
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

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. 
 
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. 

®
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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 get (or give us) 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 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. 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. 
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	 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 and Water Ombudsman (Victoria) (EWOV) via:
		  Phone:	1800 500 509; 
		  Fax: 	 1800 500 549; 
		  Email: 	ewovinfo@ewov.com.au; 
	 	 Mail: 	 Energy and Water Ombudsman (Victoria)
				    GPO Box 469 
	 	 	 	 Melbourne VIC 3001; or 
		  Web: 	 www.ewov.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;
	 •	 home efficiency audits; and
	 •	 appliance assistance.

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 Victorian Government provides a number of energy concession programs including:
	 •	 winter energy concession;
	 •	 off peak concession;
	 •	 life support machines rebate;
	 •	 service to property charge concession;
	 •	 medical cooling concession;
	 •	 homewise appliance replacement scheme;
	 •	 utility relief grant scheme; and
	 •	 utilities allowance.

Further information about these schemes is available from the Victorian Department of Human Services.
Phone:	 Concessions information line 1800 658 521
Mail: 		 Department of Human Services
	 	 50 Lonsdale Street
	 	 Melbourne VIC 3000
Web: 		 www.cyf.vic.gov.au/concessions/concessions/energy
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Customer Charter – your rights and obligations

Your energy contract
As a domestic or small business customer, the terms and conditions of your energy contract with us (energy 
contract) will be consistent with the Electricity Industry Act 2000 (Electricity Act), the Gas Industry Act 2001 (Gas 
Act) and the Victorian Energy Retail Code (Energy Retail Code). This Customer Charter is a summary of your rights 
and obligations under these instruments.  We will provide you with a copy of this Customer Charter as soon as 
practical after the premises is connected or you transfer to us from another retailer, or if you are a customer on a 
deemed contract, as soon as practical after your energy contract begins.  

Unless you are a customer on a deemed contract, we will give you a copy of your energy contract at the time that 
you sign it, or not more than two business days after you agree to enter into your energy contract. Your energy 
contract will include full details of the terms of the supply of energy to you and the tariff that you will pay and 
any additional charges. We will not transfer you from another retailer without your explicit informed consent. We 
are happy to provide you with a free copy of this Customer Charter and the Energy Retail Code (in large print if 
required) at any other time upon request. If English is not your first language, we will provide you with assistance in 
understanding this Customer Charter.

Connection of your premises
We supply customers with gas and electricity, while energy distribution companies are responsible for the actual 
physical delivery of energy through the electricity or gas transmission networks. We will arrange for the connection 
of the premises if you: 
	 •	 apply to be connected and provide us with acceptable identification and contact details; 
	 • 	 if the property is a rental property, provide contact details for the property’s owner or agent; and
	 • 	 pay any connection charges as required under the energy contract.

Once you make an application for connection, we will request the relevant energy distributor to connect the 
premises.

Cooling off period
Unless you are a customer on a deemed contract, you may cancel your energy contract within the 10 business 
day cooling off period which begins after the date that you enter into your energy contract with us or the date we 
provide you with all the information we are required to under the Energy Retail Code (whichever is later). Your 
energy contract becomes binding after the end of this cooling off period.

Access to your premises
You must allow safe, convenient and unhindered access to your premises and meter for us or our representatives 
to read your meter and connect and disconnect your premises.

Our employees or representatives will always wear official identification.

Vacating your premises
You must give us notice of the date that you are vacating your premises and a forwarding address to which 
we may send your final energy account. You are obliged to pay us for energy consumed until the later of three 
business days after you give us notice and the date that you actually vacate the premises, unless you were evicted 
or otherwise forced to leave the premises, in which case you’ll be obliged to pay for energy consumed until the 
date you give us notice.  

Your obligation to pay for energy consumed may end sooner on one of the following dates: 
	 •	 the date that another customer becomes obliged to pay for energy at the premises under an energy  
		  contract with us; 
	 •	 the date that another retailer becomes responsible for the supply of energy to the premises; or 
	 •	 the date that the premises are disconnected.

You will not avoid liability to pay for energy consumed at the premises simply because you vacate those premises.
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Cancellation of your energy contract
You may cancel your energy contract by giving us at least 28 days written notice. If you are a customer on a 
deemed contract, you don’t need to give us any notice to cancel your energy contract.  Where permitted, we may 
charge you an early cancellation fee if you cancel your energy contract. The amount or method of calculation of 
the early cancellation fee is set out in your energy contract. The amount of an early cancellation fee must be a fair 
and reasonable pre-estimate of the damage that we will incur if you breach your energy contract, having regard to 
costs we are likely to incur, including the pro-rata costs of procuring you to enter into the contract, the additional 
costs involved in giving effect to the early cancellation and the value of any imbalance in the costs that we had to 
pay to purchase electricity and gas for you.

If you breach your energy contract, we will not cancel that contract unless:
	 •	 the breach is one that confers a right upon us to disconnect your energy supply (see ‘Disconnection of  
	 	 your energy supply’ section on page 9) and you no longer have the right to be reconnected; or
	 •	 we enter into a new energy contract with you or you have been transferred to another energy retailer,  
		  whichever occurs first.

Our cancellation of your energy contract will not take effect until:
	 •	 the expiry of any cooling off period in respect of a new energy contract that we enter with you;
	 •	 the date a new retailer becomes responsible for your premises; or
	 •	 the time when you no longer have a right to be reconnected, if your energy contract is cancelled because  
		  your premises has been disconnected.

If your energy contract is a deemed contract, it will be deemed to be cancelled at the end of the period covered by 
the second energy account, issued by us under your energy contract.  

Expiry of your energy contract
If your energy contract is for a fixed term, we will notify you between one and two months prior to the end of the 
fixed term of:
	 •	 the date that your energy contract expires; 
	 •	 the tariff and terms and conditions that will apply after the expiry of the fixed term if you do not exercise  
		  any other option; and 
	 •	 other options to purchase electricity and/or gas (if applicable), either with us or another retailer.

Your energy account
Your energy account will be issued at least quarterly and will contain, among other things, the following 
information: 
	 •	 the price that you are paying for your gas and electricity; 
	 •	 the amount of energy consumed (whether from an actual or estimated meter reading) and the amount  
		  payable, including a graph showing your consumption against past billing periods; 
	 •	 details of your greenhouse gas emissions on your electricity account (in accordance with  
	 	 Electricity Industry Guideline No.13); 
	 •	 details of any network and other charges payable; 
	 •	 the due date and a summary of payment methods and payment arrangements; 
	 •	 details of any applicable concessions;  
	 •	 telephone numbers for billing and payment enquiries and faults and emergencies; and
	 •	 other goods and services that we provide you. We will provide you, on your request, with reasonable  
		  details of network charges and other charges relating to the supply of energy in your energy account.

If we provide you with both gas and electricity, we will apply your payments either as directed by you or in 
proportion to the relative value of the gas and electricity consumed as detailed on your energy account.  If we 
provide you with other goods and services, we will apply your payment either as directed by you or to charges for 
the supply of energy before applying your payment to other goods and services.
 



Welcome to Australian Power & Gas - simply smarter energy 7

We will base your energy account on data obtained from your meter or any other method agreed between us. We 
will use our best endeavours to ensure your electricity and gas meters are read at least once every 12 months 
but we may do so more frequently. We will base your energy account on an estimated meter reading only if an 
actual meter read is not obtained from your meter and we will notify you if this is the case. If your energy account 
is based on an estimate, the next energy account based on an actual read will include an adjustment to take into 
account any under or overcharging resulting from that estimate (see ‘Review of your energy account’ section 
below). You must pay for any resultant undercharging by making payment over a period equal to the period during 
which the undercharging occurred.

If we have issued you with an estimated energy account because we were unable to read your meter due to 
your act or omission 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 energy data calculated in 
accordance with applicable regulatory instruments as set out in the Energy Retail Code.
 
We will retain your historical billing data for at least two years. We will provide you with your historical billing data 
within 10 business days of your request for such data, but we may charge you a fee if your request is not the 
first you have made in the past year, or if the data relates to a period prior to the preceding two years. We will not 
charge you if the data is required for the purposes of a genuine complaint.

Review of your energy account
You may ask us to review your energy account at any time. While we are reviewing your energy account, you must 
still pay the lower of that portion of the account that is not in dispute or an amount equal to the average amount of 
your energy accounts over the previous 12 months. If we determine that your energy account is correct, you must 
either pay us the unpaid amount, or request a meter test in accordance with applicable regulatory instruments as 
set out in the Energy Retail Code. If your meter is found to comply with applicable regulatory instruments you must 
pay the cost of the test and pay the unpaid amount of your energy account.

If we have undercharged you for the electricity or gas consumed, we may recover the undercharged amount on 
the following terms: 
	 •	 if the undercharging results from a failure in our billing systems, the amount of the payment will be  
		  limited to the amount undercharged in the nine months prior to our notifying you of the undercharging,  
		  otherwise, the payment will be limited to the amount undercharged in the 12 months prior to our notice.  
	 •	 the amount to be recovered will be listed as a separate item in your next energy account or a special  
		  energy account, together with an explanation of the amount; 
	 •	 we will not charge you interest on the undercharged amount; and 
	 •	 we will offer you time to pay the undercharged amount in a payment arrangement over a period at least  
		  equal to the period over which the undercharging occurred.

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 repay that amount in accordance with your reasonable instructions or if no reasonable 
instructions are given, by crediting your next energy account. If you were overcharged other than as a result of 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 and charges
Your energy account will be based on the rates under the terms of your energy contract. Upon request, we will 
provide you (within no more than 10 business days of your request) with reasonable information about tariffs that 
apply to you. We will also give you notice of any variations to the tariffs that affect you. If your energy contract is 
based on one of our standing tariff offers (made under section 35 of the Electricity Act or section 42 of the Gas 
Act), we may only vary the tariffs under your energy contract if they do exceed the tariffs under our corresponding 
standing offers from time to time.

In addition to the charges for the energy consumed, we may also impose other fees and charges under your 
energy contract. We will also pass through network charges imposed on us by an energy distributor  
(eg. disconnection fees, reconnection fees and meter test fees).
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Paying your energy account 
Your energy account must be paid by the due date specified in that energy account, which will not be less than 
12 business days after the date we send your energy account. You may pay your energy account by mail, at one 
of our specified payment outlets, through one of our specified agencies, or by direct debit (if agreed in writing 
between us). You may request that you pay your energy account in advance. We will not impose late fees on 
payment of your energy account:
	 •	 unless we have received approval from the Essential Services Commission (ESC) and the amount of the  
		  fee is included on a disconnection warning;
	 •	 if you agree to an instalment plan that we offer you and you meet your payment obligations under that  
		  plan;
	 •	 if you have an unresolved complaint with EWOV; 
	 •	 if you have contacted a welfare agency for assistance;
	 •	 if you pay your energy account under a utility relief grant; or 
	 •	 if EWOV considers that it is appropriate for us to waive the fee.
 
The amount of any late fee must be fair and reasonable having regards to our costs. If you make a payment to us 
that is subsequently dishonoured or reversed, we may recover the amount of any fee we incur as a result.

Payment difficulties
You must contact us if you anticipate that you may not be able to pay your energy account by the due date. 
If you are a domestic customer and you notify us that you are experiencing payment difficulties or if we otherwise 
believe that you are experiencing payment difficulties we will: 
	 •	 assess information that you provide to us and provide you with documentary evidence of our  
		  assessment if you request it; 
	 •	 offer you an instalment plan, unless you have failed to comply with two instalment plans in the previous  
		  12 months and you do not provide reasonable assurance or your willingness to meet payment  
		  obligations under a further instalment plan; and 
	 •	 provide you with details of available concessions, energy efficiency and advice on the availability of an  
		  independent financial counsellor. We will not commence debt recovery proceedings until we have  
		  followed the above steps or while you continue to make payments under an agreed payment  
		  arrangement. If you so request, we will consider conducting an energy efficiency field audit to address  
		  difficulties that you may have in paying your energy account.

Paying by instalments
We will offer you at least the following options to pay your energy account: 
	 •	 advance payment arrangements; and 
	 •	 arrangements to pay by instalments in arrears. We will specify the period of the plan and the number and  
		  amount of the instalments and your estimated consumption during that period. We will monitor your  
		  consumption while on the plan and if required, provide advice on energy efficiency and the availability of 
		  an independent financial counsellor. 

If you are a business customer, we will consider any reasonable request to enter into an instalment plan and may 
impose an additional retail charge for doing so.

Shortened collection cycle
We may place you on a shortened collection cycle if we have:
	 •	 followed the process set out in the ‘Payment difficulties’ section shown above;
	 •	 given you three consecutive reminder notices or two consecutive disconnection warnings; and 
	 •	 given you an additional notice that you may be placed on a shortened collection cycle, which will include  
		  information of any alternative payment arrangements and a contact number for additional information.

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, after which you will return to your normal collection period. We will give you 
10 business days notice if we decide to shorten your collection period.  We will also, for an additional fee, place 
you on a shorter billing cycle if you request.
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Refundable advances (security deposit)
If you are a domestic customer, we may require you to provide a refundable advance at the time you apply for our 
services or before we deliver our services to you if: 
	 •	 you have left a previous premises or transferred to us and you still owe money to us or another retailer (of  
	 	 an amount nominated from time to time by the ESC); 
	 •	 you have within the last two years used energy otherwise than in accordance with the applicable laws  
		  and codes; 
	 •	 you are a new customer and you have refused or failed to provide acceptable identification; or 
	 •	 we have formed a view that you have an unsatisfactory or no credit history (but only if we have first  
	 	 offered you an instalment plan and you do not accept that offer). 

If historical billing data is available for your consumption of energy, the amount of the refundable advance that we 
will require will not be greater than: 
	 •	 37.5% of the amount billed to you for the supply of energy over the previous four quarters before the  
		  advance is required; or 
	 •	 25% of the amount billed to you for the supply of energy over the previous four quarters if your energy  
		  contract is for both gas and electricity and we decide that you have an unsatisfactory credit rating. If  
		  no historical billing data is available, the amount of the refundable advance will be no greater than the  
		  average amount that we billed our domestic customers over the previous four quarters.

If you are a business customer you will be required to provide a refundable advance only if you do not have a 
satisfactory energy account payment record or if we decide that you have an unsatisfactory credit rating. We 
will comply with the Gas Industry Guideline No. 1 – Credit Assessment and Electricity Guideline No. 4 – Credit 
Assessment in making decisions about your credit rating.

We will pay interest on the amount of your refundable advance at the bank bill rate every 90 days. We will repay 
your refundable advance (plus any interest accrued) within 10 business days after you complete one year (or two 
years in the case of business customers) of on-time payments of your energy accounts to us, or if you no longer 
require us to supply energy to you. Unless you reasonably direct us otherwise, we will credit the amount of the 
refundable advance and interest on your next energy account.

We may use your refundable advance (plus interest) to offset any amount owed by you to us if you: 
	 •	 fail to pay an energy account which results in disconnection of your premises and if you no longer have a  
		  right to be reconnected; or 
	 •	 vacate your premises, request disconnection or if you transfer to another retailer. We will notify you of any  
		  use of your refundable advance and will pay any balance to you within 10 business days after that use.

Disconnection of your energy supply
We may disconnect your energy supply for the following reasons: 
	 •	 at your request – subject to the requirements of your energy contract; 
	 •	 for non-payment of your energy account by the due date, if: 
	 	 	 i)	 the failure to pay does not relate to an instalment under your first instalment plan with us;  
	 	 	 ii)	 you are a domestic customer and we have given you a reminder notice (and you are not on  
	 	 	 	 a shortened collection period) and a disconnection warning in accordance with the Energy Retail  
				    Code that contains a statement that we may disconnect your energy no sooner than seven  
				    business days after receipt of the disconnection warning or in the case of a dual fuel contract, no  
				    sooner than seven business days for gas and 22 business days for electricity; 
	 	 	 iii)	 you have called us and we have provided you with advice on financial assistance; 
	 	 	 iv)	 you are a domestic customer on a dual fuel contract, we have provided you with an additional  
				    disconnection warning in respect of your electricity no less than six business days before your  
				    electricity is to be disconnected;  
	 	 	 v)	 you are on a shortened collection cycle, we have contacted you to advise of the imminent  
				    disconnection; or  
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	 	 	 vi)	 you have not provided us with reasonable assurance that you are willing to pay your energy  
				    account or you have done so but you do not pay by the due date on the disconnection warning  
				    or you do not agree to a new payment arrangement within five days of receipt of the  
				    disconnection warning or fail to make payments under such an arrangement. If you are a  
				    domestic customer and your failure to pay relates to lack of sufficient income, we will not  
				    disconnect your energy supply until we have used our best endeavours to contact you and  
	 	 	 	 assessed your circumstances (see ‘Payment difficulties’ section on page 8) and you have not  
				    accepted our offer of an instalment plan within five business days of our offer. 
	 •	 for denying access to your meter – due to your act or omission, your meter is not accessible for the  
		  purpose of reading three consecutive accounts, so long as: 
	 	 	 i)	 we have used our best endeavours to contact you to give you the opportunity to make  
				    reasonable alternative access arrangements;  
	 	 	 ii)	 each time the meter is not accessible, we have given you a notice requesting access to your  
				    meter; and  
	 	 	 iii)	 we have provided you with a disconnection warning; and 
	 	 	 iv) due to your act or omission, your meter continues to be inaccessible.  
	 •	 for refusal to provide acceptable identification or refundable advance when so requested. We will give  
		  you at least 10 business days written notice after our intention to arrange for disconnection and will  
		  disconnect your energy supply if you have continued not to provide us with acceptable identification or a  
		  refundable advance.

Irrespective of the above reasons for disconnection, we will not disconnect your energy supply for non payment of 
an energy account if: 
	 •	 the amount of that energy account is less than amounts specified by the ESC from time to time; 
	 •	 you have an unresolved complaint before EWOV or another external dispute resolution body; 
	 •	 you have an application for a utility relief grant and a decision on that application has not been made; or  
	 •	 the only outstanding charge is not for the supply of energy.

We will also not disconnect your energy supply if your address is registered with the relevant distributor for 
electricity as a life support machine supply address or for gas, a medical exemption supply address. We will 
register your address as a medical exemption supply address with the relevant distributor if you so request 
and provide us with a current medical certificate certifying that a person at the address has a medical condition 
requiring the continuing supply of gas.

We will also not disconnect your supply after 2pm (or 3pm for a business customer) on a weekday or at any time 
on a weekend, public holiday or the day before a public holiday.

Reconnection of your energy supply
We will arrange for reconnection of your energy supply, if you have, within 10 business days of the disconnection 
of your electricity and/or gas supply (as arranged by us): 
	 •	 for non-payment of an energy account – paid your energy account or agreed to a payment arrangement  
		  or applied for a utility relief grant if eligible; 
	 •	 for not providing access to your meter – provided access to that meter; or 
	 •	 for obtaining supply other than in accordance with applicable laws and codes – paid for the supply so  
		  obtained or agreed to a payment arrangement; or  
	 •	 for failing to provide acceptable identification or a refundable advance – provided acceptable  
		  identification or a refundable advance, subject to other applicable laws and codes and you paying any  
		  reconnection charges.

We will reconnect you on the same day as your request for reconnection if your request is made:
	 •	 before 3pm on a business day, otherwise we will reconnect you on the next business day; or
	 •	 between 3pm and 9pm on a business day and you pay any applicable after hours reconnection charges.



Welcome to Australian Power & Gas - simply smarter energy 11

Energy efficiency advice
We are happy to provide to you, on request and free of charge if you are a domestic customer, advice on energy 
efficiency.

Illegal consumption of energy
If you have consumed energy as a result of your fraud or other than in accordance with applicable laws and codes 
and for which we have undercharged or not charged you for, we will estimate the consumption for which you have 
not paid and will take debt recovery action for the unpaid amount. Our obligations to provide assistance to you 
for payment difficulties as set out in this Customer Charter or in the Energy Retail Code do not apply if you are 
convicted of an offence involving fraud or theft with respect to energy supply.

Force majeure
Where, due to an event beyond the control of either you or us (known as a force majeure event), either we or you 
would breach your energy contract, the obligations of either of us are suspended to the extent to which they are 
affected by the force majeure event for so long as the force majeure event continues. Either one of us must give 
the other prompt notice of the particulars of the force majeure event (including duration, the obligations affected 
and the steps taken to overcome or minimise the effects of the force majeure event). 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. If either one of us claims a force majeure event, that party must use 
its best endeavours to overcome or minimise the effects of the force majeure event, although this does not mean 
that we will be required to settle any industrial dispute in a way that we do not want to.

Marketing conduct
We will undertake our marketing activities and ensure our marketing representatives are trained in accordance with 
the Energy Retail Code and Code of Conduct for Marketing Retail Energy in Victoria published by the ESC. Our 
marketers, including any third party marketers we may use, will be expected to deal with consumers in a manner 
that is not misleading or deceptive and to ensure that consumers clearly understand the full terms upon which 
they are being offered the supply of energy.

Except by prior appointment with you, our marketers will not visit you at any time on a Sunday or public holiday, 
outside the hours of 9am to 5pm on a Saturday or outside the hours of 9am to 8pm on any other day. Unless 
you so request, our marketers will not remain at your premises for more than one hour. Our marketers must 
produce an identity card and tell you that they will not remain at your premises for more than one hour. They must 
immediately leave your premises if you ask them to do so. If you do not want our marketers to visit you they must 
immediately comply with that request and will not contact you again at the premises (unless advised otherwise by 
you) and will advise you of details of the dispute resolution service provided by the marketer or us.

Our telephone marketers will not contact you at any time on a public holiday, outside the hours of 9am to 5pm on 
a Saturday or Sunday or outside the hours of 9am to 8pm on any other day. Our telephone marketers will provide 
you with their first name and their identification number and the purpose of the telephone call. They will also 
provide you with our name and contact number and, on request, the name of the third party marketing agency 
if applicable. Our marketers will cease negotiations with you as soon as you ask them to do so. We will keep a 
record of names and addresses of consumers who have asked not to be contacted and we will not contact those 
consumers for marketing purposes. We will keep records of our visits and telephone calls for a period of one year.

When dealing with your information, we and our marketers will comply with the Privacy Act 1988 (Cth), the 
conditions of our licence and any guideline issued by the ESC regarding privacy.
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Customer communications and complaints
We will handle any complaints made by you in accordance with the Australian Standard 10002–2006. Our 
complaints handling procedure is set out in the ‘What to do if you’re not satisfied’ section on page 3.
 
We will inform the relevant distributor if you notify us that your premises are affected by a fault. Any notice that we 
give you under your energy contract will be in writing, unless otherwise specified. You must inform us as soon as 
possible of any relevant change to your contact details.

Other provisions in your energy contract
Your energy contract will be governed by the laws of Victoria. Unless you are on a deemed contract, the terms and 
conditions of your energy contract may only be varied by agreement between us in writing unless those changes 
involve a change to the tariffs payable, energy, product or plan or other changes permitted under your energy 
contract. We will only assign your energy contract to a third party if provided for in your energy contract or with 
your consent (except where the assignment is part of the transfer to a third party of all of our retail sales business).
 
Summary of terms used

Deemed contract means a contract made under section 39 of the Electricity Act and section 46 of the Gas Act.

ESC means the Essential Services Commission of Victoria.

Standing offer means an offer made by us under section 35 of the Electricity Act or section 42 of the Gas Act.

EWOV means the Energy and Water Ombudsman (Victoria).






