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EWOV opened in May 1996. By 31 October 2013, we had assisted over 447,750 energy
and water cases, most of them residential.
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Message from
the Ombudsman
New resources for non-English speaking consumers
Over the past year, especially during our Community Roadshow,
community workers asked us about resources for non-English
speaking energy and water consumers. With accessibility a big
focus for EWOV, and conscious of the changing demographics
of the Victorian community, we've now taken steps to make our
resources more accessible to more consumers. As you'll read
on pages 4 and 5, our popular basic fact sheet, Helping you
with energy and water, is now available in 29 languages and our
online customer videos can be played with closed captioning in
some 72 languages. We believe these new resources will help
non-English speaking consumers better understand their rights
and responsibilities when it comes to their energy and water
services and will give them the tools to manage their own
complaints directly and more easily. We'd appreciate your
assistance in spreading the word about them.
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Customer survey results

82% of those
surveyed told
us that they
felt that their
complaint
was handled
fairly.

Did this copy of EWOV Connect come
second-hand?
You can sign up for your own copy by
contacting Kathryn Graham, Research and
Communications Administration Support
Oﬃcer on (03) 8672 4277 or at:
kathryn.graham@ewov.com.au
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On pages 6 and 7, we provide a summary of the results of our
most recent customer satisfaction survey. This independent
online survey is conducted quarterly to give us feedback on how
well we're doing against EWOV's eight guiding principles—
independence, access, equity, quality, eﬀectiveness, eﬃciency,
community awareness and linkages. The results are very
pleasing, especially as 82% of those surveyed told us that they
felt that their complaint was handled fairly, with EWOV also
achieving an overall 81% Net Promoter Score.

2013 Annual Report
On pages 9, 10 and 11, you'll ﬁnd some statistics and case
studies from some parts of our 2013 Annual Report we think
you'll have a particular interest in – billing and credit issues. The
report was released on 21 November 2013 to excellent media
coverage. With 21% more cases and within that 22% more
complaints, the 2012-13 year certainly kept us busy.

Finally
As 2013 winds to a close, I'll take the opportunity to thank you
for your ongoing interest in 'things EWOV' and your support of
our community engagement
initiatives. The EWOV team
and I look forward to
assisting you with your
energy and water concerns
in 2014.

Cynthia Gebert
Energy and Water Ombudsman
(Victoria)
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Reaching more nonEnglish-speaking customers
Why we’ve done this

Our basic fact sheets now
available in 29 languages

Our Helping you with energy and water basic fact sheet (published in
August 2012) has received a great response from community agencies,
government departments and regulators. It was particularly wellreceived during our community roadshow visits. The messaging is
simple, yet broad and educational, providing eight steps that deal with
energy and water issues and an outline of EWOV’s services.
The anecdotal advice to us is that non-English-speaking customers can
ﬁnd it diﬃcult to access translation services. It's hoped that having
access to some basic information about energy and water issues in their
ﬁrst language will help these customers address their energy and water
issues more authoritatively and eﬀectively.

How we chose the languages
The 29 languages include those used for our multilingual information
sheet and eight emerging languages. In deciding on them, we checked
with the Translating and Interpreting Service (TIS); we did some
research into the top non-English languages spoken at home in Victoria,
the number of migrants to Australia by main language since 2006 and
the biggest increase in languages spoken at home between 2006 and
2011; we consulted with community organisations during the recent
Community Roadshows and we drew on our experience from the ‘Bring
Your Bills Days’.

How you can get these fact sheets
The Helping you with energy and water
fact sheet (English and other languages)
can be printed straight from our website.
Or you can order printed copies using the
publication request form also on our
website.
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Our online customer videos now have
closed captions in over 70 languages
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Closed captioning:
a how-to guide

Step 1 Press play (you must do this ﬁrst), then click on

the ‘captions’ button in the bottom right corner.
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Step 2

Click on the ‘translate captions’ button.

Step 3

Scroll down to ﬁnd your desired language.

Why we’ve done this
These customer videos are popular with visitors to the EWOV website.
They answer common customer questions and provide easy-to-understand information and advice on common energy and water issues and
customer (and company) rights and responsibilities. Closed captioning
will make these videos available to many more Victorians.

How we've done it
From the English captions and transcripts that are available with each
video, Google Translate automatically translates the videos into 72
languages, from Afrikaans to Yiddish.
We have included, on the website, instructions about how customers
can reach these translations.

The topics we have available through online video
 What is EWOV and what does it do?
 Resolving your own complaint
 Victorian smart meter rollout
 Energy and water eﬃciency
 Energy marketing and transfers
 Common water issues
 Disconnection and restriction
 High energy and water bills
 Financial hardship
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EWOV through
customer eyes
Our most recent independent survey shows
customer satisfaction with EWOV is high.
This survey helps us assess how well we're working against
EWOV's guiding principles: independence, access, equity,
quality, eﬀectiveness, eﬃciency, community awareness
and linkages.
From the reviewers: "The survey results have provided a
clear indication that the community is widely satisﬁed in
their dealings with EWOV … The positive impressions of
EWOV's service were consistent across the various
complaint types and across demographics … Real Time
Resolution appears to deliver particularly good outcomes."

Some of the key results
Overall – our net promoter score:
of respondents rated as advocates of EWOV
We say: A very good result on an important indicator that tells
us that people who use our service would recommend to family
and friends to contact EWOV if they have an energy or water
complaint.

About our eﬀectiveness and how we handled their
complaint:
overall rated their experience with EWOV as
good or excellent
 Assisted Referral 78%; Real Time Resolution 82%;
Investigation 60%
We say: We are particularly pleased that the survey results
highlight the eﬀectiveness of our Real Time Resolution process,
which we discussed in the last issue of EWOV Connect.

About community awareness of our scheme:




overall were aware of EWOV before their
complaint arose
Highest awareness at 84% was among those 75 years+
Lowest at 51% was among those under 35 years

We say: We recognise the need to continue to look for ways to
build awareness generally and among younger consumers in
particular. We would welcome your thoughts on innovative ways
to do this eﬀectively.

About how accessible EWOV is:
said that the process of contacting EWOV is
easy
 87% said the process of lodging a complaint or an
enquiry with us is easy
We say: Accessibility is very important for any organisation and
one of the Benchmarks by which EWOV and other external
dispute resolution schemes are judged. We work hard on
making EWOV accessible and would welcome any feedback you
may have to help us improve further.

About the quality of the service they received from us:
overall rated the manner of the staﬀ member
they dealt with as excellent or good
 And 86% rated the knowledge of the staﬀ member as
excellent or good
We say: These results reﬂect our focus on staﬀ training and
support, to enable our team members to respond appropriately
and eﬀectively in an environment where most people who
contact us are unhappy about something.

About the eﬃciency of our service:
overall rated the time taken for their call to be
answered as excellent or good
rated the time we took to email or send them
information as excellent or good
We say: These are good results on important performance
indicators.
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About our independence:
believe we can help them resolve their
complaint
 But only 58% understand that we are independent -57% think we are a government-funded organisation
and 59% think we are an industry regulator/watchdog
We say: It's clear we still have some work to do to help people
understand that EWOV is a completely independent body.

About our website:




overall had visited our website in the last three
months
81% of them said it was useful
85% said it was easy to understand

We say: We launched our new website in April 2012, with the
aim of greater customer engagement, building customer
knowledge through educational videos and improved
information. It's good to see we're meeting these aims.

How the survey was conducted
4,336 email invitations were sent to customers
who had contacted EWOV between June 2013
and the end of August 2013. The ﬁnal number of
completed responses was 1,146. This represents a
response rate of 26%, well above the industry average of
around 16% for surveys using customer databases. We
also conduct an annual telephone survey.
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About the respondents:
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residential, 3% business, 1% not-for-proﬁt

male, 49% female

metro Melbourne, 36% regional Victoria

concession card holder, 73% no or preferred
not to say

home owners, 20% renters, 5% preferred not
to say

complained to us directly; 3% complained on
behalf of a friend or relative

under 35 years, 39% 35 – 54 years, 39% 55 –
74 years, 9% 75 years+
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Updates
on the energy front
Excess Energy Concession started on 1
December 2013
Concession households with annual electricity bills of
more than $2,763, or $1,462 for gas (between 1 May and
31 October) now need to apply for the Excess Energy
Concession to continue to receive the 17.5% concession
on electricity consumed above this amount. Recipients of
the Life Support Concession and/or the Medical Cooling
Concession are exempt from the need to apply for the
Excess Energy Concession.
You can read more in this new Victorian Department of
Human Services (DHS) ‘Victorian concessions’ brochure by
visiting its website.

Opting out of door-to-door energy marketing
It seems that door-to-door energy marketing may be
losing its appeal with energy retailers. In recent months,
AGL, EnergyAustralia and Origin Energy have all withdrawn
from door-to-door selling activities.
Household consumers can also take action to opt out of,
or at least minimise, door-to-door and/or telephone
marketing by:
• Registering their Victorian property on the Do Not
Knock Register
• Requesting a Do Not Knock sticker for their property
through this page on the Australian Competition and
Consumer Commission (ACCC)’s website
• Registering their phone number/s on the Do Not Call
register: online, by phone 1300 792 958, or by post.

New Energy Info
Hub
In the Winter
2013 issue of
EWOV Connect, we
mentioned that the
Victorian Government
had decided to
support community organisations in the development and
delivery of energy education for low-income or
disadvantaged consumers, through an Energy Information
Fund. The Consumer Utilities Advocacy Centre (CUAC) is
responsible for supporting the fund by developing a
network of community organisations, building a website
and resource hub, developing some basic materials, and
helping implementation through advice, promotion and
assistance for applicants. The Energy Info Hub website is
now up, and it’s a 'hub for energy information, tools and
funding to help Victorian community organisations
support their clients and communities', it's another useful
resource for you.
You can follow the Energy Info Hub on Facebook and
Twitter for updates and the most recent news:
• Facebook
• Twitter: @EnergyInfoHub
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Highlights from our
2013 Annual Report
released 21 November 2013

Three main drivers of the increase in
complaints
Increasing customer awareness of energy and water
issues—especially when those issues related to rising
costs, aﬀordability, payment diﬃculties and threatened or actual energy disconnection or water restriction.
Ongoing systemic problems with company billing
systems—which led to EWOV receiving more
complaints about billing errors and billing delays, in
particular.
Billing-related solar issues that continued to emerge
as more customers installed solar power.

More cases and more complaints
In 2012-13, customers lodged 77,149 cases with
EWOV—21% more cases than in 2011-12. 74,566 cases
were complaints up 22% from 2011-12 (and 106% more
than ﬁve years ago). 2,583 cases were enquiries, down 8%
from 2011-12.

Cases by shire and council area
In 2012-13, the parts of Victoria with the highest rates of
EWOV residential cases (energy and water combined) per
1,000 of population were City of Banyule, Baw Baw Shire,
Hepburn Shire, East Gippsland Shire and Mount Alexander
Shire.

Highest rates of
EWOV residential
cases... City of
Banyule, Baw Baw
Shire, Hepburn Shire,
East Gippsland Shire
and Mount Alexander
Shire.
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Billing was the most common issue
Billing issues accounted for 53% of all the
issues customers raised with EWOV in 2012-13,
with 26% more customers raising it as their
main issue than in 2011-12.
High bills was the most common billing issue, with 54%
more customers raising it as their main billing issue than in
2011-12.
The main drivers of high bill complaints were energy and
water price increases, and energy companies not being
able to explain to their customers the reasons for high
bills. Many customers found they needed EWOV's
assistance to get answers to their concerns. A story we
heard all too often from customers was that their high bill
concern was largely dismissed when they rang the
company—they were told the bill was correct and it had to
be paid (often in a lump sum).
Other signiﬁcant billing issues included billing delays (see
page 12 for our 'delayed billing hot topic'), billing errors,
backbills and electricity tariﬀs. Almost 65% of the billing
delay cases we received were the result of one energy
retailer's billing system issues. We worked closely with that
retailer during the year to manage the complaints EWOV
received about this problem and to ensure that
aﬀected customers were billed correctly.

Credit was the second
most common issue

ng
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Credit is about the capacity of
customers to pay their bills
and stay on supply. It made up 16% of
all issues raised with us, with 19% more
customers raising it as their main issue
than in 2011-12.
Credit issues are often closely linked with billing
issues. A complaint about an unaﬀordable bill is
often how customer hardship presents itself to
EWOV. When the customer questions the bill—in
the hope that it’s been calculated incorrectly—they
often reveal the aﬀordability problems and ﬁnancial
hardship that are the source of the issue.
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Energy disconnection and, to a lesser extent, water
restriction topped the credit issues list. 12% more
customers raised disconnection/restriction as their main
issue than in 2011-12, most of them energy customers.
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It was followed by debt collection (raised as a main issue by
25% more customers than in 2011-12) and payment
diﬃculties (raised as a main issue by 29% more customers
than in 2011-12).
We believe there's an evident correlation between the
notable 19% increase in EWOV's credit-related cases and
the rising cost of energy and water in Victoria. The
aﬀordability of essential services is a growing and
increasingly concerning challenge for industry, government
and the community sector. As we say in our report, we’ll
continue to be willing participants in high level forums and
roundtable discussions to work towards practical solutions.

From the complaints we resolved
• 5,446 apologies were provided to customers.
• 3,037 payment plans were negotiated.
• $5,008,035 was achieved in redress for customers:
o $1,670,321 in billing adjustments
o $2,556,002 in recognition of customer service
issues
o $530,926 in debt reductions/waivers
Cr
o $51,082 in waived fees
12 ed
,2 it
45
o $199,704 in guaranteed service
level payments.

The main
issues customers
raised with us
2012/13

Provision 5,687

Transfer
11,335

General Enquiry 2,130
Marketing 1,884
Supply 1,573
Customer Service 730
Land 638
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Case Studies
1. CASE STUDY: Debt collection activity even
though customer was in ﬁnancial hardship
The customer’s complaint was about the debt collection
action taken by her gas retailer. She said her purse had
been stolen earlier in the year and, with it,
correspondence from the retailer including barcodes for
making her payments under an agreed payment plan. The
customer contacted the retailer
asking for the information to be
sent to her again, so she could
continue making the payments.
She said she didn’t receive it.
Instead, she was contacted by the
retailer’s debt collectors and told that
her agreed payment plan must
increase. She sought our assistance
because she was under ﬁnancial
stress and couldn’t aﬀord to pay
more than $10 a week. We worked
with the retailer to consider payment
options in line with the customer’s
capacity to pay and to assess her for its ﬁnancial hardship
program. She had, by that time, closed her gas account
leaving a debt of $222. The retailer accepted the
customer’s oﬀer to pay this oﬀ at $10 a fortnight.
2012/33736

We converted this information to graphs and tables and
sent it to the customer. She asked for more detailed data
(half hour interval meter readings) so she could check
whether her oﬀ-peak usage was recording correctly. This
was provided, but she remained concerned that it didn’t
match her usage. She was also dissatisﬁed that her retailer
didn’t automatically provide full interval read data to
customers. We arranged for EWOV’s independent
electrician to make a site visit. From estimates the
customer gave him about her daily use of
each appliance, we produced a table
showing how much electricity she
estimated she was using per appliance,
compared with the billed usage. Based
on her estimates, she was using 12.66
kWh on average per day in summer and
14.58 kWh per day in winter. Half of this
was estimated to be oﬀ-peak. We
showed that her estimations
matched the usage on her bill. On
this basis, the customer accepted
that the billing was accurate. We
advised her that, although she wasn’t
currently eligible for the company’s online
Smart Meter portal, she could purchase an
in-home display to monitor her electricity
consumption in real-time. She agreed to pay her
outstanding bill and the complaint was closed.
2012/35472

... her purse had
been stolen
earlier in the year
and, with it,
correspondence
from the retailer.

2. CASE STUDY: EWOV investigation conﬁrms
billing as accurate
The customer complained of high bills after a Smart Meter
was installed in late January 2010. She understood the
peak and oﬀ-peak timings, but didn’t believe the bill
reﬂected her usage. The electricity retailer advised us that
the customer’s bills were based on actual meter readings
and reﬂected her historical usage. It provided information
to conﬁrm the meter readings. We calculated the
customer’s average historical usage at between 11 and 12
kWh per day and, on this basis, concluded the billing was
accurate.
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Backbilling: our
latest 'hot topic'
Backbilling Factsheet
In 2012-13, we received 46% more cases about backbills
than we did in 2011-12. 5,169 customers raised backbill as
their main issue. Given this trend, we thought a reminder
about the reasons for backbills and the rules that apply to
them may be helpful.

Why a client may receive an energy or water
backbill
• The company may have had some problems with its
billing process and not been able to send them a bill for
some time.
• Their last bill, or last few bills, may have been estimated
when the meter was read, and the estimate was found
to be less than what they used.
• There was an error in a previous bill.
• Their company may not have been able to reach the
meter to read it.
• Their last bill may have been based on an incorrect
meter reading.
• There may have been a problem
with the meter reading
process.

The basic backbilling rules
Energy: If the energy retailer was at fault, the backbilling is
capped at nine months, even if that means some of the
customer's usage isn’t billed. If it wasn't the company’s
fault—say, it couldn’t get to the meter to read it—the
backbilling can be for up to 12 months. In either case, the
customer must be given equal time to pay—so, if the
backbill is for 6 months, they must get 6 months to pay it.
It’s important to understand when these restrictions on
backbilling don’t apply—for example, if the customer
doesn't give the access to the meter so it can be read. The
billing section of the Energy Retail Code (speciﬁcally
section 6.2 Undercharging) has more information.
Water: Except in the case of illegal use, water companies
are limited to backbilling for up to 12 months—it doesn’t
matter who was at fault. Again, the customer must be
oﬀered equal time to pay. The Customer Service Code Urban Water Businesses (speciﬁcally section 4.8 Adjustment of bills) has more information.

If it wasn't the
company’s fault say, it couldn’t get
to the meter to read
it - the backbilling
can be for up to 12
months.
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Quarterly issues watch
The ups and downs of Marketing, Transfer, Smart Meter, Solar

Marketing and Transfer trends
July to September 2013 compared with April to June 2013
(full report on our website)
Marketing cases were down 3% overall, but there was a 5% increase in
door-to-door marketing cases. Issues about misleading marketing were
up 19%. This was largely due to more cases about two energy retailers.
Generally the customers contacting us about this issue said they'd
entered a contract because the door-to-door sales representative
assured them their bills would be cheaper. They later found out this
wasn't the case—the main reason being the application to their bill of a
lower discount or a higher tariﬀ rate than they thought they were
oﬀered by the sales representative; other customers complained of a
$50 rebate promised at the time of marketing not being applied to
their ﬁrst bill. We also received complaints about sales representatives'
conduct at shopping centre kiosks.
Transfer cases were up 13%. There was a 41% increase in transfer
billing issues, a 26% increase in transfer delay issues and a 14%
increase in transfer contract terms issues.

Smart Meter and Solar
trends
July to September 2013 compared
with April to June 2013 (full report
on our website)
Smart Meter cases were up 3%. Billing was the
top issue, most commonly high bills or the
installation of a Smart Meter.
Solar cases were down 18%. Common issues in
the complaints we investigated were bills not
showing the Feed-in Tariﬀ (FiT), showing the
wrong FiT or the FiT being charged instead of
credited. Some customers received no bills for
several billing cycles, meaning they couldn't
work out whether solar credits had been
applied and/or if the solar process was
completed correctly.

A reminder...
That you can follow EWOV on
Twitter.
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Spreading the EWOV
word
At Bring Your Bills Days
We've recently attended a number of Bring Your Bills Days
and other community events to assist vulnerable energy
and water consumers, covering quite some ground across
Greater Melbourne and regional Victoria, from Rosebud to
Preston to Geelong to Northcote and Frankston.

To ﬁnancial counselling students
In mid-October 2013, we presented to a group of 20
ﬁnancial counselling students from Victoria University. We
had an active group discussion around the main parts of
the Energy Retail Code, and billing, credit, ﬁnancial
hardship and credit default-listing issues. Our presentation
was well received and the students had lots of questions
for us.

At the Koori Connect Service Expo and
Activity Day
In late September 2013, we took part in the Koori Connect
Service Expo and Activity Day in Dandenong. The day was
colourful, busy and jam-packed with locals seeking
information about energy and water and other services,
and organisations oﬀering all types of services and
information (from helping with legal matters to junior AFL
Auskick footy sign-ups).

To new Indigenous community workers
On 31 October 2013, we presented a training seminar to a group of new Indigenous community workers, who are being
trained through Kildonan as part of the Koorie Energy Eﬃciency Project (KEEP). KEEP was developed with the aim of
identifying and responding to 'energy-related' disadvantage and hardship experienced by Aboriginal Victorians. The
session focused on how to lodge a complaint with EWOV, our case handling process, how to act on behalf of a client and
basic energy and water matters—particularly ﬁnancial hardship, disconnections and energy marketing. We also shared
our information materials. Feedback about the usefulness of the seminar was excellent.
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