
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 (Sydney time).

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

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 

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 a torch 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. 
	 •	 If 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 spoil. 
	 •	 Unplug your computer, TV and any other sensitive electronic equipment to avoid possible  
		  damage.
	 •	 Leave 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. 

®
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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 
(Sydney time).

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 below.

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.

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 (Sydney time). 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. 
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	 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 CEO 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 Ombudsman (Queensland) (EOQ) via:
		  Phone:	1800 662 837; 
		  Fax: 	 07 3227 7068; 
		  Email: 	info@eoq.com.au; 
		  Mail: 	 Energy Ombudsman (Queensland)
				    PO Box 3640
	 	 	 	 South Brisbane QLD 4101; or 
		  Web: 	 www.eoq.com.au

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 Queensland Government provides a number of energy concession programs including:
	 • Electricity Rebate
	 • Reticulated Natural Gas Rebate
	 • Home Energy Emergency Assistance (HEEA) Scheme
	 • Life Support Concession Scheme

Further information about these schemes is available from the Queensland Government Department of 
Communities.
Phone:	 Concessions information line 13 13 04
Mail: 		 Queensland Government Department of Communities
		  GPO Box 806
	 	 Brisbane QLD 4001
Web: 		 www.communities.qld.gov.au/community/concessions
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Customer Charter – your rights and obligations

In addition to your other rights set out in this document and in your Energy Contract, you have certain rights and 
obligations under Queensland’s Electricity Industry Code (Electricity Industry Code), Electricity Act 1994 (Electricity 
Act) and Electricity Regulation 2006 (Electricity Regulations). This Customer Charter sets out a summary of those 
rights and obligations.

This Customer Charter applies to you if you are a “small customer” of ours in Queensland. “Small customers” are 
those customers with an annual consumption of electricity equal to or less than 100MWh. Most households will fall 
into this category.

Your Energy Contract
As a “small customer” you will enter into a negotiated retail contract with us (Energy Contract) before we will start 
to supply you with energy. The terms and conditions of your Energy Contract will be consistent with the Electricity 
Act and the Electricity Industry Code.

If, for some reason, we have supplied you with energy and you have not entered into an Energy Contract with us, 
you will be considered to have entered into a Standard Retail Contract with us. The Standard Retail Contract is set 
out in Annexure B of the Electricity Industry Code.

Our obligations as a financial responsible entity
A financially responsible entity is the electricity retail entity that is responsible for paying the energy regulator, 
AEMO, for energy consumed at your premises. The financially responsible entity is obliged to provide electricity to 
your premises on the terms of the Standard Retail Contract. We have an obligation to supply electricity to you if:

	 (a)	you have made an application to us for electricity and we are the financially responsible entity for your  
		  premises; and
	 (b)	you are not an excluded customer (as defined in the Electricity Industry Code).

If we refuse to supply you with electricity because we do not think we are obliged to, we will notify you of this 
decision within one month.

Application for services
If you wish to purchase electricity from us under an Energy Contract we may first require you to:

	 (a)	provide us with certain information (including, amongst other things, identification, credit history and  
		  contact details);
	 (b)	pay any relevant fees, charges, or any outstanding debts owing to us in relation to a previous premises;
	 (c)	enter into a payment arrangement; or
	 (d) provide us with a security deposit in accordance with the terms of your Energy Contract.

As soon as we have received your application for the provision of electricity or a request for connection we will 
send your details to the energy distributor to update their details or to arrange for connection of your premises.

Cooling off period
You have the right to cancel your Energy Contract within 10 business days after the date you signed it and 
received a written disclosure statement from us – this is called a ‘cooling off period’.

Your obligation to pay for electricity that we provide to you under your Energy Contract becomes binding at the 
end of the cooling off period.

Cancelling of retail contracts
You may cancel your Energy Contract by giving us at least 20 business days written notice in accordance with your 
Energy Contract if you are remaining in your premises. If you are vacating your premises, the period of advance 
written notice must be at least the required notice period set out in the Electricity Industry Code (between 5 and 10 
business days depending on the location of your premises).
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If you are vacating your premises and no longer wish to receive electricity from us, we will read your electricity 
meter and send a final account to you at your forwarding address.

If you are vacating your premises and wish to cancel your Energy Contract but do not give us safe access to your 
premises for a final meter reading, your Energy Contract will not end until the earlier of:

	 (a)	the notice period, beginning on the date of safe access;
	 (b)	when we read your meter;
	 (c)	when electricity supplied to your premises is supplied under an Energy Contract with a different  
		  customer; or
	 (d)	where a different electricity retailer has become the financially responsible entity for your premises. 

If you have a fixed term Energy Contract we may impose an early cancellation fee if this is disclosed in your 
Energy Contract and is allowed by law at that time. If you breach your Energy Contract, we will not cancel that 
contract until the earliest of the following:

	 (a)	your premises have been disconnected in accordance with your Energy Contract and you no longer  
		  have a right to be reconnected under the Electricity Industry Code;
	 (b)	we have entered into a new retail contract with you in relation to your premises; or
	 (c)	another electricity retailer has become the financially responsible entity for your premises.

Expiry of your Energy Contract
Between 20 and 40 business days before your fixed term Energy Contract ends, we will advise you of:

	 (a)	the date that your Energy Contract expires;
	 (b)	the terms and conditions that will apply if you do not elect to enter into a new Energy Contract with us or  
		  another electricity retailer;
	 (c)	other options to purchase electricity available to you; and
	 (d) your right to purchase energy from whom you wish.

Customer communications
We have procedures in place dealing with customer complaints and enquiries. We will handle any complaints 
made by you in accordance with the Australian Standard AS ISO 10002-2006.

When we respond to a complaint made by you, we will inform you that you have a right to raise your complaint to a 
higher level within our management structure and, if you have done so and are still not satisfied with our response, 
that you can refer your complaint to the Energy Ombudsman. If requested, we will provide you with details of
the Energy Ombudsman in writing.

Billing – your Energy Account
We will issue you with an Energy Account on at least a quarterly basis. Your Energy Account will contain 
reasonable information on network charges, retail charges and other charges relating to our sale of energy.

In accordance with the Community Ambulance Cover Act 2003, any payment received by us for your electricity 
account will first be applied in payment of the Community Ambulance Contribution levy.

If we provide you with both gas and electricity, and you do not pay us the full amount owing in accordance with 
your Energy Account, we will apply your payment either as directed by you or in proportion to the relative value 
of the gas and electricity consumed. Where we provide you with goods and services other than electricity, we will 
include these charges in your Energy Account as separate items.

We will base your Energy Account on data obtained from your electricity meter or any other method agreed 
between us. We are required to use our best endeavours to ensure that an actual reading is taken of your 
electricity at least once every 12 months but may do so more frequently. We will base your Energy Account on an 
estimated meter reading only if an actual meter is not obtained from your electricity meter. We will notify you if
your Energy Account is not based on an actual meter reading.
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If your Energy Account is based on an estimate, a subsequent Energy Account will include an adjustment to take 
into account any overcharging resulting from that estimate. You must pay for any resultant undercharging by 
paying in instalments over a period that will be no longer than the time period the actual meter reading was not 
available or a maximum of 12 months.

If you have denied us access to your meter and we have issued you with an estimated Energy Account and you 
have subsequently asked for an actual meter reading, we may pass through costs incurred by us in doing so. If 
there is no meter, we will base our Energy Account on the metering data calculated in accordance with notified 
prices or those set out in the Electricity Industry Code or metrology procedure.

If we undercharge you for the electricity consumed, we may recover the undercharged amount on the following 
terms:

	 (a)	if the undercharging resulted from our omission, the amount to be recovered will be limited to the  
		  amount undercharged in the 12 months prior to you being notified of the undercharging;
	 (b)	the amount to be recovered will be listed as a separate item in a special Energy Account;
	 (c)	we will not charge you interest on the undercharged amount; and
	 (d)	we will offer you time to pay the undercharged amount in agreed installments over a period nominated  
		  by you (not being longer than the period during which the undercharging occurred or a maximum of 12  
		  months).

If you have been overcharged we will inform you of this within 10 business days after we become aware of the 
overcharging and we will either credit that amount to your next account (unless requested otherwise) or, if you 
have ceased purchasing our electricity, we will use our best endeavours to pay that amount within 10 business 
days.

If you were overcharged other than as a result our act or omission, the amount you can recover will be limited to 
the amount overcharged in the 12 months prior to discovering the error. No interest will accrue on your credit or 
refund.

Tariffs – our charges for energy you consume
Your Energy Account will be based on the Australian Power & Gas rate applicable to your premises. If during a 
billing cycle you change from one tariff to another we will obtain a meter reading at the time of the change and will 
calculate the amount of your Energy Account based on the old tariff type up to the date of the meter reading, and 
the new tariff type from and including the date of the meter reading.

If your tariff rate changes we will calculate your Energy Account on a pro rata basis. When you apply for a change 
in tariff and satisfy the conditions attached to the change, we will transfer you to the other tariff within 10 business 
days after you satisfy those conditions. If you change the use of your premises we may require you to transfer your
tariff (this may be done retrospectively).

Payment
Unless otherwise agreed, the due date on your Energy Account will not be less than 12 business days after the 
date we send your Energy Account.

If you have not paid your Energy Account within 12 business days, we will send you a reminder notice that your 
Energy Account is due and give you a further pay by date (not less than five business days after the reminder 
notice).

You may pay your account by mail, telephone, in person or by direct debit.

In addition to the charges for the electricity consumed, we may also impose other fees and charges under your 
Energy Contract. These are the fees and charges in your Energy Contract and must be fair and reasonable having 
regard to related costs incurred by us.



Welcome to Australian Power & Gas - simply smarter energy8

If we are charged by your energy distributor for non network charges incurred by you (eg disconnection fees, 
reconnection fees and meter test fees), we may bill you for these charges.

Payment difficulties
If you notify us that you are experiencing payment difficulties or if our internal processes indicate that you are 
experiencing payment difficulties we will:

	 (a)	offer you an instalment plan;
	 (b)	inform you that you may redirect your account to a third person with the third person’s written consent;
	 (c)	provide you with information on independent financial and counselling services;
	 (d)	advise you of concession rebates or grants; or
	 (e)	provide advice on how you may arrange an electricity audit on your premises.

Where you require information or a redirection of your Energy Account we will provide you with this information free 
of charge.

Paying by instalments
We will offer you at least the following payment options:

	 (a)	arrangements under which you may make payments in advance; and
	 (b)	an interest free instalment plan under which you will be given more time to pay an Energy Account or to  
		  pay in arrears.

We may require you to pay instalments in advance as an alternative to paying a security deposit. We do not need 
to offer you an instalment plan if in the previous 12 months you have had two instalment plans cancelled due to 
non payment, unless we are reasonably satisfied that you will comply with that instalment plan.

Review of your Energy Account
We will review your Energy Account when asked by you. We will inform you of the outcome of that review as soon 
as reasonably possible but, in any event, within 20 business days.

When reviewing your Energy Account we may require you to pay us:

	 (a)	an amount equal to the greater of
		  (i)	 the proportion of your Energy Account which is not subject to the review; and
		  (ii)	 the average of your Energy Accounts in the previous 12 months (excluding the disputed Energy  
			   Account); and
	 (b) any future Energy Accounts that are properly due.

You may ask us to check your electricity meter. You must pay for any charges levied by your energy distributor for 
the testing of your meter.

If, after conducting a review, we are satisfied that your Energy Account is correct, you must pay the amount 
outstanding. If we are satisfied that your Energy Account is incorrect, we will correct your Energy Account and 
will refund any fees paid (for example, for testing your meter). You may still be required to pay any portion of your 
Energy Account which is still outstanding. We will also advise you of the existence of complaint handling
processes under the Electricity Industry Code.

Shortened collection period
If we have given you three consecutive reminder notices or two consecutive disconnection warnings we may put 
you on a shortened collection period.

If we place you on a shortened collection period, you will not receive a reminder notice until you have paid three 
consecutive accounts by the due date. Once you have paid three consecutive accounts by the due date you will 
return to your normal collection period.
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We will notify you of our decision to shorten your collection period within 10 business days and will also inform you 
of the existence of our complaint handling procedures.

Security deposit
We may require you to provide a security deposit at the time you apply for our services or before we deliver our 
services to you. You must provide the security deposit within five business days after our request for you to do so.

The amount of the security deposit will not be greater than 1.5 times your estimated quarterly Energy Account (if 
you are on a quarterly billing cycle) or 2.5 times your estimated monthly Energy Account (if you on a monthly billing 
cycle).

We will not require you to provide a security deposit unless:

	 (a)	you have left a previous premises without paying an outstanding electricity account owing to us and you  
		  refuse to make arrangements to pay that debt (acceptable to both parties);
	 (b)	you have within the last two years fraudulently acquired or intentionally consumed electricity contrary to  
		  electricity legislation;
	 (c)	you are a new customer and you have refused or failed to provide acceptable identification;
	 (d)	you have not provided the credit history information required by us; or
	 (e)	we have formed a reasonable view that you have an unsatisfactory or no credit history.

We will repay your security deposit (plus any interest) within 10 days after you complete one year of on-time 
payments of your Energy Accounts to us, or if you no longer require our services.

We may use your security deposit (plus interest) to offset any amount owed by you to us as a result of you failing 
to pay any Energy Account which results in disconnection of your premises or in relation to a final account. We will 
notify you of any use of your security deposit and will pay any balance to you within 10 business days after that 
use.

Disconnection: failure to pay
If you have not paid your Energy Account and you have not accepted our offer of an instalment plan or other 
payment option or have not adhered to your obligations under an agreed instalment plan or payment option, we 
may disconnect the electricity from your premises. However, before we disconnect your electricity:

	 (a)	we will attempt to contact you and give you information about government funded concessions, rebates  
		  or grants (if you are unable to pay an Energy Account because of a lack of sufficient income) and  
		  will offer you alternative payment options (but we will not offer you an instalment plan where you have  
		  had two instalment plans cancelled in the previous 12 months due to non payment); and
	 (b)	we will give you a reminder notice and, following this, a written disconnection warning that we intend to  
		  disconnect your electricity within no earlier than five business days; and
	 (c)	you must not have paid the debt within the period specified in the disconnection warning.

If we supply you with both gas and electricity under your Energy Contract and you have failed to comply with the 
request for payment set out above we may disconnect your electricity. However, we can only do this 15 business 
days after we disconnect your gas.

Disconnection: failure to allow meter readings
We may arrange for disconnection of your electricity supply if you fail to allow us to conduct three consecutive 
scheduled meter readings. However, we will not do so unless:

	 (a)	we have given you an opportunity to make reasonable alternative access arrangements acceptable to 	
		  us;
	 (b)	each time access has been denied we have given you written notice requesting access and advises you  
		  of our right to disconnection for non access;
	 (c)	we have used our best endeavours to contact you on this issue; and
	 (d)	we have given you a written disconnection warning with five business days notice of our intention to  
		  arrange for disconnection.
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Disconnection: illegal or fraudulent use
We may arrange disconnection of the electricity supplied to your premises if you have fraudulently acquired or 
intentionally consumed electricity contrary to any electricity legislation.

Disconnection: security deposit
We may arrange disconnection of the electricity supplied to your premises if you fail to give us a security 
deposit (if applicable). We will give you at least five business days written notice after our intention to arrange for 
disconnection.

Disconnection: lack of identification
We may arrange disconnection of the electricity supplied to your premises if you fail to provide acceptable 
identification. Again, we will not exercise this right unless we have given you written notice and we have given you 
a written disconnection warning with five business days notice after our intention to arrange for disconnection.

Reconnection
If we have arranged for the disconnection of your electricity supply and you have, within 10 business days after the 
disconnection:

	 (a)	rectified the matter that lead to the disconnection;
	 (b)	made a request for reconnection; and
	 (c)	paid the charge levied by your energy distributor, we will initiate a request for reconnection.

Special needs
If you provide us with confirmation from a registered medical practitioner or hospital that a person living at your 
premises requires life support equipment, we will:

	 (a)	register your premises as a life support equipment premises and give your energy distributor information  
		  about your premises;
	 (b)	not arrange for the disconnection of your premises while the person continues to live at your premises  
		  and requires the use of life support equipment; and
	 (c)	give you the emergency telephone contact number for your energy distributor.

You must tell us when the person for whom life support equipment is required leaves the premises or no longer 
requires life support equipment.

Advice
We are happy to provide to you, on request and free of charge, advice:

	 (a)	on how you may reduce your electricity costs;
	 (b)	on how you may arrange for an electricity audit of your premises; and
	 (c)	on the typical running costs of major domestic appliances.

Force Majeure
Where, due to events beyond the control of either you or us (known as force majeure), either we or you would 
breach your Energy Contract, the obligations of either of us (other than the obligation to pay money) are 
suspended to the extent to which they are affected by the force majeure event for so long as the force majeure 
event continues. We will use our best endeavours to give you full notice of the particulars (including duration, the
obligations affected and the steps taken to remove the effects of the force majeure) of the force majeure. If the 
force majeure event is widespread, we may do this by way of 24 hours telephone service which will be established 
within 30 minutes of us being advised of the force majeure event.

Marketing
Except by prior appointment our sales team will only visit you from Monday to Friday between 9am and 6pm, or on 
Saturday between 9am and 5pm. No appointments available Sunday or Public Holidays.
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Our telephone marketers will only contact you from Monday to Friday between 9am and 8pm, or on Saturday 
between 9am and 5pm. No telephone marketing on Sunday or Public Holidays.

We may use third party marketers to contact you. Our marketers must advise you of the purpose of their visit 
as well as their name and company details. If you do not want our marketers to visit you they must immediately 
comply with that request and will not contact you again for 20 business days (unless advised otherwise by you) 
and will advise you of details of the dispute resolution service provided by the marketer or us.

Any marketer of ours that visits you must wear an identification card (containing photograph and name) and must 
provide you with our telephone number for enquiries, verifications and complaints and, if requested, our address 
for service.

If you intend to enter into an Energy Contract as a result of a visit from our marketers, the marketer must 
provide you with a written disclosure statement at the time you enter the Energy Contract or, if it is done over 
the telephone, within two business days of the Energy Contract being entered into. The contents of the written 
disclosure statement are set out in clause 7.6 of the Electricity Industry Code.

When dealing with your information, our marketers will comply with the Privacy Act 1988 (Cth) and any instrument 
issued by the Queensland Competition Authority (QCA) regarding privacy. Our marketers must inform you of their 
privacy obligations at your request.

Market information
For every Energy Contract we offer, we will provide a price fact sheet:

	 (a)	on our website,
	 (b)	combined with any written disclosure statement; or
	 (c)	to you on request.

Other provisions in your Energy Contract
Your Energy Contract will be governed by the laws of Queensland.

Your Energy Contract will not allow us to recover money from you for any breach of the Energy Contract or 
negligence in an amount greater than that which we may recover under the common law or statute. In addition any 
limitations on our liability in the Energy Contract will not be greater than that set out in the Standard Retail Contract.

Any statement in the Energy Contract which requires you to comply with requirements imposed by electricity 
legislation will also require us to comply with that electricity legislation.

Retailer of last resort
If under the National Rules, AEMO suspends us from trading or our retail authority is cancelled or suspended, 
this is known as a retailer of last resort event (ROLR Event). In such circumstances another retailer is deemed to 
supply you with electricity or gas (they are known as the retailer of last resort (ROLR)).

In such circumstances you are deemed to have entered into a Standard Retail Contract for the electricity or gas 
supplied with the ROLR. In addition, the ROLR may also charge you a one off fee (approved by the QCA) to 
compensate it for its costs in being the ROLR.

The ROLR contract is taken to end if you and the ROLR enter into a negotiated retail contract, another entity 
becomes financially responsible for your premises or the ROLR commences the provision of customer retail 
services under a retail contract to another customer at your premises.

After an ROLR Event you are not liable to pay us for services provided after the ROLR Event. Further, the Energy 
Contract entered into between you and us is taken to have ended on the happening of the ROLR Event.
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Summary of Terms Used

AEMO means Australian Energy Market Operator Ltd ABN 94 072 010 327.

Electricity Act means the Electricity Act 1994 (QLD).

Electricity Industry Code means the industry code of that name made under the Electricity Act.

Electricity Regulations means the Electricity Regulation 2006 (QLD).

Energy Account means the bill we provided to you for your energy consumed.

National Electricity Rules means the National Electricity Rules set out in the schedule to The National Electricity 
(South Australia) Act 1996 (SA) which applies as law of Queensland.

National Rules means National Electricity Rules.

ROLR Event means a retailer of last resort such as where AEMO suspends us from trading or our retail authority 
is cancelled or suspended.

ROLR means an energy retailer of last resort.






