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1. Purpose of this policy 

Onsite Energy Solutions Pty Ltd (“OES” “we”, “us”, “our”) is committed to supporting residential customers 

who are experiencing, or anticipate experiencing, payment difficulties in paying their energy bills. This 

Financial Hardship Policy (Policy) sets out the assistance we provide to residential customers facing financial 

hardship, consistent with our guiding principle that disconnection of energy supply is always a measure of 

last resort. 

Where this policy and the Energy Retail Code of Practice (ERCoP) or Electricity Industry Act 2000 (EI Act) are 

inconsistent, the ERCoP and EI Act and prevail to the extent of the inconsistency. 

2. Who this policy applies to 

This Policy applies to residential (domestic) customers of OES who purchase electricity primarily for personal, 

household or domestic use at their principal place of residence, under a standard retail contract, a market 

retail contract, or (where relevant) as an exempt customer under an exempt market retail contract or 

embedded network arrangement. It does not apply to business customers or to large customers. 

This Policy applies regardless of the cause of a customer's payment difficulty, including (but not limited to) 

illness, disability, unemployment or under-employment, family violence, bereavement, natural disaster, or a 

sudden or unexpected change in financial circumstances. 

3. Our commitment and guiding principles 

We recognise that disconnection of a residential customer's energy supply for failure to pay a bill should only 

ever occur as a measure of last resort, after all reasonable steps to assist the customer have been taken. In 

providing assistance under this Policy, we are guided by the following principles: 

• Community expectations that we will work with residential customers to manage their present and 

future energy usage and associated financial obligations; 

• Community expectations that energy supply will not be disconnected solely because of a customer's 

inability to pay; 

• The principle that disconnection should occur only as a last resort; 

• Equitable access to this Policy, and consistent, transparent application of it to all eligible residential 

customers; 

• Early identification of, and response to, payment difficulties, so customers can be assisted before they 

fall into significant arrears; 

• Respectful, non-judgemental and privacy-sensitive treatment of customers experiencing hardship, 

including customers affected by family violence. 
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4. How to access assistance under this policy 

A residential customer (or their authorised representative, financial counsellor, family violence support 

worker, or other advocate) can request assistance under this Policy, or can be identified by us, as follows: 

• Phone: 1300 788 776 between 8am to 5pm business days 

• Email: operations@energymakeovers.com.au 

• In writing: 158 Proximity, Sunshine West, Victoria, 3020 

• In person via an interpreter or the National Relay Service, where required 

We proactively identify customers who may be experiencing payment difficulties, for example where a bill 

remains unpaid after its pay-by date, where a customer's payment pattern changes, or where a customer 

otherwise indicates they are struggling to pay. Where we identify such a customer, we will contact them and 

provide the information described in Section 8 of this Policy. 

5. Standard assistance – helping customers avoid getting into arrears 

Before a customer falls into arrears, we make available at least three of the following forms of standard 

assistance: 

• Payments of an equal amount over a specified period (e.g. smoothed / average billing); 

• Options for making payments at different intervals (e.g. weekly, fortnightly or monthly); 

• Extending, by a specified period, the pay-by date for a bill, for at least one billing cycle in any 12-month 

period; 

• Paying for energy use in advance (e.g. Pay As You Go / prepayment options, where available). 

6. Tailored assistance – minimum assistance entitlements for customers in arrears 

If a residential customer is in arrears, we will provide tailored assistance to help them pay for their on-going 

energy use, repay arrears, and lower their energy costs. This tailored assistance includes: 

1. Eligible customers will be automatically switched to our best offer.  

 

2. Repayment of arrears over no more than two years, by payments at regular intervals of up to one 

month; 

3. Advice about payment options that would allow the customer to repay arrears over no more than two 

years; 

4. Specific advice about the likely cost of the customer's future energy use and how that cost may be 

lowered; 
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5. Specific advice about government and non-government assistance available to help the customer meet 

their energy costs, including Utility Relief Grants and energy concessions; 

6. Practical assistance to help a customer who may be eligible for a Utility Relief Grant, including 

completing and lodging the online application on the customer's behalf (unless the customer requests 

otherwise), or assisting the customer to complete and lodge the form themselves; 

7. Practical assistance to help the customer lower their energy costs, including: advice on the tariff most 

likely to minimise their costs; practical assistance to reduce energy use based on their usage pattern 

and circumstances; and regular information about their progress in lowering energy costs; 

8. Where the customer cannot pay the full cost of their on-going energy use, an initial period of at least 

six months during which repayment of arrears is put on hold and the customer pays less than the full 

cost of their on-going use while working to lower that cost (this period may be extended where doing 

so would help the customer continue to lower their energy costs); and 

9. Any other assistance consistent with helping the customer manage and repay their energy costs. 

A residential customer who continues to pay the full cost of their on-going energy use is, at a minimum, 

entitled to the assistance described in items 1 to 4 above. A residential customer who cannot pay the full 

cost of their on-going energy use is, at a minimum, entitled to the assistance described in items 3 to 7 above. 

6.1 Information about assistance available 

Where a customer has not paid a bill by its pay-by date and contacts us, we will provide information about 

the assistance available under this Policy and how to access it. Where a customer has arrears of more than 

$55 (inclusive of GST), we will contact them within 21 business days after the pay-by date to provide that 

information. We will give the customer at least six business days to consider the information, request further 

information, and put forward a payment proposal. 

6.2 Payment arrangements 

We will accept a payment proposal (or revised proposal) put forward by a customer whose arrears are not 

on hold, where the proposal provides for equal payments at regular intervals of up to one month, results in 

the arrears being paid in full within two years, provides for on-going energy use and arrears to be paid 

together, and is based on a reasonable forecast of the customer's energy use over the next 12 months. We 

may also accept proposals with different payment amounts or intervals, a longer repayment period, or 

separate payments for on-going use and arrears, where appropriate. On accepting a proposal, we will provide 

the customer with a written schedule showing the number, timing and amount of each payment. 

If a customer fails to make a payment under an agreed arrangement, we will contact them to discuss a revised 

proposal, rather than immediately withdrawing assistance. 

6.3 Where repayment of arrears is on hold 

If a customer's repayment of arrears is on hold under Section 6, item 7 above, and they fail to make a payment 

towards their on-going energy use, we will contact them to discuss varying the amount or frequency of 

payments to give them more time to lower their energy costs. If the customer is not implementing agreed 

practical assistance to reduce their energy use, we will work with them to agree an implementation 

timeframe. Any amount unpaid for on-going energy use may be added to the customer's arrears. 
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6.4 Continuing and withdrawing assistance 

We will continue to provide tailored assistance to a residential customer unless: the customer has refused or 

failed to take reasonable action towards paying for on-going use and repaying arrears after we have followed 

up with them; the customer has refused or failed to take reasonable action towards paying for on-going use 

after we have followed up under Section 6.3; or the customer is no longer facing payment difficulties. 

6.5 Pay-on-time discounts 

Where a customer receiving tailored assistance later clears their arrears, or where we become entitled to 

withdraw tailored assistance, we will not subsequently recover any pay-on-time discount already applied in 

respect of a bill whose pay-by date occurred while the customer was receiving tailored assistance. 

6.6 No debt recovery while receiving assistance 

We will not commence or continue debt recovery or legal proceedings against a residential customer, and 

will not disconnect a customer's energy supply, while that customer is receiving standard assistance or 

tailored assistance under this Policy and complying with its terms. 

7. Additional matters 

7.1 Flexible payment options 

In addition to the standard and tailored assistance described in Sections 5 and 6, we offer residential 

customers flexible options for paying their energy bills, including. direct debit, instalment plans and 

smoothed billing. We will work with each customer to identify a payment option that is realistic and 

sustainable given their individual circumstances. 

7.2 Energy audits 

We provide for the auditing of a residential customer's energy usage, wholly or partly at our expense, to help 

identify ways the customer can reduce their energy consumption and costs. 

7.3 Replacement of electrical equipment 

We offer residential customers flexible options for the purchase or supply of replacement electrical 

equipment designed for domestic use, from us or from a third party we nominate, where a customer's 

existing equipment is contributing to high energy costs or payment difficulties. 

7.4 Early identification of, and response to, payment difficulties 

We have processes in place for the early response by both us and residential customers to payment 

difficulties, including: 

• Monitoring billing and payment history to identify customers who may be at risk of, or experiencing, 

payment difficulties; 

• Training frontline and collections staff to identify indicators of financial hardship (including vulnerability 

indicators such as family violence) and to respond sensitively and consistently with this Policy; 
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• Proactively contacting customers who show signs of payment difficulty, before formal debt recovery or 

disconnection processes begin; 

• Encouraging customers, financial counsellors and other advocates to contact us as early as possible 

when payment difficulties arise; 

 

10. How we communicate with customers about this policy 

We will: 

• Make this Policy easily accessible on our website, in a readily printable form; 

• Send a copy of this Policy to any residential customer who asks for one, free of charge; 

• Ensure information is readily available to residential customers about this Policy, the assistance 

available under Sections 5 and 6, approaches to lowering energy costs, and government and non-

government assistance (including Utility Relief Grants and energy concessions); 

• Ensure any written communication with a residential customer about hardship assistance is expressed 

in plain language, legible, and presented clearly and appropriately; 

• Send written communications by post unless the customer has given explicit informed consent to 

receive them another way, and will not charge a customer for any such communication; 

• Provide information in a customer's preferred language (using translating and interpreting services) or 

format (e.g. large print, Auslan, National Relay Service) where reasonably required. 

9. Other support available 

9.1 Government and non-government assistance 

We will provide customers with information about, and practical assistance to access, relevant government 

and non-government assistance, including Utility Relief Grants, the Utility Relief Grant Scheme, energy 

concessions (e.g. Annual Electricity/Gas Concession, Winter Energy Concession, Life Support Concession), 

and services provided by financial counsellors and community organisations.  

9.2 Family violence 

We recognise that family violence can cause or contribute to financial hardship. Customers affected by family 

violence can access support under our separate Family Violence Policy, as well as the assistance described in 

this Policy. Our staff are trained to identify and respond sensitively to customers who disclose family violence. 

9.3 Complaints and dispute resolution 

If a customer is not satisfied with the assistance provided under this Policy, they can raise a complaint through 

our complaints process available on our website. If a complaint cannot be resolved with us directly, the 

customer can contact the Energy and Water Ombudsman (Victoria) (EWOV) for independent dispute 

resolution at https://www.ewov.com.au/contact-us, free of charge. 
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10. Review of this policy 

We will review this Policy periodically and whenever required by the Commission.  


