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Housekeeping 
Your camera and microphone have been 
turned off to ensure a stable connection 
throughout the webinar. 

Please turn on the Q&A function at the 
top right corner of your screen to ask 
questions and see important information 
and links. 

This webinar is being recorded. An 
edited version of the video will be made 
available on the EWOQ website. 

If you experience technical problems, 
please email ewoq_it@ewoq.com.au 
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In this webinar: 
• Developing relationships with energy companies 

• Energy and Water Ombudsman Jane Pires in conversation 
with Jon O’Mally, Executive Officer, FCAQ 

• Home Energy Emergency Assistance Scheme 
(HEEAS) process 

• Presented by Lauren Zanchetta, Service Support Officer, Smart 
Service Queensland 

• Interacting with EWOQ 
– our processes and how we can help 

• Presented by Lucy Core, A/Team Leader, EWOQ 

• Understanding energy bills 
• Presented by Lucy Core, A/Team Leader, EWOQ 
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Hot topics in energy 

• credit reporting on utility bills 
• Statement of Expectations – post June 2021 
• disconnection during COVID 
• HEEAS process 
• how to work with EWOQ for a resolution 



–    Department of Communities, Housing and Digital Economy Smart Service Queensland Concessions Services 

Home Energy Emergency 
Assistance Scheme (HEEAS) 



    
   

    
 

 

“ Is for Queensland households experiencing 
problems paying their electricity or reticulated 
natural gas bills, as a result of an unforeseen 
emergency or a short-term financial crisis 
which has occurred in the past 12 months 



  
   

     

HEEAS Overview 

• Assistance of up to $720 per household 
• Financial crisis must have occurred within the past 12 months 
• Once off emergency assistance available every two years 

This is not a hardship grant and eligibility criteria applies 



 

  
    

    
    

    
     

The Applicant – Energy Account 

• Must be listed on the energy account (either as an account holder, 
an authorised person or listed as financially responsible). 

• Must reside in the household for which the energy account is 
attached to (extenuating circumstances apply for applicants who have 
recently vacated the premises). 

• A nominated representative may be listed on the application, if 
the applicant would prefer someone else to speak to us on their 
behalf. 



 

 
 

    
     

  

    

The Applicant – Eligibility 

• Holds a Commonwealth concession card 
• Registered with their energy provider’s hardship program 
• Registered with their energy provider’s payment plan 
• Has an annual base income of less than $49,000 (single) or 

less than $75,000 (partnered) 

The applicant is only required to meet one of these criteria 



 

   

  
  

    

The Applicant – Eligibility 

• The household income has decreased substantially in the last 
12 months 

• The household has incurred unexpected expenses on essential 
items in the last 12 months 

The applicant is only required to meet one of these criteria 



  
    

 

   
     

  

The Energy Provider – Application Process 
The applicant must contact their energy provider to identify they are unable to 
pay their bill. 

The energy provider will: 
• provide an overview of HEEAS and upload initial information to our system. 
• will send the applicant an application form (post, email or link to the online 

form). 

The form is submitted directly to Concession Services. 



 

 
  

  
  
 

 

Concession Services – Our Role 

• Assist applicants with their application form 
• Seek further information from applicants 
• Request updated billing from energy providers 
• Conduct assessment of applications and appeals 
• Inform energy providers and applicants of assessment 

outcomes 
• Provide payment of successful grants 



 

    

   
  

   
 

    

Concession Services – Assessment 

The household income has decreased substantially in the last 12 
months 
• Decrease in Centrelink benefits or child maintenance payments 
• Loss of employment or decrease in hours of work 
• Marriage/defacto separation 
• Housemate moving out or passing away 
• Illness, injury or disability 

The COVID supplement being removed is unable to be considered 



 

  
  

 

 
 

Concession Services – Assessment (cont.) 

The household has incurred unexpected expenses on essential 
items in the last 12 months 
• Refrigerator or washing machine purchase/repair 
• Car repairs 
• Hot water system purchase/repair 
• Direct funeral expenses 
• Removalist expenses 
• Medical expenses 



 

 
  

  
  

  
   

   

Concession Services – Assessment (cont.) 

Key information needed: 
• for income decreases, the amount and date of the change 
• for purchases, the amount and date paid 
• receipts and documentation are not required at the time of 

submission, however may be requested 
• the declaration section must be completed. 

General cost of living expenses are unable to be considered 



 
  

      
    

  

     
    

Concession Services – Assessment (cont.) 
• The $720 grant is the maximum amount available. 

• To receive the $720 grant, the outstanding balance at the time 
of assessment must be $720 or higher (if it’s lower than $720 
they will receive that specific amount). 

• The balance of electricity and gas accounts can be combined, 
however the total combined grant amount will not exceed $720. 



 

 

   

    

  

Concession Services – Additional Information 

Contact Concession Services: 

• for additional time to complete the application 

• to appeal a declined application (within 28 days) 

• to submit an application for a closed energy account. 
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HEEAS – Summary 

A once off grant available up 
to a maximum of $720 
(depending on the 
outstanding balance) 

Ensure all sections are filled in 
(amount paid, date paid, 
household income and the 
applicant’s declaration) 

Applicants can apply once 
every two years (eligibility 
criteria applies) 

The reason/s provided on the 
application must have 
occurred within the last 12 
months 

The grant can cover both 
electricity and gas (submit 
together or within two months 
of each other if different 
energy providers apply) 

Get in touch with us if you 
have any questions 



 

  

For more information 
about HEEAS 

You can contact the HEEAS team here: 
(07) 3022 0801 
heeas@smartservice.qld.gov.au 
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Interacting with EWOQ 
• how EWOQ can help 
• issues we can help with 
• issues we can't help with 
• understanding your bill 
• common myths explored 
• tips for helping someone 

with their complaint 



 

 

 

 

  

 

 

Ombudsman 

n. An independent 

official who helps 

consumers resolve 

problems, like a 

referee in a football 

match. 

We can help with things like: 

• high bills and disputed accounts 

• payment arrangements 

• disconnections 

• rebates and concessions 

• default listings 

• poor customer service 

• misleading marketing practices 
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Things we can’t help with 
• energy or water pricing 

• bottled gas, LPG or reticulated LPG 

• bulk hot water supply 

• solar rebates 

• embedded networks - billing of 
energy and water to residents of caravan parks, 
retirement villages and apartment buildings 
(although this may change soon) 



0 udsman helps lo en su.re 
the actions and ded'.>'icms of tra ITan Government 

agencies are fair ,an dl rea'SOnabte . We lake complainl.E. a mdud 
investiga ·on :s, :ifonn aud its and ·n:spections, 111a ke 
r,eoommendations and encou1age good acl "ni'Slration. Our role i s 
very broad. 

\i\'e lake complaints about: 

ar111ost all OcmunOOtWealth -fundilon'-> - 5Uch a5 l'nco111e 
s u~. immig aticm, Iha National Disabilily lnsu ance Agency 
and man y olhers. 
p · ate heal insurance 
Australia Post and so e olllBf poolal operators 
the efence Force, i d ud ing issues aboul. abuse oo sen 
De enoe mem bers 
Vocationa l Eduaa'lion and Trainhr1gI student roans 
p • ate ,eduoatiion providers for ,[)\le.rseas s!l!Jdenl.E. 

\i\'e ,a :so ovei;:s.ee Ina Oommcnwea1th Pu bOc: Interest 

D'iscla:sura Act anc in:sped law enfcm::emen t anc in .egriiy 
agencies· use ,of OBfiain covert. intrusive ,an dl coorcr,,,e 
powers. Hcwever. we donl handle ,ccmpfa inl.E. ,about Iha 
lntellfgenoe community or the laoc office. 0 

~ Cf9 www.omb\Jdsman.g011.au 

1300362072 OMBUDSMAN 0 

We inr.restiigate your m mf}lain ts about lll'le Au'->tralian 
aitalicm Office (AID) ,or Taoc Pradtilioner:s 13oaKI 

(TPB) ,a di he lp you: 

• Understand ATOl'TPB deci:sio n:s ,andl adions 
• C'onflrm whelller appropriate informatiion ha:s I:,. 

been coosjdeJac1 by the ATOrTPiB In your matter ~ ~ 

rowde assurance as lo, wheth8f approprfate ,.-, 
policies and prooeou.res wB'.re folfawed U 

o11ow UJ) an del ays 

1300448829 

We can hefp · cfrvlduals ,an dl small businesses to, resolve 
compla ints ,about a ra ge of lin a da problems, in cluc ing : 

• Errors ·n t:ianking1 lran:sadion:s an d credit li:sling:s, 
• Difficu y repayingI Iba s, credit cards ,andl :short. .erm finance 
• Denial s of insu ranoe c la'irns 1(sucn as car, ho e and 

,oontell'ls. J)ets, traiVel, ·ncom e prolsdi.on ,andl lrauma ) 
• l'nappiqpria te investment advice 
• A t ru:s ee',s decisJo11 abou 'the clisbitnJtion of a 

su,PBfannuatioo bB'neli 
n 
~ 

~ www.ilfca.o rg.au 

1 BOO '931 678 

~.afca 
~da)frlu<a, .,,,.,.. ... ........., 

Is your com1:11a1n1 about someffllng else? ,C!hec'k: 

1i e E!neJQiY an d Water Ombudsman 
Queenslan dl helps resol'.ve dlsput8S bel',o.'Sen 

Queens and c u:s arners and lheir en e~g,y and •miter 
COITTJ)Elniies. We al:so provide advice and information o 
cuslamers, and we ca ref Bf you to, other s pJ)Ort. sei:woes. 

Some or the disputes we ,can assist w· are: 

• UllEIXJ)ecledl l'iig llli; or bil] ng mistake<s 
• Difficulfy w ith J)ayin,g yo r bill 
• Debt colliedtlilm an d aedil deJault listing 
• Discon nection and r,8'5bicti:on of sanfoe:s 

www.ewoq.com.au 

~ CClfllplalnts@ewoq.com.au 

1800002837 0 1'1iirw&Watff 
Om'budsm<1n 
Queensland 

We provide a servi.OB for resJden Ua m n:sumers 
andl :sma ll businesses who ave a11 unresolved 
omnplain ,about lhelr phone or Internet service. 
Some of the J)hone ,andl internet prohle111S. we can 
help w· dude: 

• Contracts an d gaiting what wa'-> agreed to 
• lnco.rredl bills or !roub le paying 
• Disconnections 
• Fa ull.s and sel'Vice d i cu [as 
• Servi.OB conneclion issues 

www.flo.com.au 

@t tlo@flo.com.au 

1 BOO 002 Cl5fl 

~ ~ ~ "" www.oomplalntlln11.com.au 

0 
lffl 

T~l~ornrnt.mticolion~ 
l'.ndU!>try 
Ombud~i, 



Our complaints process 



   
  

   
 

   

    
 

  

   

How we help with complaints 
Our assessment, investigation and resolution team is trained 
to help consumers achieve a fair and reasonable outcome. 
We explain the options and guide them through the steps 
of our dispute resolution process. 

We can 
• provide independent advice before or after the energy provider is contacted 

• refer customers elsewhere if the issue is outside our jurisdiction 

• arrange for a senior representative of the energy provider to contact the 
customer directly about their complaint 

• undertake an independent investigation of a complaint 

• negotiate a resolution between the customer and their energy provider. 



 

   
   

     
  

  

  

Our complaints process 
GENERAL ENQUIRY 

We provide information about EWOQ services 

REFERRAL 

If the enquiry is outside our jurisdiction, we 
may refer it to another organisation or 
ombudsman service. 

REFER BACK 

If not already contacted, we will refer 
customers back to their provider to allow 
them the opportunity to fix the problem. 

REFER TO A HIGHER LEVEL 

INVESTIGATION 

6064CASES CLOSED 

83% ELECTRICITY 

08% WATER 

06% GAS 

In 2020-21: 



  
    

 

    
  

  

  

     
 

1
2
3
4

5
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Refer to a higher level 
We contact your provider at a higher level to explain 
your complaint and the result you are seeking. 

Your provider must contact you within 5 business days 
to discuss the complaint. 

If your issue isn’t fixed through this process, you can 
contact us again for more help. 

We contact you within 15 business days to confirm 
your issue has been resolved to your satisfaction. 

Fast and timely process to resolve routine issues. 
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Investigation 
We send your provider a ‘notice of investigation’ to 
explain your complaint and the result sought. 

We ask them to tell us what they can do to fix it. 

We review the response and ask for more information, 
if needed. 

We contact you to discuss the resolution offered. 

Approximate timeframe for resolutions is 20 business 
days (depending on complexity). 



Understanding a power bill 
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0 

0 
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We've set out your billing information in clearly labelled sections, which all come 
together in an account summary on the front. 

This guide explains each of these sections and more - bill account details, the amount 
to pay and when to pay by, your usage information and graphs to help you compare 
your usage with previous bills and other households. 

Unfold this guide to better understand your electrlclty blll 

Contact u s 
You 'll f ind al l o ur important contact number s here. so 

you can get in touch when you rieed t o. 

If you exper ience a power outage or unexpected loss of 
supply contact your D istributor. Ergon Energy Network. 
who is responsib le for the poles. w ires and re liability of 
supply in your a rea. 

Account Details 
You r Account Number is a unique identif ier which helps 
us access your information. so p lease have th is handy 
when you call us. 

The number of days covered by this bill as wel l as the 
approx.imate next s.cheduled meter read date are shown 
here. P lease ensure safe access is available to you r mete r 
around this date. 

Account summary 
This i.s a c lear snapshot o f a ll of the information in your 
bill · 

Previous amount invoiced on you r last bill ; 

Payments received since your last bill was issued; 
Opening balaoce of th is account shou ld you have any 
amounts outstand ing fTom your last b ill; 
Electric i ty cha·rges for this b ill; 
Queensland Solar SCheme credits { if applicable); 
0 ther charges and credits for this bill" ; 
Tota l amount due for this account includ ing GST'. 

• PJease see AccOlin( Breakdown ( 9) ovefleaf for mare detaU 

Total Due and Pay By Date 
Here you can see at a glance what you owe including 
GST and the day on wl"l ich payment is due. We 
understand that sometimes it 's hard to pay for everyday 
es.sentials like electric ity. But we also know you can·t li ve 

without it . so we'd like to help if we can. Please ca ll us on 
13 10 4 6 before t:he pay by date about payment opt ions. 

Important 
This i.s a ded icated space we'il use to g ive you impo rtant 
messages such as meter read:s. pric ing , indust ry or 
regulatory updates. 

0 

0 

0 

Compare Your Usage 
Total Usage and Average daily cost 

See how your cu rrent e lectr icity usage 

compares to previous bills. We've simplified 
the information w ith one bar for each b ilL You 

can see how much your energy costs d ai ly as 

well as compare your dai ly usage in k ilowatt 
hours (kWh) w ith the same time last year. 

Compare your electrici ty usage with other 

households in your area 

This gra ph g ives you an easy way to see 

how your electric ity use compares t o other 

households. Your usage is shown in the left 
bar and the other bars compare how your 

household usage stacks up against households 

based on the num ber of occupants. 

The average electric ity usage o f other 
households and ways to save electricity can be 

found at energymadeeasy.gov.au 

Message 
This is where t o look for information that may 

assi.st in mallaging your electric i ty bill , as well 

as help you take control of your energy usage 

and save money. 

Supply Details 
In formation specific to your address where 
ek!-ct r ic ity is supplied is found here. 

The Nat ional Metering Identifier (N MI) is a 

uniq ue num ber for you r prem ises. 

Your addres.s where your electric ity meter/ s i s 

located. 

Your network tar iff class is determined by 

Ergon Energy Network.. Th is deter m ines your 

eligib i l ity for Ret ai I tariff/ s options. 

Electricity Account 

MRS A SAMPLE 
PO BO X1234 
SAMPLETOWN Q LD 1234 

0 Account Summary 

0 

0 

Previous. Account 
Payments Received 

opening Balance of this Account 

Electricity Char-ges 
Queensland Sola r S<::heme 
Other Char-ges & Credits. 

Total New Charges 

Total Amount Due 

Compare Your Usage 

Tot.11 Usage ( kWh) A.v.r,ag)l!d■ ll:r a n .t 

O'nc:. GST) l !L'9S 

A.Hr,ag:,■ d■ ll:r 
m1511 (1cWh) 

This l:iil 

S.:.metime 

l1utye11r 

11.52 

tl.O! 

$291.53 
S291 .53 CR 

$0.00 

$541.18 
S227.48 CR 

Sl5.64 

$329.34 

$329.34 

Compart fOU, e l ■<.trlcfty 

111sa,gt1 w[tt, otlwr households 
111,ouare■ . 1: • P • 

'='•'''' 
..._ __ _ 

,.,_ol_l 
Electric ity tariff rates, ind.Jclng m inirnu-n ch111~ s. service fMs and conditions of 
suppty, .cira .civDi::iblc .cil e:rgcn.com..ou « by 1=1hornn,gi 13 IO -46. 

Find o ut how aven ~g e electriaty us.age of o lhl:!r hous.t!hak:ls IS cl!ll lcutated a nd wa)'s 
l.o save electricity a l 111 neor51ym.■ de-eo1sy .gov .o1u 

When paying with BPAY 
Using t he rig ht BPAY 
reference number 
ensu res we cred it 
your account on 
t ime. 
Please turn over t he 
page to u pdate 
yours. 

fil __!!.l!l~ 
~~ 

Telephone- I: Internet 8a~ln51 - !PAV" 
Cort-.t.,.,....barNor"-n:ialn•trti.rt-,1,...._.lht, 
i,._,1 ,.,..,...,.,....-.i,.,.,_.-ti<l,~c..-d 
..,. Ir" _ _, -.-.::ou,t.Ma,-d.. -.t,poy...::am-. 

It\ Account enquiries and compla ints 13 10 46 
W {7.ci rn-6:3()pm Hon--Fri) 

,& Faults Ergon Energ)' 13 22 96(24 hrs, 7 days) 

f.i:'\. Life-·threatening emergencie$ (24 hrs. 7 days) 
V Trip le Zero (000) or Erg on Energ y 13 16 70 

~ customersentice@ergon .com .au 
\V" ergon.com .au 

Account Details 

Account Number 1234H78 

lss"" Da l• 08/10/17 

Bllllng Period 
(111 days) 08/ 07/17-07/10/17 

sec .. lty Deposit Held N IL 

N .. t M<>t•r Read (Approx) 06/ 0 1/18 

Total Due S329.34 

Pay By 28 Oct 17 

Supply Details 
f.l!I\, National M<>t•r lng ld<tnt lfNtr (NMI) '-1 12345678901 

~ P,..,,l .. sAdd,.ss 
123 SAMPLE ST 
SAMPLETOWN OLD 1234 

~ Tariff Class Description 
Standard Asset Cu:!.t omer - srnal l (< 
100 MWh p.a .) • East 

0 

0 

TiCl :i.: klvaice. E,vcn Encr!iW Oueensl.cind Pty Lt d A B.N 11 121177 802. PAGE • OF 2 
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Account Breakdown 

NETEII PIIEVtOUI CURRENT TARIFF 
CENTS ........ 

PAG·E 2 CF 2 

NUMBER REAONG ltEAOING COMPONENT 
cem 

DAYS PERDAY KWH ElCG 

cem ... ... 
... (EXCGST) OST 

TOTAL 

-G6TJ 

Electric ity Charges 

AH C:On$1.,1111pUc:n '''" - ...,., .,. 
~TOTAL 

Qu~nsland Solar Scheme 
,.., • ss (Ot/07/17 • 07/10/T1} 

5671!90 21\S ,m 
TOTAL 

Other Charges & Credits 
HRl•s.vkast::h.vga-

TOTAL 

Payments Received 

Other Information 
C'arK.sdcns 3.nd Ae.ballH 13 10 46 
AOLO Get-fll'rlatll a.-:,i,,e,i:y IIMl:r.li. it ava~111o•~ 
h:aldllrl-oF•0LOC.O,,~S..--,C..,:f, ~r 
C-H-C.d.orA~ll'ialm<\~CAralklrAII 
eo.-:u- (Gokl CM-.:!) "t-ee•,.:it cl ..U. ol lM folbvmO 
bm'llal • Willl ~o.~IAai.TPLFO. .._ __ 

IDOo.ll1MGo-Nl'lllo'lllr•klll~~<:Oo'IUClul. 

Mo'ling PnmlMI l J 10 46 
ClfJtoa,;,~,1,Cl'\otlrHdl'Oiol'ld/llllF .,,.,.._k.Mtotl 
t..f0r•rou--Y°Cluillllil•lil~k.l ... .lCCO..,,,IMd 
<i&,Kt,,c,c7 1,.,;,ullut11al1.MMMlilt• .~ 11otiu,n.d.. 

Payment Options 

b Ol"I IIM {Yit.116< P•WIIWl!:.ar.d) 
, ,,,,., -.e,t'LC-..../l,pti,lnt•,_,. W-45li78 

4 ~~:~~lt1r~ 
J. ~:,~:::..-::~~;.rd) 
l8) :!=~""=:e.-=~~to~~ 

E~( dottll Mill~)tO Ut;ll•d l.ao !4(1], 
llrilbll,.. QLO 4001. 

EFT Electronics Funds Tr&Mfer 
CMl 1l l0"6 1Gtlr~ 

<0000000000> 

., B7.tl.!i 

..... .000 S-227AB 

1,227.41 CA: 

S29illCR 

UII.SJCRI 

Pmacy 13 10 46 lntlHpfftW §llt'Vic:e 13 14 SO 
Pll.ti4'll!LAln&.oil:,'llll.lWWkiplilNl"ttlrt ll!or_,.My ~d1itlllilrti,Milt~ltlllillr~LIZ-
dir.:l tfl.wiwla'tQtflilr..>ilfrvMEr\lotofMo>:,r. FOrfurlNr DoWIIK1chl,, - u'dUbwMot lUl't\lw:ililW 
dotlnilllm<'l.litioulEr,:,atl&.W'sPnr,aityPdif,>,pM,olliol Jo'IO-,lliltb1o11G6.IIJ!l,IIQIW,i,oll~llolll 
rlil flilf IG tt.. P.,.,a,ey I SlilCY'l:i, StM•l'Nll'II M *g,cl\.COl'I\.IM. f.ok• M ..... ,..i diolll'dlM 

Nllt ff i;iH.diDg 1J l D46 il:R · ~':1-t=':J. 
s.t.andC-KOlo:lllllrlWfl,lrwcl lt _N.,lil 
tr6LMM1o~--.O J'bUf -ill 1114 a t1,d•d,ciallil tit ddg 
i:,r .. Ml,-,Cll"IMrlklr~M•~.aau _ _ ,r 

th• h;oj>pi,nl u,11,... IOo ,,..., .. olr•~-•IU iluo tut..• _.,,<lldil(llt,. 

ffil BIiier Code-.: 1552 
~ Rel: 12345678 6 

Telepborw. ll"lletMt BanklAQ- BP.AY" 
COIIIM:t ,OU. b.MkCr ~lill1tlllhu.u:iotllOMilli. U'ld 
~nl llt.-i)'61;, ~ ... lilnM'l(l",dabil.,e.lildill ~ 
O,t,----~do---.DJ»,'~ 

11.f.m Bllle-r CO<!~ 0468 
~ Ref! 12345678 3 

N• t lo n.11 R.-111,- S.rric • 
TT'l'.l-•-e.lAll3.367' 
Mid~.i.L1ilM 1]00555 7B 

Acco 1.111t Ntunber 12:WS678 

Due $329.34 
Pay By 28 Oct 17 

lfi,0ua.•lwo..,,g d,nkul.i,~lftit 
--, lilktor,a1blifor•tM~DJ'CYC• 
Mllklt~6'1t-11!111 1! 10 4'i . 

II II Ill II Ill I I Ill I 1111111111111111111 

<000000> <000000000000000 > 

Accoun t Breakdown 
Here's where your charges are broken down int o 

sections so you can better understand how we've 

worked out your b il l. 

Eledrlclty Charges 
This section sets out your tarif f/ s elect r icity charges: 

meter number/ s • a unique number for the 
meter on your property. The meter measures the 

amount of energy you use over any given period; 
previous and c urrent meter read ings: 

how much electricit y you've used in k ilowatt 
ho1,..1rs (kWh) between your last reading and 

cun ent bill ; 
Cents per kWh as well as t he total dollar cost o f 

the electricity: 
your daily supply service tee/s; shown in cents per 

day as well as a total ; 

number o f days b illed. 

If you a re on economy Tar if f'S 31 o r 33, you will see 
t llem I isted here aJso. 

Ot her Information 
Details on t hings li ke concessions. moving premises. 

providing safe and convenient meter access, and 

interpreter and nationa I relay services. 

Payment Optio ns 
Everything you need to know about the various ways 
you can pay your bill and your reference llUmber 

required for each payment option. 

BPAY information 
You'll find your up- to-date BPAY reference number 

here. It has one extra number to your Ac.count Number 
so p lease chec k your b ill before your oext BPAY. 

Payment details 
Here you can see at a glance your Account Number, 
wh.it YOY OW-Iii ( in;;.:ludini Gsn ;and t he d.iy on whi,:,h 

payment is due. YOUr Account Number is your 

reference number for most payment options• BPOIN T. 
Phone Pay and Bill Pay. 

Queensland Solar Scheme 
If you have a solar PV system. this l ists the 
previous and current readings of your solar 

meter and the amount paid to you for the solar 
e lectricity generated as part o f the scheme. In 

this example, the customer is on t.he 44c solar 

feed in tariff. 

Other Charges & Credits 
Here you'll find det ails including your Clean 

Energy subscription. Royal Flying Doctor 
Service donat ion or Queensland Government 

Electricity Rebate. 

Your Metering Services Charge is set out here 
also. These cha rges may be d ifferent to your 

neighbours' depending on the type of tariff/ s 
you have at your house. 

For more informat ion on these charges go to 

e1"9on.com.au/meterc:harges. 

~ Payments Received 
These are the payments you've made against 

your account since your last bill 

Customer service 

131046 
7- • IIJOpm, Mon lo Fri 
CU--@e-~U 
PO lloJI 108 Rocllha....,- QU> •700 

argon.com.au 
AM 111211n ao2 
·-._ _ ......... Ply Lid 
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CUSTOMER CARE 
All energy and water providers have dedicated teams to 
assist customers in financial difficulty to access: 

• payment plans based on a customer’s 
usage, current debt and capacity to pay 

• energy saving information and audits 

• information about financial assistance, rebates and 
concessions, including the Home Energy Emergency 
Assistance Scheme (HEEAS). 

Early intervention is the best action to keep the lights 
on and stop debt growing. 



DID YOU 
KNOW? 

    
    

  
    
  

Common myths 
• payment plans 
• moving house 
• default listing 
• extra bills 
• estimated bills 

A customer’s supply cannot be 
disconnected or restricted once 

they commence an investigations 
that directly relates to the reason 
for the proposed disconnection, 



 

  
   

  
 

 
 

    

   
   

TIPS TO FIX PROBLEMS 

• Act quickly. Contact your electricity, gas or 
water company as soon as you know there is a 
problem and give them a chance to fix it. 

• Explain the issue and what you would like 
done to fix it. 

• Keep notes from phone conversations and 
copies of documents and emails you have 
sent and received. 

• Contact us for help if you’re not happy with 
the outcome, or the problem isn’t fixed. 



to submit a complaint: 
D ewoq.COffl.aU Chat to us live online 

~ complaints@ewoq.com.au (I) 
~ 1800 662 837 ~ 
~ PO Box 3640, South Brisbane BC, Old 4101 ~ 

National 

Relay 

Service 

~133 677 

1=1=1 
Interpreter 

~131450 

Energy and Water Ombudsman
Queensland contact details 



Queensland 

F NANCIAL 
COU SELLORS' 
~ 

Association of Q eensland Inc. 

Q 

www.fcaq.com.au 
(07) 4051 1224 

www.fcaq.com.au


ens an 

 

Questions 
• Post your comments and 

questions in the Q&A panel. 

• The moderator will refer them 
to the panel for response. 



COUNSELLORS' 

 
      

    

Thank you 
Please tell us how we went and what other information you 
would like us to share. A link to the survey is in the Q&A. 

Our next webinar will be on 27 October. 
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