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A welcome from the CEO

It's great to have you on board with Australian Power & Gas. We appreciate you choosing to be a part of our
modern and proudly Australian energy company. We're now your new energy retailer and we'’re here to help
whenever you have a question or need some advice about your energy or your plan with us.

We understand that with all that goes on in your busy lives, thinking about your energy accounts is probably
not at the top of your list. Did you know you can start making payments on your account at any time, though?
You don’t need to wait for us to send you your first account. If you think making a few payments upfront and
getting ahead of the game will help you manage your budget, just call our friendly customer service team and
ask for your Account Number and biller reference codes.

So, again, thanks for choosing an Australian company that is committed to customer service and to
providing simply smarter energy solutions for your home. We are genuinely committed to building a better
company for you, one that is fast, fair and easy to deal with. This Customer Charter gives you some further
information about what you can expect from us as one of our customers.

If you ever have any feedback to help us improve, you can email me personally on
ceo@australianpowerandgas.com.au or call our dedicated customer service team on 133 298 anytime from

8am to 7pm on weekdays or from 9am to 4pm on Saturdays.

We hope you enjoy being a customer of Australian Power & Gas for many years to come.

James Myatt
Chief Executive Officer
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Australia’s competitive energy industry

In most Australian states, you can now choose your energy retailer in much the same way as you choose your
telephone company. By choosing Australian Power & Gas, you're choosing simply smarter energy solutions and a
commitment to customer service. The way you receive your gas and electricity will not change. You will simply start
receiving your energy accounts from us.

You can make a difference to Global Warming

We all need to do our part to help preserve our environment. Choosing renewable energy is just one way to make
a difference and Australian Power & Gas offers GreenPower accredited greentricity plans, with 10%, 50% or 100%
of the energy we purchase on your behalf from renewable sources.

There are lots of simple ways to reduce your energy consumption, which in turn helps you to save money

and helps to save the environment. For more information, visit www.australianpowerandgas.com.au or
www.greenpower.gov.au
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Products to help you save money

We now stock a great range of energy saving products to help you save on your next electricity account. For more
information on what products we currently have available visit www.australianpowerandgas.com.au/energysavers
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What to do if there’s a power or gas failure

Power failures
Power failures are rare, but they do occur from time to time, so here are a few tips to help you be prepared.

* Keep atorch handy, especially a rechargeable model which automatically switches on when
the power is cut. It's best not to use candles as they can be a fire hazard.

* Check to see if your neighbours’ lights are still on. If they are, the problem could be with your
switchboard or fuse box. You can call an electrician to check your fuses and circuit breakers or
you may feel comfortable to check them yourself.

* |f the power’s out at other houses in the street, report it by calling the faults and emergencies
number on your electricity account. To help you find the number when you need it, leave it
somewhere handy such as on the fridge or near the phone.

* Try not to open the fridge and freezer doors too often so your food doesn’t spail.

* Unplug your computer, TV and any other sensitive electronic equipment to avoid possible
damage.

* |eave a light switched on, so you'll know when the power is back.

» Consider installing emergency lighting that automatically switches on when the power fails.

Gas leaks
If you smell gas, make sure to do the following.
* Don't light any matches or use any device that could produce a spark, including all electrical
and light switches, appliances and mobile phones.
* Turn off all gas appliances (ensuring the pilot lights are extinguished) and open windows and
doors to allow fresh air in.
* Never attempt to relight a gas appliance if you can still smell gas.
* If you can still smell gas, turn off the main gas supply tap at the gas meter and call the faults
and emergencies number located on your gas account.

Gas supply failure
If the gas supply to your house fails, please follow these steps.
* Turn off all gas appliances.
» (Call the faults and emergencies number found on your gas account.

Our guaranteed service levels

Customer service is one of our highest priorities, so we've set out some minimum service standards that we're
committed to achieving on your behalf. If you feel that we’ve not met these standards, please call us on 133 298 or
send an email to feedback@australianpowerandgas.com.au

Telephone numbers for faults and emergencies

We'll always include a phone number on your energy account that operates 24 hours a day and costs no more
than a local call, for you to contact your local distributor with information about faults, difficulties and emergencies
relating to your energy supply.

Customer service enquiries
If you have an enquiry about your account, our services or any other matter, you can call us on 133 298 for no
more than the cost of a local call, anytime from 8am to 7pm on weekdays or from 9am to 4pm on Saturdays.

Complaints handling
We have a procedure outlining how we will respond to your enquiries and complaints. This is set out in the ‘What
to do if you're not satisfied’ section on the next page.

Notice of planned disruptions
If there’s going to be a disruption to your energy supply for planned maintenance, inspection or testing to the
distribution system, we'll give you as much notice as we can, depending on how much notice the distributor gives us.
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What to do if you're not satisfied

We're committed to responding quickly and accurately to your enquiries and complaints, so here’s how you can
help us to give you the best possible service.

1. You should make us aware of any issues by calling our customer service team on 133 298, anytime from
8am to 7pm on weekdays or from 9am to 4pm on Saturdays. You can also contact us via:
Email: complaints@australianpowerandgas.com.au;
Fax:  (02) 8908 2701; or
Mail:  Australian Power & Gas
Complaints & Feedback
Locked Bag 5004
Royal Exchange NSW 1225

2. When you contact us by phone, we'll try to resolve your complaint upfront. Otherwise, we’ll contact you
within two business days of receipt of your complaint, advising how we intend to resolve your complaint
as soon as possible or within 10 business days.

3. When we respond to your complaint, we ask you to provide us with any feedback in relation to your
satisfaction within 10 business days. If we don’t hear back from you in this time, we’ll assume your
complaint was resolved satisfactorily.

4. If, however, you remain dissatisfied with our response to your complaint, you may wish to escalate your
complaint in one of the following ways. Be sure you have a record of steps 1 to 3 as this is the first
question you will be asked.

Contact our CEQ via:
Email: ceo@australianpowerandgas.com.au; or
Mail:  Chief Executive Officer

Australian Power & Gas

Urgent Complaint

Locked Bag 5004

Royal Exchange NSW 1225

Contact the Energy and Water Ombudsman (NSW) (EWON) via:
Phone: 1800 246 545;
Fax: 1800 812 291;
Email: omb@ewon.com.au;
Free Post:  Reply Paid K1343
Haymarket NSW 1239; or
Web: WWwW.ewon.com.au
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Energy Support Program and government assistance

We've developed an Energy Support Program to help customers who are experiencing genuine hardship
overcome their difficulties, while minimising the chance of their energy supply being lost.

We understand that each customer’s situation is unique, which is why we talk to customers to find a plan to suit
their specific circumstances. Individual assistance plans could include:

* tailored payment plans to reduce debt and make future accounts more manageable;

* energy efficiency advice;

* information on Government assistance programs;

* information on other support services and financial counselling;

* incentive payments; and

* home efficiency audits

Call us on freecall number 1800 007 225 if paying your energy accounts is proving difficult or to find out more
about our Energy Support Program. We have a dedicated specialist who can talk to you to find the mix of solutions
to help you manage your situation. The earlier you call us, the better, and preferably before the due date.

The New South Wales Government provides a number of energy concession programs including:
e energy blackout;
* energy rebate;
* life support;
* energy accounts payment assistance (EAPA);
* medical energy rebate; and
* electricity rebate

Further information about these schemes is available from the NSW Industry & Investment.
Phone: Concessions information line 1300 729 867
Mail: GPO Box 3889
Sydney NSW 2000
Web: www.industry.nsw.gov.au/energy/customers/rebates
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Interpreter services

If you would like to talk to us in your own language, please call the Telephone Interpreter Service on 131 450 and
they will contact us for you.

Large print Customer Charter

If you require this document to be provided in large print, please contact our
customer service team on 133 298 and we will post a copy to you.

Contact details

We value your feedback as it enables us to continue to improve our business, as well as the service we give our
customers.

New Customer Hotline
Phone: 1800 220 272 (Freecall from landlines. Available from 8am to 7pm on weekdays.)

For all account and customer service enquiries
Phone: 133 298 (Available from 8am to 7pm on weekdays and from 9am to 4pm on Saturdays.)
Email:  enquiries@australianpowerandgas.com.au
Mail: Australian Power & Gas
Locked Bag 5004
Royal Exchange NSW 1225
Web: www.australianpowerandgas.com.au

Customer complaints
Phone: 133 298 (Available from 8am to 7pm on weekdays and from 9am to 4pm on Saturdays.)
Email:  complaints@australianpowerandgas.com.au
Mail: Australian Power & Gas
Locked Bag 5004
Royal Exchange NSW 1225
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