a 

Bangerang, Wiradjuri, Yorta Yorta and Dja Dja 

Wurrung man who grew up in Shepparton, Victoria. 

He has produced many artworks, including the 

additional three metres on the AAL Mural on St 

Georges Road, Thornbury, the ‘Proud Moments 

in History’ NAIDOC mural featured on the AAL 

wall, and much more. We were thrilled to work 

with him.

Gary took inspiration from EWOV’s 

electricity, gas and water icons. From this he 

created symbols that represent a star/light, 

a campfire, and waterholes with rivers that 

link them.

If you would like to order the poster 

and/or the flyer, you can do so online 

or contact our admin team:

• (03)-8672-4460

• admin-assistance@ewov.com.au

EWOV
community
ROADSHOW

EWOV
community
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https://www.ewov.com.au/community/resources-request
https://www.ewov.com.au/files/fact-sheet-33-ewov-basics-indigenous-brochure.pdf
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EWOV’s new website

Accessible, useful and easy to use

The energy and water industries can be complex and difficult to get your 

head around. That’s where EWOV, and our new website, can help. It was 

designed to be accessible, intuitive, searchable and responsive (able to be 

viewed on smart phones, tablets, and desktop computers alike). Let’s take 

a tour:

Home page

When it comes to the homepage — less is more. If a customer visits 

EWOV’s website, they may be feeling frustrated or overwhelmed. They 

will likely either want to know how to make a complaint, or find out more 

about their issue. We think the layout of the new website makes this 

process much easier.
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Community section

As a community worker helping a client with an energy 

or water issue, we recommend heading straight to the 

Community section.

Hit MENU at the top of the page and select Community.

It’s the best place to start. Here you’ll find all the information 

you need about helping your client through an energy or 

water issue. You’ll also find a list of our upcoming events, and 

a form to request our printed materials.

Resources

The Resources section houses all of our information 

resources, such as fact sheets, hot topics, case studies, 

translated materials, and videos. There is a vast amount of 

information here, but the best feature about this section is 

the filtering function. Here’s what you do: Select Resources 

from the menu and then All resources from the sub-menu. If 

you’re viewing the website on a desktop, look to the left side 

of your screen, and if you’re on a smaller device, scroll down 

to the bottom until you see the Type, Issue, and Industry 

checkboxes. Now tryout some combinations, and see what 

you get!

And much, much more

There’s more to explore at ewov.com.au, so have a look and 

tell us what you think. At the bottom of many pages you 

will see a “Was this page helpful?” form. If you have some 

thoughts, please give us your feedback — it’s incredibly 

valuable to us.

https://www.ewov.com.au/community
https://www.ewov.com.au/community/helping-clients-with-energy-and-water
https://www.ewov.com.au/community/community-events
https://www.ewov.com.au/community/resources-request
https://www.ewov.com.au/resources
https://www.ewov.com.au/
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EWOV’s new videos

Animated information

EWOV's new animated videos are designed to be as short, simple and as 

accessible as possible. The videos are a great place to start when getting 

to grips with an issue: 

• What is EWOV?

• The EWOV process

• How to resolve your complaint

• Disconnection and restriction

• Debt collection

• Reading your bill

• Reading your meter

• Trouble paying a bill

• Moving in and out

• Solar

Transcripts

Each video comes with a written transcript to assist the deaf or hard of 

hearing. Underneath all of the videos you will also find a Read Transcript 

button. Simply select the button if required.

https://www.ewov.com.au/resources/videos


7

EWOV
Connect

7

Translated subtitles

For those who don’t speak English as a first language, each video has 

Google Translate subtitles. To activate translated subtitles, follow these 

steps.

Step 1: Make sure that closed captions is activated by checking if there is 

a red line underneath the “CC” icon. If not, click the icon to activate it.

Step 2: Select the settings cog. Step 3: Select Subtitles/CC. 

Step 4: Select Auto-translate. Step 5: Finally, select your desired language.
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Helping refugees 
understand energy 
and water
In late October EWOV was invited by AMES 

Australia to talk to newly arrived refugees about 

what we do. 

The setting: seven groups of newly arrived 

refugees from different countries and cultures. 

The challenge: each group had one interpreter. 

The task for EWOV was to communicate as 

clearly and briefly as possible, to allow the 

interpreters to translate.

In order to aid understanding, we presented 

common scenarios that refugees and new 

migrants may face, using simple illustrations and 

language.

We were thrilled with the response and the 

interest in EWOV’s services, and we think there 

may be a real need for more presentations like 

this in the future.

If you would like to organise a similar presentation for refugees and/or new 

migrants in your community, please get in touch with us:

• Belinda Sandilands: belinda.sandilands@ewov.com.au 

(03)-8672-4282

• Stephanie Booth: steph.booth@ewov.com.au 

(03)-8672-4357

https://www.ames.net.au/
https://www.ames.net.au/
mailto:belinda.sandilands%40ewov.com.au?subject=
mailto:steph.booth%40ewov.com.au?subject=
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Ask the Ombudsman

In mid-November EWOV visited Hope City Mission in Croydon as part of the EWOV Community Roadshow. 
We had a great chat with the Hope City Mission team, who asked some really good questions — here’s a 
sample:

Q
A client’s concession or health care card expires or is cancelled, and sometime later they 

realise they could have been receiving a concession on their utility bills. Can the concession 

entitlement be backdated to the bills for the period of time that the client had a valid concession 

card?

A 
In most cases, yes. If the concession or health care card expired, contact the energy or water 

company to update the account details once your client has received a new one. However, the 

energy or water companies generally only backdate the entitlements up to 12 months. 

If the concession or health care card was cancelled — for example, the client’s income has gone 

up — they can still claim for backdated concessions for the period of time that they were eligible.
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Q 
One of our clients had been receiving estimated electricity bills for years, and then received a 

bill with an actual meter reading for thousands of dollars. The meter was inside the garage, but 

the client was never contacted by the company about accessing the meter. What recourse does 

the client have?

A 
It might be easier if we break this down:

Company responsibilities: As a minimum, electricity, gas and water companies must try to read 

the meter at least once every twelve months. If clear and unhindered access is not provided to 

the meter, the company does not have to read it, but they must do their best to contact the customer to 

organise access to the meter. If a meter reading has been estimated, it must say so on the bill.

Customer responsibilities: Customers must provide clear, safe and unhindered access to their meters. If the 

meter is not easily accessible, expect contact from the company about organising an actual meter reading.

Backbilling rules: Even if the company did not meet its responsibilities in taking actual meter reads, or 

trying its best to contact a customer about gaining access to a meter, it can still issue a backbill to recover 

the amount undercharged. However, if the company was at fault, it can only issue a bill as far back as nine 

months. And, the customer must be given equal time to pay, up to 12 months. So if a backbill is for 10 

months, the customer must be allowed 10 months to pay.

But note, these restrictions on backbills may not apply if the company did request access to a meter, but this 

was not provided by the customer. 

Backbilling and estimated meter reads can be a tricky subject, but fortunately Smart Meters are making these 

issues less and less common for electricity readings (gas and water meters still have to be manually read). 

For some further information on the issues, have a look at our fact sheets on estimated meter readings and 

backbilling, and EWOV’s position statement on meter access and estimated billing.

Q 
We’ve dealt with some water companies that are particularly helpful in assisting customers 

who have hardship issues. For example, if a customer has arrears on their account of less than 

$500, the water company will suspend credit collection and let the arrears accumulate to 

$500. This is so the customer can apply for the maximum Utility Relief Grant Scheme (URGS) 

amount ($500 every two years) and clear the debt. Should energy companies offer something similar?

A 
It’s great to hear about energy and water companies working with their customers to solve 

financial hardship issues. The technique you described is a good option for customers who do not 

have large debts, and are assured to receive a URG — but it may not be appropriate for customers 

with complex hardship issues and larger debts. There’s no one-size-fits-all approach, but EWOV 

encourages all energy and water companies to engage with their customers early and to use a variety of 

individually tailored methods to assist with their payment difficulties. This can include flexible payment plans, 

energy and water efficiency advice, referrals to community organisations such as financial counsellors, and 

help with government assistance such as concession and URGS.

https://www.ewov.com.au/files/fact-sheet-03-estimated-bills-and-meter-access_1.pdf
https://www.ewov.com.au/files/fact-sheet-04-backbilling_1.pdf
https://www.ewov.com.au/files/position-statement-1-meter-access-and-estimated-billing_0.pdf
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EWOV Christmas holiday hours
Closed: Monday 26 December 2016 to Tuesday 3 January 2017

Reopening: Tuesday 3 January 2017

While EWOV’s office is closed, customers can lodge complaints online 

or leave a voicemail, and we will respond when our office reopens. 

EWOV staff will be monitoring the messages daily, and will contact 

customers as soon as possible if their energy has been disconnected or 

their water has been restricted.

EWOV

community

ROADSHOW

https://www.ewov.com.au/complaints/online-complaint-form
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Company hardship program contacts

Company Program name /Department Phone

Energy companies

AGL Staying Connected 1300-659-925

Alinta Energy NA 13-37-02

Click Energy NA 1800-775-929

Diamond Energy NA 1300-838-009

Dodo Power and Gas NA 1300-374-757

EnergyAustralia Energy Assist Program 1800-558-643

Momentum Energy Keeping Momentum 1300-415-375

Origin Energy Power on Program 13-24-61

Powerdirect Staying Connected 1300-559-432

Red Energy Customer Care Team 1800-723-749

Simply Energy Bill Assist 1800-094-121

Lumo Energy Hardship Department 1800-989-321

Water companies

Barwon Water Arrange and Save 1300-656-007

Central Highlands Water NA (03)-5320-3111 or 1800-444-553

City West Water NA 131 691

Coliban Water NA 1300-363-200

East Gippsland Water NA 1300-720-700

Gippsland Water NA 1800-050-500

Goulburn Valley Water NA 1300-360-007

Goulburn Murray Rural Water NA (03)-5833-5531 or 1800-013-357

Grampians Wimmera Mallee Water NA 1300-659-961

Lower Murray Water NA (03)-5051-3400

North East Water NA 1300-361-633

South East Water NA 131-851

South Gippsland Water NA 1300-851-636

Wannon Water NA 1300-926-666

Western Water NA 1800-093-558

Westernport Water NA (03)-5956-4144 or 1300-720-711

Yarra Valley Water Customer Support 131-721
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