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To facilitate the prompt resolution of complaints and disputes between consumers 
of energy and water services and members of the Scheme by providing a free, 
independent, accessible, fair and informal service            
                                                                                                        to consumers
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Energy and Water Ombudsman (SA) Limited received 14,493 cases in 2011-12 compared with 10,204 in 2010-11,  
an increase of 42%.
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'ES&R,PT,ON O) &ASE LE9ELS

EnTuiry

An enquiry is a request for information or assistance that 
can be dealt with quickly. It is not an expression of dis-
satisfaction.

Refer to &ustomer Service �R&S�

A Refer to Customer Service (RCS) case is a complaint 
(expression of dissatisfaction) about an energy or water 
supplier that has not been raised with the company in 
the first instance. The complainant is referred back to the 
energy or water supplier’s customer service area.

Refer to +igher Level �R+L� 

If a complaint has been raised with an energy or water 
supplier’s customer services area, we will refer the mat-
ter to the supplier’s higher-level contact staff in an effort 
to resolve the matter.

&onsultation

A consultation complaint occurs when a customer is 
without energy or water supply or such a situation is im-
minent. Cases include disconnections or restrictions for 
non-payment of accounts.

)acilitation

In straightforward cases, prior to investigation we may 
facilitate a resolution between the complainant and the 
energy or water supplier. 

,nvestigation

If a complaint has been referred to a higher-level contact 
with an energy or water supplier but remains unresolved, 
we will investigate and attempt to negotiate an outcome. 

S&+E0E &O9ERA*E

The jurisdiction of the Scheme extends to about 834,000 electricity customers, 411,000 gas customers and 725,000 
water customers. 
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OUR ROLE
The Energy and Water Ombudsman (SA) Limited (“the 
Scheme”) is an independent body established to investigate 
and resolve disputes between customers and energy and 
water suppliers in South Australia.

0,SS,ON STATE0ENT
To facilitate the prompt resolution of complaints and dis-
putes between consumers of energy and water services and 
members of the Scheme by providing a free, independent, 
accessible, fair and informal service to consumers.

*U,',N* PR,N&,PLES
• We will deal with complaints in a fair, just, informal and 

expeditious manner.

• We will act independently, while maintaining good 
working relationships with members and other 
stakeholders.

• We will be accessible to energy and water consumers 
in SA and will ensure there are no barriers to access, 
including geographic location, language, physical or 
mental capability, or financial status.

• The service will be free to consumers.

• We will make effective use of technology to assist in 
quality complaint handling, referral and reporting.

• We will foster effective links with members, other 
complaint handling bodies, government agencies, and 
consumer and community organisations.

:hat :e 'o
Customers can approach us about a range of matters in-
cluding:

• Connection, supply and sale of energy or water by a 
member company

• Disconnection or restriction of supply

• Billing disputes

• Administration of credit and payment services

• Security deposits

• The impact on land or other property of actions by a 
member company

• The conduct of members' employees, servants, officers, 
contractors or agents

• Any other matters referred by a member by agreement 
with the Ombudsman and the person/s affected.

Customer issues normally are resolved by negotiation.  
However, the Ombudsman may resolve a complaint by 
making a determination that is binding on the member, 
including by:

• Directing the member to provide energy or water 
services

• Directing the member to amend, or not impose, a charge 
for a service

• Directing the member to supply goods or services 
that are the subject of the complaint or undertake any 
corrective action, or other work, to resolve the complaint

• Directing a member to do, not to do, or cease doing an act

• Making a determination that the member pay 
compensation to the complainant.

The Ombudsman can make determinations up to a value of 
$20,000 or up to $50,000 with the consent of the member.

:hat :e 'o Not 'o
Our functions do not extend to areas such as:
• The setting of prices and tariffs

• Commercial activities outside the scope of the member’s 
licence

• The content of government policies, legislation, licences 
and codes

• Matters before a court, tribunal or arbitrator

• Customer contributions to the cost of capital works

• Disputes between member companies.

+ow :e :orN
• We generally require that customers take up their 

complaint with the energy or water supplier in the first 
instance so complaints can be resolved as quickly and 
as close to the source as possible, unless it is difficult for 
the customer to do so because of factors such as age, 
language or disability.

• Where we refer a customer back to their energy or water 
supplier, we will ask them to contact us if they have 
not been able to resolve disputes directly and are not 
satisfied with the company’s response.

• We will keep customers informed of the progress of our 
investigation.

• We will be as helpful as possible to people who contact 
the office, whether or not we are able to assist them 
directly.  If we cannot help, we will try to find someone 
who can.

• We will provide interpreter, translator or other assistance 
to customers who have difficulties communicating with us.
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The %oard
The Board comprises four industry directors elected by 
Scheme members, four consumer directors nominated 
by the Essential Service Commission of South Australia  
(ESCOSA) and an independent chairperson.

&hairman
:illiam &ossey A0 (appointed 23 March 2009)
Chair, People’s Choice Credit Union; Chair, Board of 
Management, Don Dunstan Foundation; President, Tennis 
SA; Director, East Waste; Council Member, University of 
South Australia; Director, Adelaide Benevolent Society

'irectors
Peter %icNnell (appointed 28 February 2009)
Chair, Uniting Care Australia; Chair, Uniting Care Wesley 
Port Adelaide Inc; Chair, Portway Housing Association Inc; 
Chair, Adelaide Brighton Cement Community Liaison Group; 
Chair, Owens Illinois Community Consultation Group; 
Chair, Penrice Osborne Community Consultation Group; 
Commissioner, National Mental Health Commission; Chair, 
Port Adelaide Renewal Steering Committee

:endy Eyre (appointed 1 August 2012)
Formerly Legal Counsel, Energy Division, Department of 
Transport, Energy and Infrastructure

Susan )ilby (appointed 18 May 2006)
General Manager Customer Relations, SA Power Networks

Na]]areno La *amba (appointed 29 April 2009)
General Manager, Marketing & Customer Innovations, 
Origin Energy

.aylene 0atthias (appointed 28 February 2009)
General Manager, Rural Business Support; Chair, Regional 
Development Australia, Yorke and Mid North; Committee 
Member, Rural Media SA; Member, Regional Communities 
Consultative Council

.im Thomas (appointed 25 May 2011)
National Operations Manager – Customer Services, AGL

Neil :hite (appointed 1 August 2012)
Head of Customer Services, SA Water; Director, Autism SA

Rodney :illiams (appointed 24 October 2007)
Former Director, Competition Policy, SA Department of 
Premier and Cabinet 

&ompany Secretary
Pia %enticN, )&,S, %arrister �np�

OUR 0E0%ERS 
Electricity 0embers �as at �� -une �����
AGL Sales (Queensland Electricity) Pty Ltd 
AGL Sales Pty Ltd
AGL South Australia Pty Ltd
Alinta Energy Retail Sales Pty Ltd 
Aurora Energy Pty Ltd
Country Energy
Diamond Energy Pty Ltd 
ElectraNet Pty Ltd (Electricity Transmission)
ERM Power Retail Pty Ltd
Flinders Power Partnership
Lumo Energy (SA) Pty Ltd
Momentum Energy Pty Ltd
Murraylink Transmission Company (Electricity Transmission)
Origin Energy Electricity Ltd
Powerdirect Pty Ltd
Red Energy Pty Ltd
SA Power Networks (Electricity Distribution)
Sanctuary Energy Pty Ltd
Simply Energy 
TRUenergy Pty Ltd

*as 0embers
AGL South Australia Pty Ltd
Alinta Energy Retail Sales Pty Ltd 
Envestra Ltd (Gas Distribution)
Origin Energy Retail Ltd
Simply Energy 
TRUenergy Pty Ltd

:ater 0embers
South Australian Water Corporation
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%ill &ossey z &hairman 

By better understanding why so many people 
are dissatisfied with members’ responses, 
the Board hopes to assist members to deal 
more effectively with the customer concerns 
in the first place...

%oard 0embers from left to right�
Rodney Williams • Peter Bicknell • %ill &ossey >&hairman@ • Kaylene Matthias • Susan Filby • Nazzareno La Gamba • Kim Thomas
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I am pleased to provide this report for the 2011-12 year.

Throughout the year the Board met each month (with the 
exception of January 2012) and discharged its governance 
obligations with enthusiasm and goodwill.  In addition, the 
Board met with members in May to approve the budget and 
in November at an Annual General Meeting as prescribed by 
the company’s Constitution. There was no change to Board 
membership during the year. 

Early in the financial year, the Board commissioned an 
externally facilitated review of its own performance. This 
involved an independent survey of Scheme members and 
other stakeholders as well as a survey of Board members. 
Although there are always opportunities for improvement, 
the review concluded that the Board is functioning well. The 
Board is committed to further reviews of its performance at 
regular intervals in future.

During the year the Board devoted a considerable amount 
of time at each Board meeting to discussing societal and 
industry trends that are likely to impact on the short- and 
long-term workload of the Scheme. These discussions 
aim to alert management to trends and prepare them to 
respond quickly and appropriately. The Board has been 
delighted with management’s acceptance of the value of 
these discussions. At the time of writing, the Board was 
preparing for a strategic thinking session that would lead 
to the release of a revised Strategic Plan later in 2012-13. 
Without wishing to pre-empt the outcome of this process, it 
remains of concern to the Board that community awareness 
of the existence of all energy industry ombudsman schemes 
remains at about 50%.

As mentioned in last year’s report, the Board is keen to 
improve the reporting of enquiries and complaints, with an 
emphasis on trend information and the motivation of the 
users of the ombudsman’s scheme.

The Scheme stands as a last resort for customers 
dissatisfied with responses from Scheme members to 
enquiries and complaints. By better understanding why so 
many people are dissatisfied with members’ responses, the 
Board hopes to assist members to deal more effectively with 
the customer concerns in the first place, thereby reducing 
the pressure on – and cost of – the Scheme. This will require 
an upgraded complaints management system, and with 
member support the process of identifying an upgraded 
system was substantially progressed. I anticipate a decision 
early in 2012-13, with implementation to follow quite quickly.

Even with the more limited data currently available, the Board 
closely monitored enquiry and complaint levels, rates of 
resolution and feedback from users of the Scheme obtained 
from regular surveys. This was partly to ensure a high level 
of customer service and partly to assess the impact of 
the new funding model implemented on 1 July 2010. The 
new arrangements are based primarily on member usage 

of the Scheme and on case fees indicative of the level of 
involvement the Scheme has with each case. Now that we 
have two years of data under this funding model, it appears 
that the objectives of the model are being met. The financial 
health of the company has been maintained.

During the year momentum continued for the possible 
inclusion of the water industry in the South Australian 
Scheme (as is the case in several other states) and the 
Board continued planning for this possibility.  Late in 
2011-12, the South Australian Parliament passed relevant 
legislation and SA Water voluntarily joined in advance of 
its legal obligation. This will lead to the appointment of two 
additional Board members (one nominated by SA Water and 
another independent member) early in 2012-13.

Throughout the year, the Board maintained a sound working 
relationship with the Essential Services Commission of 
South Australia (ESCOSA) and continued the practice of 
meeting formally with its Chief Executive, Dr Paul Kerin, at 
one Board meeting per year.  This is in addition to numerous 
informal contacts.  On behalf of the Board I thank Dr Kerin 
for his continued guidance and support, continuing the very 
strong relationship developed by his predecessor (and 
now ESCOSA Chair), Dr Pat Walsh. The Ombudsman is 
required to alert ESCOSA to all apparent systemic issues 
encountered through dealing with individual complaints. 
ESCOSA then has the responsibility of confirming whether 
the matters raised are of a systemic nature and, if so, to 
require Scheme members to take corrective action. The 
Board has been delighted with ESCOSA’s responsiveness 
in dealing with these matters. 

In conclusion I place on record my sincere thanks to my 
fellow Board members for their continued support and 
enthusiasm.  I thank all Scheme members for their willing 
support of the Board and for their cooperation with the 
Ombudsman and the staff of the office on a day-to-day 
basis. This cooperation was very evident late in the year 
when the Ombudsman successfully called on members 
to apply some dedicated effort to reducing the number of 
unresolved complaints.

Finally, I thank the Ombudsman, Sandy Canale, and the 
staff of the Ombudsman’s Office for their outstanding work 
in the resolution of customer enquiries and complaints in the 
face of an ever-increasing workload.  The positive response 
from users of the Scheme in regular surveys is a credit to 
the dedication and service orientation of the Ombudsman 
and all staff.

%ill &ossey A0
Chairman
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The Energy and Water Ombudsman team working within regional communities

Our experience has been that the retailers 
have been responsive to customers in 
hardship and assisted with affordable 
payment plans when contacted by us. 
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I am delighted to present my first report following the expansion 
of the Scheme to include the water industry late last year.

There is no doubt the 2011-12 financial year presented 
significant challenges, with the case volume escalating 
42% on the previous year. This is a concern, considering 
that cases increased 15.4% in the previous financial year. In 
total, 14,493 new cases were received in 2011-12, compared 
with 10,204 in 2010-11. A significant contributor to this 
increase was the number of problems one large energy 
retailer encountered resolving customer issues following a 
conversion of its customer information system. 

Many other customers contacted us because they were not 
served well when they first contacted their energy supplier, 
and it is disappointing that we have to deal with so many 
matters that could easily be resolved by the provider at the 
first contact. While there is no doubt that the complexity 
of disputes continues to grow due to the nature of the 
energy industry, companies could do much more to train 
their customer service staff to deal with these matters 
appropriately and in a reasonable time frame.

Billing matters accounted for 45.3 % of all cases received 
and again was the largest category. The main contributor 
was high bill complaints, with consumers expressing 
concern at the receipt of a higher than expected account 
they believed was inaccurate or had not been adequately 
explained to them. 

Matters relating to credit management activities increased 
by 32.8%. Affordability issues have steadily increased and 
the recent gas and electricity price changes will place further 
pressure on households already struggling with other cost 
demands. Our experience has been that the retailers have 
been responsive to customers in hardship and assisted 
with affordable payment plans when contacted by us. Early 
identification of customers in hardship remains challenging 
and we appreciate the work of financial counsellors and other 
community workers who assist us in ensuring that people 
facing payment difficulties or imminent disconnection have 
their cases appropriately dealt with by the retailers.

Complaints concerning sales and marketing activities 
accounted for 17.3 % of cases. Issues relating to contracting, 
market conduct and transfers mainly drove the increase in 
this category. While the move to self regulation by Industry 
earlier in the year led to some improvement in the latter 
part of the financial year, it is disturbing that we continue to 
receive complaints about door-to-door sales practices by a 
small number of agents. We will continue to work with the 
retailers and relevant regulatory bodies in an endeavour to 
improve the work practices of sales and marketing staff.

The number of consumers contacting our office for general 
independent advice increased by 76.6 %. Matters relating 
to photovoltaics made up 38% of contacts, as consumers 
sought guidance on the appropriate body to contact to 
resolve their matter. Often these discussions helped prevent 

matters escalating to complaints or assisted customers to 
resolve matters directly with the supplier.

Pleasingly, two categories experienced reductions in 
complaint numbers. The first was supply quality, which 
fell 46.2% as a result of a drop in unplanned outages. 
The second was land related matters, which declined by 
12.4% due to a reduction in matters relating to network 
infrastructure and easements.

Around a third (32.3 %) of all cases received by the 
Scheme were resolved or dealt with at the ‘enquiry’ and 
‘refer to customer service’ levels. The remainder required 
intervention by this office and referral of complaints or 
concerns to higher level authorities within the energy or 
water suppliers, or an independent investigation.

The growing demand for our services has caused us to reflect 
on the way we operate to ensure we continue to deliver high 
value, efficient services for all our stakeholders. As such, the 
Board approved the engagement of LimeBridge Australia 
in May to assist us to conduct a thorough review of our 
procedures and processes. This work will continue into the 
new financial year and, when concluded, will result in more 
streamlined and consistent ways of operating. There has 
been a very high level of employee engagement throughout 
the review and I am confident that all stakeholders will 
benefit from the changes.

In early 2012, the South Australian Parliament passed the 
Water Industry Act 2012. The Act appoints ESCOSA as 
the independent regulator for urban and regional water 
and sewer services and for the establishment of consumer 
protections, including access to an independent Water 
Industry Ombudsman. The Scheme has been nominated to 
assume this role and, following approval by the members 
of the Company, changed its name to Energy and Water 
Ombudsman (SA) Limited on 7 December 2011 to reflect its 
expanded role. In preparation for the changes, the largest 
provider of water and sewerage services in the state, SA 
Water, joined the Scheme in a voluntary capacity on 19 
December 2011. We welcome SA Water as a member and 
thank it for its cooperation in establishing the necessary 
structures to manage consumer complaints referred by the 
Scheme. The Board has also expanded in August 2012, 
to include representation from the water industry and an 
independent Director representing consumers.

We have also commenced preparations for the expected 
changes resulting from South Australia implementing 
the National Energy Customer Framework. The original 
implementation was expected on 1 July 2012 but has now 
been delayed until 2012-13.

Our current accommodation was nearing capacity and 
the Board approved the leasing of additional space in an 
adjoining tenancy. Fit-out commenced in early June and 
was completed in August 2012.



10

ANNUAL REPORT �������

O
0

%
U

'
S0

A
N


S R
EPO

R
T

 2011-12

The Scheme’s current complaints management system 
is no longer able to satisfy all business requirements and 
extensive work was undertaken during the year to evaluate 
suitable replacements. A decision will be made in the first 
quarter of 2012-13 and it is expected that a new system will 
be operative in early 2013. 

We also updated our website and fact sheets during the 
year with a focus on providing information that could help 
consumers to resolve complaints directly with their energy 
or water supplier. Wherever possible we encourage the 
resolution of matters without our intervention.

:OR.,N* :,T+ STA.E+OL'ERS AN' 
&O00UN,T<
Increasing consumer awareness of the Scheme and ensuring 
accessibility for all in the community is integral to our success.

Community support agencies provide a valuable link in 
assisting the Scheme to promote its services to a broad 
range of consumers and, in particular, low income and 
disadvantaged households.

During the year we met with a number of service agencies 
to provide updates on case trends and emerging issues. 
These discussions were also useful in understanding 
current community concerns impacting on energy users 
and in providing general education on key issues to prevent 
problems from arising.

We also presented at a number of forums held by Uniting 
Care, Salvation Army, Anglicare, Kildonnan, Centacare and 
HESS financial counsellors.

We continued to promote our services to regional consumers 
and visited a number of support agencies and communities in 
Mount Gambier, Port Pirie, Port Augusta and Whyalla during 
the year. Media interviews were conducted in several locations.

0EET,N* :,T+ 0E0%ERS
Our aim is to maintain effective relations with members and 
drive continued customer service improvements. Regular 
discussions with the members helps in understanding 
key issues and assists in developing mitigation strategies 
where changes are proposed based on our comprehensive 
experience on possible impacts. Our ultimate goal is to work 
with members to prevent complaints arising in the first place. 
We intend to work with members in 2012-13 to find ways to 
reduce known complaint drivers.

Meetings are also held on a regular basis with those 
members generating most complaints to review progress 
towards resolution in a timely fashion and consider suitable 
negotiated outcomes. This has proved quite successful in 
assisting to clear the increased volumes experienced during 
the year within a reasonable timeframe. 

RE*ULATOR RELAT,ONS+,P
The Electricity and Gas Acts require ESCOSA to include 
a licence condition for electricity transmission, retail and 
distribution entities and for gas distribution and retail entities 
to participate in an Ombudsman Scheme, the terms and 
conditions of which are approved by ESCOSA. The new 
Water Industry Act has similar licence provisions. Energy and 
Water Ombudsman (SA) Limited is the approved Scheme in 
South Australia.

ESCOSA also has other important responsibilities under 
the Scheme’s Constitution and Charter, including the 
nomination of the independent Directors and approval of 
the appointment of the Chair. The relationship between 
the Scheme and ESCOSA is therefore important and it is 
pleasing that it is positive and professional.

I am a member of ESCOSA’s Consumer Advisory Committee 
and meet regularly with the CEO of ESCOSA, Dr Paul Kerin, 
and senior staff to discuss consumer issues, systemic 
matters and complaint trends.

Bi-monthly meetings have also been held with staff of the 
Australian Energy Regulator (AER) in preparation for the 
transfer of certain energy regulatory functions under the 
National Energy Customer Framework to the AER. 

0E',A
During the year I responded to a number of media enquiries 
and participated in media interviews relating to the expansion 
of the Scheme to include SA Water, energy sales and 
marketing, credit management, billing, customer services and 
general Scheme activity. These discussions also included 
information for consumers on how to avoid particular issues 
and how to address concerns when they arise.

The media also play a valuable role in increasing knowledge 
of the Scheme and their assistance in referring consumers 
to us is acknowledged.
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+U0AN RESOUR&ES
A number of structural changes occurred during the year to 
meet the demands of the increasing volume of contacts to 
our office. The aim was to use staff skills and experience 
more effectively, providing greater support for the team with 
daily activities and for longer term planning.

The office comprised 18 employees (17.2 full time 
equivalents). The current structure is provided above.

Further staff training and development in a range of technical 
and customer services areas followed the review of our 
operations and procedures during the year. Staff industry 
knowledge is continuously developed, and includes visits to 
electricity, gas and water plant sites.

:orN +ealth and Safety
The Company is strongly committed to the health and safety 
of its employees and strives to maintain a workplace free 
of injuries, encourages the wellbeing of our employees and  
promotes the protection of the environment.

Work Health and Safety is a focus at each regular team 
meeting. Additionally, ergonomic assessments and 
health checks are conducted annually, and the Company 
encourages staff participation in various heath and 
wellbeing activities, such as the Corporate Cup. Recycling 
and responsible use of energy are also encouraged.

There were no injuries or lost time due to injuries during the 
financial year.

*ender 'iversity
The Company has a commitment to gender diversity, 
demonstrated by high female participation at all levels of the 
organisation, including among management and the Board 
of Directors.

Staff &ommitment
I extend my thanks and appreciation to the dedicated and 
hard working team who have endured a busy year and still 
delivered quality, highly valued, dispute resolution services 
to SA consumers.

0E0%ERS O) T+E S&+E0E
As at 30 June 2012, the Scheme had 20 electricity members, 
6 gas members and 1 water member.

Alinta Energy Retail Sales Pty Ltd joined as an electricity 
and gas member on 27 July 2011, Sanctuary Energy Pty 
Ltd joined as an electricity member on 31 August 2011, and 
ERM Power Retail Pty Ltd joined as an electricity member 
on 27 June 2012. Country Energy electricity membership 
was ceased on 7 September 2012. SA Water voluntarily 
joined as the first water member on 19 December 2011.

See page 5 for details.

T+E %OAR'
I acknowledge the support I have received from the Board 
during this challenging year and particularly value the 
support and counsel of the Chairman, Mr Bill Cossey AM.

 

Sandy &anale 
Energy and Water Ombudsman
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Manager
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0.1FTE

July 2012
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0.6 FTE
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+ow we define a systemic issue
A systemic issue is one that has the potential to affect a 
number of consumers. The issue may arise from an energy 
or water supplier’s policy or practices or their application and 
may be caused by a range of matters in isolation or together. 
These include, but are not limited to, a system change, a 
policy or procedure change, lack of regulatory compliance 
or the conduct of an energy or water supplier’s employee or 
agent or contractor. 

Our role
We have a responsibility to identify systemic issues and 
potential compliance issues and, as appropriate, notify 
the relevant member and regulatory body or responsible 
authority. Once an issue is identified, we will notify the 
member and provide it with relevant information to assist it to 
address the matter and minimise the impact on consumers. 
We continue to work with the member and regulatory body 
to ensure that the matter is appropriately addressed. Where 
there has been a breach or violation of a legislative code 
or licence, it is the responsibility of the regulatory body or 
responsible authority to seek redress with the member. We 
do not possess any punitive powers. 

A summary of the key identified systemic issues that impacted 
individual members during the year is provided below.

• Failure to advise that consumption was based on  
estimate (July 2011)

•  Incorrect calculation of gas supply charges (July 2011)

• Concession details lost in computer system (July 2011)

• Energy price disclosure statement not provided (July 2011)

• Direct debits higher than agreed amounts (July 2011)

• Incorrect estimate period information displayed on  
account (September 2011)

• Incorrect consumption details provided (January 2012)

• Next scheduled read date incorrect on bills (February 2012)

• Delay in issuing photovoltaic accounts (May 2012)

• Prompt payment discount not being applied to  
photovoltaic customers in credit (May 2012)
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RE'U&E' SOLAR P9 
)EE'�,N TAR,)) 'UE  
TO SUPPL,ER ERROR

Scenario

Ms W installed her solar PV 
system in December 2011 and 
arranged for the electrician 
to submit the necessary 
paperwork to her supplier, who 
in turn needed to provide it to 
the distributor by the end of 
January to ensure she would 
qualify for the Solar Feed-
In Tariff (FiT) of 44c/kWh. 
However, when she contacted 
the supplier in late February 
she was told she was not 
eligible because the paperwork 
had not been provided to the 
distributor in time. 

&omplaint

Ms W expressed dissatisfaction 
that despite her best efforts she 
would miss out on the 44c FiT for 
the remainder of the legislated 
period (16 years to 2028).

Outcome

Our investigation revealed that 
the supplier had received the 
application before the deadline 
but had neglected to submit it 
to the distributor. The supplier 
agreed to apply a manual credit 
to Ms W’s account each year for 
the solar export.

'ELA< ,N 
,NSTALLAT,ON O) 
SOLAR P9 0ETER,N*

Scenario

Mr C lives in a remote area.  He 
installed his solar PV system 
in June 2011 and asked his 
distributor to install a solar 
import/export meter but was 
told this could not happen until 
September. When he objected 
because he would miss out on 
three months’ worth of solar 
export and credits, he was 
told the delays were caused 
by the high demand for solar 
installations.   

&omplaint

Mr C felt he was being 
discriminated against because 
of his location and asked the 
distributor to review its position. 
We advised him that customers 
are entitled to a basic connection 
within a prescribed timeframe 
but that distributors are only 
required to augment the network 
to benefit a single customer 
(such as in this situation) when 
they have the resources and 
crew available. 

Outcome

We referred the enquiry to a 
higher level and asked the 
distribution company to contact 
Mr C to discuss the situation. Mr 
C subsequently contacted us to 
say that he was satisfied with 
the explanation he had received. 
The distributor also was able to 
find an earlier appointment time 
for his meter exchange.  

+,*+ %,LLS

Scenario

Mr P moved into a newly built 
property in November 2011. He 
received his first bill in February 
and felt $800 was reasonable 
for a family of five using a range 
of appliances. His next bill in 
August was for $2800, and when 
he queried this he was told that 
it covered two billing periods – 
$1200 for Feb-May and $1600 
for May-Aug – because a 
system error had prevented a bill 
being issued in May. Mr P found 
the delay inconvenient and was 
offered a 6-month payment plan 
to pay the debt. 

&omplaint

Irrespective of the billing cycle, 
Mr P was concerned that his 
quarterly bills had risen from 
$800 to $1200 to $1600 and felt 
that the meter may be faulty or 
have been read incorrectly. 

Outcome

We asked the distributor 
to check the meter and a 
subsequent investigation 
showed it was operating within 
allowable tolerances and that 
all three readings were correct. 
We advised Mr P of this and told 
him that, because of seasonal 
differences, reliable usage 
comparisons could only be 
made between the same billing 
periods in different years. We 
suggested that he monitor his 
usage and obtain advice about 
the energy efficiency of his 
appliances. 

EST,0ATE' %,LLS

Scenario

Ms O was shocked when 
she received a $10,000 bill in 
December 2011 for electricity 
consumption at her pizza bar, 
because her previous bills had 
been for about $300 a quarter. 
Her supplier explained that 
her bills had been estimates 
only for the previous four years 
because they had not been able 
to access her meter. Ms O was 
distressed because she had 
not realised there were access 
issues. However, the supplier 
told her they had sent her letters 
about the issue, and that her 
accounts had clearly stated that 
they were estimates only.  

&omplaint

Ms O asked for our help, as she 
was concerned that she would 
not be able to pay the debt. She 
claimed to have no recollection 
of seeing the bill messages or 
receiving any letters.

Outcome

Our requested meter checks 
confirmed the accuracy of 
the meter and the readings. 
However, our subsequent 
investigation determined 
that neither the supplier 
nor the distributor could 
demonstrate that they had 
met their obligations to use 
‘best endeavours’ to obtain 
actual readings. In accordance 
with regulatory requirements, 
the outstanding balance was 
reduced to reflect only one 
year’s undercharging instead 
of four. Ms O was relieved. We 
reminded her of her obligation 
to ensure clear access to her 
meter and provided information 
about the realistic energy 
consumption levels for a 
business such as hers.
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TRANS)ER ,N ERROR

Scenario

When Ms E didn’t receive her 
normal quarterly gas bill her 
supplier told her the account 
had been closed, and an exit 
fee charged, following a transfer 
request from a competitor. She 
said that she had not authorised 
the change and wanted them to 
transfer the account back. The 
supplier replied that it could not 
do this retrospectively and that 
she would have to pay the other 
supplier for the current quarter’s 
supply, but it would try to transfer 
her back from the next reading. 
Ms E was forced to contact the 
distribution company to find out 
the name of the supplier who 
had transferred her account 
in error. However, the supplier 
subsequently advised that it did 
not have her details registered 
and could not do anything to 
help her. 

&omplaint 

Ms E was confused by the 
conflicting information and 
sought our assistance.  

Outcome

Our investigation confirmed that 
the competitor had transferred 
the gas meter number for Ms E’s 
address in error. We arranged 
for the transfer to be reversed 
and for the original supplier to re-
open her account and reverse 
the exit fee. Ms E was happy 
with the outcome.

SALES AN' 0AR.ET,N*

Scenario

Mr S agreed to change energy 
suppliers in December 2011 
after a door-to-door marketer 
offered him a 9% discount on 
both his gas and electricity 
accounts. However, when he 
received his first bills in March 
both were higher than from his 
previous supplier and it did not 
appear that any discount had 
been applied. When he asked 
the supplier why he had not 
been billed according to his 
contract he was told that the 
company was just following the 
‘government rate increases’ and 
that he had agreed to the terms 
and conditions that it could vary 
the rates. Mr S replied that the 
terms and conditions stipulated 
that the rates could only be 
varied by written notice to him, 
which he had not received. 

&omplaint

Mr S was not satisfied with the 
response from the supplier and 
sought our assistance.

Outcome

We referred the complaint to 
a higher level at the supplier, 
who confirmed that it had not 
notified Mr S of the rate change 
as required by the contract. The 
company reduced his rates and 
offered to waive the exit fees 
should he decide to leave.

&ROSS 0ETER,N*

Scenario

Mr M moved into his newly 
built townhouse and opened 
his energy and water accounts 
by providing the respective 
suppliers with his address 
(lot and street numbers) and 
meter numbers. When his first 
electricity bill was much higher 
than expected for one person 
living alone, his supplier advised 
him that the bill was based on a 
meter reading and that it must 
be the appliances he is using. 

&omplaint 

Mr M did not accept this 
response. He told us that the 
property was newly built over a 
demolished larger sub-divided 
block on a corner. 

Outcome

We suspected the bill was 
based on an incorrect meter 
number and this was confirmed 
by our investigation. It is likely 
the distribution company or the 
electrician incorrectly labelled 
the meters in the communal 
meter box. This resulted in Mr 
M being billed for the electricity 
used by a family of five in an 
adjoining property with a pool. 
Mr M was pleased with the 
outcome. We suggested he 
monitor his water and gas bills 
to ensure the same issue did not 
re-occur. 

PA<0ENT ',)),&ULT,ES

Scenario

When serious illness forced Ms 
M to leave her job, she spent 
most of her time at home and 
her combined electricity and 
gas bills increased from $300 to 
$900 per quarter.  At the time she 
had no income or family support, 
was not yet eligible for a pension, 
and could only afford $100 per 
month towards her energy debt.  
When she explained this to her 
supplier she was simply told that 
she must pay $300 per month 
or she would be disconnected. 
Given her fragile emotional and 
physical state Ms M did not feel 
able to negotiate further and 
when she could not pay both 
her gas and electricity were 
disconnected. 

&omplaint

Ms M sought our assistance 
in getting reconnected and 
negotiating an extended 
payment plan.  

Outcome

We contacted the supplier's 
hardship team and arranged 
reconnection and an extended 
affordable payment plan. Ms M 
was grateful for our help and said 
she was embarrassed to have 
found herself in the situation. 

&
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Scenario

Mr M’s home lost power during 
a storm soon after he heard 
a noise and noticed a tree 
falling and sparks coming from 
overhead power lines across 
the road. Power was restored 
the next morning after a crew 
from the distributor repaired a 
transformer near his house and 
all of his electrical equipment 
ran normally except for this TV, 
which he had been watching 
until the power failed, and his 
laptop. A repairer told him 
both were damaged beyond 
repair, possibly due to a power 
surge. When Mr M sought 
compensation the distributor 
advised him to submit a claim, 
but subsequently told him the 
claim was denied because they 
could not have stopped lightning 
from striking the transformer and 
thus had not been negligent. 
They also advised that if there 
had been a power surge it 
should have damaged his meter, 
and there was no evidence of 
any damage. 

&omplaint

Mr M was dissatisfied with 
this outcome and asked us to 
investigate.

'A0A*E &LA,0 cont�

Outcome

Outcome 

Our investigation supported 
the distributor's position. The 
distributor was also able to 
demonstrate that its maintenance 
of the network was in 
accordance with technical 
regulator's requirements 
(vegetation clearance zones, 
tree trimming, patrolling of lines 
etc). The distributor paid Mr M 
a credit for his loss of supply, 
in line with its guaranteed 
service level requirements, 
and suggested he contact his 
insurance company to make a 
claim. Mr M later advised that his 
insurer had paid his claim in full 
and he was satisfied, although 
still concerned that others may 
not be aware of the ‘negligence 
or bad faith’ regulations. 

UNPLANNE' 
ELE&TR,&,T< OUTA*E

Scenario

In the middle of the day in early 
January 2012 Mr V noticed 
that he had lost power but 
neighbours in an adjoining street 
had not. The distributor advised 
that power was sometimes 
disconnected during heatwaves 
to reduce the risk of bushfires, in 
accordance with legislation.

&omplaint

Concerned about the risk if many 
of his elderly neighbours were 
without power, Mr V requested 
an infrastructure upgrade to 
prevent this type of situation 
from occurring and contacted us 
to register his concern. 

Outcome

We referred the matter to a 
higher-level contact within 
the distributor who explained 
in detail to Mr V the layout of 
its distribution network and 
the need to disconnect the 
power in extreme situations 
to ensure community safety. 
The distributor confirmed 
that all infrastructure had 
been performing correctly 
at the time of the unplanned 
interruption and an upgrade 
was not required.

:ATER LEA. 

Scenario

In early 2012 a plumber advised 
Mr N to inform his water 
distributor that a pipe between 
the mains and the meter on his 
property was at risk of rupturing 
and causing property damage.  
Mr N did so immediately but a 
crew did not attend and after 
contacting the distributor several 
more times he was advised it 
had no record of the original job. 

&omplaint

Mr N contacted us to express his 
concern that the leak appeared 
to be getting worse and that the 
distributor appeared not to be 
responding. 

Outcome

The distributor advised us that 
the job was possibly delayed 
because it had been classified 
as a ‘low’ priority. Mr N later 
advised it was repaired several 
months after it was reported. He 
was satisfied when this occurred 
but remained concerned that it 
had taken so long. He believed 
the delay might have been even 
greater without our involvement. 
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&ASE 0ANA*E0ENT
Overview
We received 14,493 cases in 2011-12, an increase of 4,289 (42%) on the previous year. Billing issues showed the highest 
increase (55.1%), but there were reductions in both Land and Supply Quality issues. The 76.6% increase in General Enquiries 
was significant, indicating more consumers are seeking information. For the same period we closed (finalised) 14,382 cases, 
which compares with 10,081 cases closed in 2010-11.

,ssues Received
The table below provides details of the cases received and compares activities with the previous reporting period.

,ndustry
Electricity issues comprised 82.6% of the cases handled (83.4 % in 2010-11), gas 12.9% (12.5 %), dual fuel (mostly contract 
and marketing issues) 4.4% (4.1 %,) and water 0.1% (0%). The chart below illustrates activities by industry. Dual fuel is where 
a case relates to both electricity and gas. 

,ssues �&ases Received� ������� � Total ������� � Total 'ifference

Billing 4,234 41.5% 6,565 45.3% 55.1%

Sales and Marketing 1,897 18.6% 2,507 17.3% 32.2%

Credit Management 1,169 11.5% 1,552 10.7% 32.8%

Customer Service (Incl Privacy) 900 8.8% 942 6.5% 4.7%

General Enquiry 905 8.9% 1,598 11.0% 76.6%

Land 113 1.1% 99 0.7% -12.4%

Provision 694 6.8% 1,073 7.4% 54.6%

Supply Quality 292 2.9% 157 1.1% -46.2%

TOTAL ��,��� ������ ��,��� ������ �����

 2010-11 2011-12
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The 'ifference %etween EnTuiries and &omplaints
A case is a contact with us and can be handled as an 
‘Enquiry’ or a ‘Complaint’. There were 14,382 cases handled 
(closed) in 2011-12.

An ‘enquiry’ is a request for information or assistance. A 
complaint is an expression of dissatisfaction with an energy 
or water supplier that is a member of the Scheme.

EnTuiries
The provision of timely and accurate information is an 
important component of our role. Typically an investigation 
officer will provide information on industry codes and 
regulations that may apply to a customer’s issue. If the issue 
is outside the jurisdiction of the Scheme we endeavour to 
provide appropriate referral points. 

We handled 3,462 cases at the Enquiry level in 2011-12, 
representing 24.1% of the total.

&omplaint z Refer to &ustomer Service �R&S�
Under our Charter, an energy or water supplier must have 
the opportunity to consider a complaint before we do. If this 
has not occurred, the contact with us is recorded as a Refer 
to Customer Service (RCS) complaint and the customer is 
asked to contact the supplier’s customer service section. 
This case level was introduced in 2010-11. Previously such 
cases were classified as Enquiries.

We handled 1,221 cases at the RCS level in 2011-12, 
representing 8.5% of the total.

&omplaint z Refer To +igher Level �R+L�
If a customer has been unable to resolve an issue with an 
energy or water supplier, we accept the issue as a complaint. 
If the customer’s contact has been at the member's  
call-centre level only, we will refer the complaint to the 
member's higher-level dispute resolution area under our 
Refer to Higher Level policy.

This policy is similar to other industry ombudsman schemes 
and provides the member with an opportunity to resolve the 
customer’s complaint at a more senior level. Exceptions to 
this RHL policy include complaints about disconnections 
that are imminent or have already taken place.

Customers are advised that if they are not satisfied with the 
resolution or the time taken to resolve their complaints they 
should contact us again.

We do not close a RHL case until advised by the member that 
the complaint has been resolved. In this way we maintain a 
‘watching brief’ over the resolution. If the customer advises 
us that he or she is not satisfied with the outcome, the case 
is upgraded to a Facilitation or an Investigation.

We handled 8,204 RHL cases in 2011-12, representing 57% 
of the total.

&omplaint z &onsultation
A consultation complaint occurs when a customer is 
without energy or water supply. Cases include customer 
disconnections or restrictions to water supply for non-
payment of accounts.

We handled 625 Consultation cases in 2011-12, representing 
4.3% of the total.

&omplaint z )acilitation
Prior to an investigation of a case, in straightforward matters 
we may facilitate a resolution between the complainant and 
the energy or water supplier. The complainant is provided 
with written details of the outcome of a Facilitated case.

We handled 648 Facilitation cases in 2011-12, representing 
4.5% of the total.

&omplaint z ,nvestigation
When a case has been accepted for investigation, the 
member is asked to provide information to assist the 
investigation. This may include details such as the 
customer’s billing history, previous contacts between the 
member and the customer relevant to the complaint, cause 
of any outage, and whether informed consent was given as 
part of a market contract. If the customer has supporting 
information, we ask that this also be provided.

Where appropriate, we may also obtain independent 
technical or legal advice or seek the opinion of a regulatory 
body such ESCOSA or the Office of the Technical Regulator.

Investigations will normally also include reviews of whether 
the requirements and provisions of the relevant energy 
codes and regulations have been met.

Our aim is to establish an objective and independent view of 
the issues and to negotiate fair and reasonable outcomes.

We handled 222 Investigations in 2011-12, representing 1.5 
% of the total.
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During 2011-12, cases were finalised at the following levels.

,ssues
The types of issues finalised in 2011-12 compared with 2010-11 are outlined in the following table.

%illing
In common with similar ombudsman schemes, billing issues continue to be the largest issue category, with the 6,455 cases 
representing 44.9% of the total caseload. In the previous year the 4,222 billing cases represented 41.9% of the total number 
finalised. There was a 17.5% increase in the number of high bill cases, the most common billing sub-issue.

 Enquiry RCS RHL Consultation Facilitation Investigation

2010-11

2011-12

 ,ssues �&ases finalised� ������� ������� 'ifference

No. % No. % No. % 

Billing 4,222 41.9% 6,455 44.9% 2,233 52.9%

Sales and Marketing 1,803 17.9% 2,537 17.6% 734 40.7%

Credit Management 1,173 11.6% 1,564 10.9% 391 33.3%

Customer Service (Incl Privacy) 912 9.0% 941 6.5% 29 3.2%

General Enquiry 898 8.9% 1,540 10.7% 642 71.5%

Land 113 1.1% 99 0.7% -14 -12.4%

Provision 671 6.7% 1,088 7.6% 417 62.1%

Supply Quality 289 2.9% 158 1.1% -131 -45.3%

TOTAL 10,081 100.0% 14,382 100.0% 4,301 42.7%
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&redit 0anagement � 'isconnections
The number of disconnection and imminent disconnection cases increased from 521 in 2010-11 to 637 in 2011-12. While 
such cases remain a relatively small component of the credit management category, they are important and are continually 
monitored for changes.

While water supply is not disconnected for credit management matters, it may be restricted. There was one actual restriction 
to water supply in the reporting year.

The chart and tables below detail the number of disconnection/restriction cases finalised between 2010-11 and 2011-12.

'isconnection by ,ndustry�)uel

<early &omparison

<ear Number 'isconnections as � of  
%illing and &redit &ases

'isconnections as �  
of Total &ases

2010-11 521 9.7 5.2

2011-12 637 7.9 4.4

,ndustry�)uel Actual ,mminent Total

Elect & Dual 317 158 475

Gas 123 38 161

Water (Restriction) 1 0 1

TOTAL 441 196 637

<ear *as Elect 	 'ual :ater TOTAL

2010-11 85 436 0 521

2011-12 196 440 1 637

Difference 111 4 1 116

% Difference 130.6% 0.9% 100.0% 22.3%
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Sales and 0arNeting
Finalised Sales and Marketing cases increased by 734 (40.7%) from 2010-11. There were large increases in the number of 
complaints about market conduct (33.6%) and transfers (delays in transfer and the wrong connection transferred) (44.7%).

&
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 2011-12

SU%�,SSUE ������� ������� 'ifference � 'ifference

Contract 350 496 146 41.7%

Information (Incl Tariff) 81 103 22 27.2%

Market Conduct 431 576 145 33.6%

Transfer 941 1,362 421 44.7%

TOTAL 1,803 2,537 734 40.7%
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Supply 4uality 
We finalised 158 supply quality cases during 2011-12 compared with 289 in the previous year, a pleasing reduction of 131 
cases (45.3%). The reason for the reduction was lower numbers of complaints relating to damages in infrastructure and  
easement, unplanned outage and voltage variations.

)inalisation of &ases :ithin Specified Timeframe
Case finalisation timeframes in 2011-12 were generally consistent with those in 2010-11.

&
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 2011-12

SU%�,SSUE ������� ������� 'ifference � 'ifference

Damage 43 29 -14 -32.6%

Delay in Repair 6 9 3 50.0%

Planned Outage 9 14 5 55.6%

Unplanned Outage 169 60 -109 -64.5%

Voltage Variations 62 45 -17 -27.4%

Sewer Overflow or 
Blockage

0 1 1 N/A

TOTAL 289 158 -131 -45.3%

&ases )inalised ������� ������� 'ifference

Within one day 35.4% 31.7% -3.7%

Within 30 days 80.4% 81.1% 0.7%

Within 60 days 95.6% 94.6% -1.0%

Within 90 days 98.4% 98.0% -0.4%

Beyond 90 days 1.6% 2.0% 0.4%

2010-11

2011-12
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Average Time �'ays� to )inalise :ithin &ase Levels

The increased complexity of matters resulted in slightly longer timeframes to complete facilitations and investigations than in 
the previous financial year. 

2010-11

2011-12
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Around 834,000 electricity customers, 411,000 gas customers and 725,000 water customers potentially fall within the 
jurisdiction of the Scheme. 

The following charts provide the Scheme contact statistics for the 2011-12 year.

Rural

Metro
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+ow the Scheme 'ealt with &ases
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Electricity �	 'ual )uel� &ases Received %y Provider
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*as &ases Received Per ��,��� &ustomers
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Members with fewer than 100 contacts in 2011-12 (Alinta Energy, Aurora Energy, Diamond Energy, Electranet SA,  
Momentum Energy. Red Energy, Sanctuary Energy and SA Water) have been omitted from the per 10,000 customer tables.
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&ORPORATE *O9ERNAN&E STATE0ENT
The Energy and Water Ombudsman (SA) Limited is a 
public company limited by guarantee, incorporated under 
the Corporations Act 2001 (Cth).  The Board of Directors 
are committed to achieving and demonstrating the highest 
standards of corporate governance.  The Company’s 
corporate governance framework has been developed in 
accordance with the Corporate Governance Principles 
and Recommendations released by the ASX Corporate 
Governance Council, as far as they apply to the Company.  
The Board continues to review the framework and practices 
to ensure they meet the interests of the Members.

The Board has primary responsibility for the formal 
administration of the Company, policy matters, oversight of 
the Scheme’s operation and maintaining the independence 
of the Ombudsman.  The Ombudsman has responsibility for 
the day to day operation of the Scheme and the resolution of 
individual complaints.  These roles are complementary and, 
generally, the Ombudsman will attend Board meetings as an 
observer and an advisor as appropriate.

A description of the Company’s main corporate governance 
practices is set out below.

�� T+E %OAR' O) ',RE&TORS
The Company is governed by a Board whose principal 
source and rules of governance include:

• The Constitution and Charter;

• The Board Charter;

•  Terms and Reference of the Board Committees; and 
Board Policy statements.

%oard &omposition
The composition of the Board is determined by the 
Company’s Constitution.  The Board consists of nine 
Directors and comprises:

•  two Directors elected by Electricity Members, one 
Director elected by Gas Members and one Director 
elected by Water Members (“Industry Directors”);

•  four persons nominated by the Essential Services 
Commission of South Australia (“ESCOSA”) to represent 
customers of electricity, gas and water services or public 
interest groups relevant to such services (“Independent 
Directors”); and

• an independent Chair.

The current Directors of the Company are:

• Mr P Bicknell, Independent Director

• Ms W Eyre, Independent Director

• Ms S Filby, Electricity Industry Director (SA Power Networks)

• Mr N La Gamba, Gas Industry Director (Origin)

• Ms K Matthias, Independent Director

• Ms K Thomas, Electricity Industry Director (AGL)

• Mr N White, Water Industry Director (SA Water)

• Mr R Williams, Independent Director

%oard SNills
In appointing Directors, as far as the structure of the Scheme 
allows, the appropriate mix and balance of skills available is 
taken into account.
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*ender 'iversity
The Company has a strong commitment to gender diversity, 
demonstrated by high female participation at all levels of the 
organisation, and including among management and the 
Board of Directors.

Currently half of the Board of Directors are female (plus 
male Chair), more than half of the management team are 
female, and 7 out of 11 Investigation Officers are female.  In 
addition we have two female administrative staff.  This gives 
us an overall percentage of 59% female and 41% male.

,ndependent &hair 
The Directors appoint, with the approval of ESCOSA, a 
person to be the independent Chair of the Board for a term 
of three years.  The Chair is eligible for reappointment for a 
subsequent term or terms of three years.

The Chair of any meeting has a deliberative vote, but does 
not have a casting vote on any matter.

Mr Bill Cossey, AM was appointed the Chair in March 2009, 
replacing Professor Keith Hancock, who retired at that time.

Term of Office
The Company’s Constitution specifies that no Director who 
is elected is to hold office for a period in excess of three 
years, or until the third annual general meeting following 
the Director's election, whichever is the longer, without 
submitting himself or herself for re-election.

The Directors nominated by the ESCOSA and appointed 
by the Directors hold office for a term of three years, and 
they are eligible to be nominated and appointed again for a 
subsequent term or terms.

%oard Processes
The Board currently holds 11 meetings per year, with 
additional meetings called as necessary to address any 
specific significant matters that arise.

&onflict of ,nterest
Directors must advise the Board, on an ongoing basis, of 
any personal interest that could potentially conflict with 
those of the Company.  

A Director is not counted in the quorum of a Board meeting 
considering any contract or proposed contract in which he or 
she has an interest, and is not entitled to vote on the matter.  
The details are recorded in the minutes of the meeting.

&hair and Ombudsman
The Chair is responsible for leading the Board, ensuring 
Directors are properly briefed in all matters relevant to their 
role and responsibilities, facilitating Board discussions and 
managing the Board’s relationship with the Company’s 
management team.

The Ombudsman is responsible for the day to day operation 
of the Scheme, implementing company strategies and 
policies and the resolution of individual complaints.

Mr Sandy Canale was appointed the Ombudsman in 
December 2007, following the retirement of the inaugural 
Ombudsman Mr Nick Hakof.

&ompany Secretary
The Board appoints a Company Secretary for such term and 
upon such terms and conditions as the Board thinks fit.

The Company Secretary is accountable to, and reports 
directly to, the Board, through the Chairman, on all 
governance matters.   All Directors have direct access to, 
and may seek information from, the Company Secretary, to 
assist them in carrying out their duties as Directors.

Mrs Pia Bentick, FCIS, Barrister (np), was appointed the 
Company Secretary in March 2000.
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,ndependent Professional Advice
Directors may obtain independent professional advice at the 
Company’s expense, on matters relevant to the Company’s 
affairs to assist them in carrying out their duties as Directors, 
subject to providing prior notice to the Chair.  Copy of any 
advice received by a Director may be made available to 
other members of the Board.

&orporate Reporting
The Ombudsman, the Business Services Manager and 
the Company Secretary are required to make a financial 
reporting certification to the Board with regard to the 
integrity of the financial statements of the company, risk 
management and internal compliance in respect of each 
financial year.

%oard Performance Assessment
The Board has a policy relating to the importance of 
reviewing its own performance and that of its Committees on 
an ongoing basis.  As a result, the Chair may hold individual 
discussions with each Director to discuss their performance.

The first Board Review was conducted in 2011.  Board 
Performance will be reviewed biennially.

�� %OAR' &O00,TTEES
The Company’s Constitution provides for the Board to ap-
point, from time to time, a committee known as the Budget 
Committee, comprising an equal number of Industry Direc-
tors and Independent Directors, not including the Chair of 
the Board. 

In addition to the Budget Committee, the Board will 
establish such other Committees as it deems appropriate.  
Membership of Committees comprises of Directors and 
Officers of the Company and such other persons as the 
Board determines.  The Board may delegate any of its 
powers and/or functions (except powers conferred and 
duties imposed on the Directors by law which are incapable 
of delegation) to a Committee or an Officer of the Company.

The Board has established Committees as set out below.  
The role and responsibilities of these Committees are 
detailed in formal Charters.  Other committees may be 
established from time to time for specific purposes.

%udget &ommittee
The Budget Committee formulates, for each Financial Year, 
a proposed Annual Funding Figure for the Company in a 
proposed Budget in consultation with the Ombudsman, and 
submits this to the Board at a time determined by the Board 
before the commencement of that Financial Year.  The terms 
of reference of the Budget Committee are set out in the 
Budget Committee Charter adopted by the Board.

The Members of the Budget Committee are:

• Ms Sue Filby (Chair)

• Mr Peter Bicknell

• Mr Bill Cossey attends Budget Committee meetings as 
an observer.
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Remuneration &ommittee
The Remuneration Committee reviews the Directors’ fees 
and the Ombudsman’s remuneration annually.  The terms of 
reference of the Remuneration Committee are set out in the 
Remuneration Committee Charter adopted by the Board.

The members of the Remuneration Committee are:

• Mr Bill Cossey (Chair)

• Ms Sue Filby

• Ms Kay Matthias

�� &ON'U&T AN' ET+,&S
E[pectations of 'irectors
The Board has adopted a policy to clarify the reasonable 
expectations of the Directors’ actions, attitudes and 
behaviours.  These expectations apply to both Industry and 
Independent Directors.  The policy also sets out duties and 
responsibilities of Directors, in addition to, and to complement 
those prescribed by Corporations Act 2001 (Cth).

&ode of &onduct
The Board has adopted a Code of Conduct that details the 
conduct and behaviour it expects from the employees of the 
Company in the performance of their duties.  All employees 
are expected to perform their duties with professionalism, 
efficiency, fairness, impartiality, honesty and sensitivity.  

�� R,S. 0ANA*E0ENT
RisN 0anagement Plan
A Risk Management Plan is in place to assist the Company 
in achieving its risk management objectives – to ensure 
protection against financial loss, to ensure legal and 
regulatory obligations are satisfied, and that business 
opportunities and risks are identified and properly managed, 
and appropriately monitored by the Board.  However, the 
Board recognises that no cost-effective internal control 
framework will preclude all errors and irregularities.

The Risk Management Team assists the Board in ensuring 
compliance with internal controls and risk management plans 
by regularly reviewing the effectiveness of the compliance 
and control systems, and reports to the Board quarterly.

��  &O00UN,&AT,ON :,T+ 0E0%ERS AN' 
T+E +OL',N* O) *ENERAL 0EET,N*S

The Board encourages full participation of Members at 
general meetings to ensure high level of accountability 
and identification with the Company’s strategy and goals.  
Important issues are presented to the Members as single 
resolutions.  It is current practice that proxy forms are issued 
to all eligible Members with the notice of general meetings.

Members are required to vote on the Annual Funding figure 
for the Company, the aggregate remuneration of Directors 
and changes to the Company’s Constitution.  Copies of the 
Constitution are available to any member who requests it 
and from the Company’s website www.ewosa.com.au.

Other means of communication with Members include:

• The Annual Report, which is available to all Members 
and at the Company’s website;

• The Financial Report which is posted to all Members; 
and

• Stakeholder meetings with the Ombudsman.

Feedback from Members is also regularly sought through 
various surveys and informal feedback opportunities.

http://www.ewosa.com.au
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 ���� 2011
 �    $  
Revenues from ordinary activities �,���,��� 2,044,638 
Expenses from ordinary activities �,���,���  1,613,890 
Profit for the year 1,035,135  430,748
Other comprehensive income - -

Total comprehensive income �,���,���  430,748

STATE0ENT O) ),NAN&,AL POS,T,ON AS AT �� -UNE ����

&URRENT ASSETS
Cash and cash equivalents �,���,���  594,878
Trade and other receivables ���,���  350,962
Other ���,��� -

TOTAL &URRENT ASSETS �,���,��� 945,840 

NON &URRENT ASSETS
Property, plant and equipment 450,547 506,763
Rent bond receivable 17,100 17,100

TOTAL NON &URRENT ASSETS ���,��� 523,863

TOTAL ASSETS �,���,��� 1,469,703
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STATE0ENT O) ,N&O0E )OR T+E <EAR EN'E' �� -UNE ����

 ���� 2011
 �    $  
&URRENT L,A%,L,T,ES
Trade and other payables 208,951 78,099
Provisions 70,998 101,519
Other 394,177 285,231
Office fitout incentive 65,000 85,000

TOTAL &URRENT L,A%,L,T,ES ���,��� 549,849

TOTAL L,A%,L,T,ES ���,��� 549,849

NET  ASSETS �,���,��� 919,854

E4U,T<
Accumulated surplus 1,954,989 919,854

TOTAL E4U,T< �,���,��� 919,854

STATE0ENT O) &AS+ )LO: )OR T+E <EAR EN'E' �� -UNE ����

&AS+ )LO:S )RO0 OPERAT,N* A&T,9,T,ES
Payments received from members (inclusive of GST) 3,036,480 2,457,404
Interest received 31,472 17,892
Payments to suppliers and employees (inclusive of GST) (2,109,474) (2,115,857)
Interest paid -       -
Net cash flows from operating activities 958,478 359,439

&AS+ )LO:S )RO0 ,N9EST,N* A&T,9,T,ES
Purchase of property, plant and equipment (63,388) (421,987)
Net cash flows from investing activities (63,388) (421,987)
Net increase/(decrease) in cash held 895,090 (62,548)
Cash at beginning of year 594,878 657,425

&AS+ AT EN' O) <EAR �,���,��� 594,878
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Handling a Complaint

 This Fact Sheet explains how you go about making 

a complaint with your energy or water supplier and 

then contacting us if you need further assistance. 

Read this Fact Sheet if you want to know: 

• who we are

• how to make a complaint to your energy or water 

   supplier

• how to lodge your complaint with us.

Who are we?
We are an independent, free service for electricity, gas 
and water customers who want to resolve a problem 
with their energy or water supplier.

We can help you with complaints about: 

• Billing - including high or disputed bills, not receiving 
bills, errors on your bill, bulk hot water bills, estimated 
or incorrect usage charges, incorrect rates or fees and 
charges applied.

• Credit - including payment difficulties, default listing,
   disconnection of your energy supply or restriction of 
   your water supply for non-payment of bills.

• Connections – including problems with the provision
    and supply of electricity, gas or water.

• Supply - including supply quality, planned or 
   unplanned energy or water interruptions, or if you
   suffer damages or loss due to supply issues.

• Marketing - including the conduct of energy sales
   people, pressuring you into accepting a contract, 
   or providing misleading information.

• Transfer – including problems with the incorrect 
   transfer of your account to another supplier, or 
   delays with a transfer.

• Customer Service - including behaviour and manner 
   of energy or water company staff, contractors and 
   agents or the way they have accessed your property.

We have no authority over:
• Energy or water pricing policies and tariff
   structures

• Complaints relating to electrician, gas fitter or
   plumbing services or appliances (including solar
   systems)

• On-selling energy or water to tenants in caravan
   parks, retirement villages and other multi-tenanted
   dwellings

• Bottled LPG. 

If we are unable to assist with your complaint we’ll 
endeavour to provide you with the appropriate contacts 
that can do so.

Tips for resolving complaints
Always try to resolve any problem with your energy or 
water supplier first before contacting us for assistance.

When contacting your energy and water supplier to make 
a complaint, it’s important to get your facts right, stay 
calm and polite at all times, and be persistent.

Before calling your energy or water supplier, you should:

• make a note of what you want to say (a brief and factual 
  description of the details of your complaint in the order
  they happened)

• have your latest energy or water account with you.

When calling your energy or water supplier, 
remember to:

• write down the name of the person you speak to, the 

  date and time, and what is said

• explain your problem and what you would like them to

   do to resolve it (if your matter is urgent, explain why)

• ask what they will do to resolve your complaint and how
   long it will take

• ask to speak to a manager if the operator can’t resolve
   the issue.

Lodging your complaint with us

If you’re still not satisfied after contacting your energy or 
water supplier to resolve your problem, you can lodge a 
complaint with us.

When making a complaint with us, you should provide:

• your contact details (including your address and 

The Ombudsman can

investigate and help            

resolve disputes between 

customers of energy and 

water suppliers and 

members of the Scheme 

by providing -

a free, independent, 

accessible, fair

and informal service.

• Government policies, codes or legislation
• your contact details (including your address and 
   daytime phone number)

• Supply interruptions caused by emergency situations

• Complaints which have already been considered by a
• the name of your energy or water supplier
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04Getting Connected

This Fact Sheet explains how to arrange for connection 

of electricity, gas and water to your residence or place 

of business.

Read this Fact Sheet if you want to know how to:

• open an electricity or gas account

• energy marketers contacting you

• move in or out of a property.

Opening an electricity or gas account

Step 1: Choose an energy retaile

Shop around before entering into any contract with an 
energy retailer. Pick one that delivers a service that 
meets your needs.

In most cases, you can open an account over the telephone 
by contacting the  energy retailer of your choice. For a 
full list of energy retailers, visit our website 
www.ewosa.com.au. Note, not all energy retailers may 
sell energy in your area.

You may live or run a business in a complex that has 
signed a contract with a particular energy retailer to 
supply energy to all residences or tenancies in that 
complex. If this is the case, you may not be able to 
switch energy retailers. Check with your body corporate 
to review your options.

Not sure of the current retailer for your address?

For electricity, you can contact SA Power Networks 
[formerly ETSA Utilities] directly on 131 261 and they 
should be able to tell you who is currently the retailer 
for your address. If you have been unable to find out, 
contact us and we may be able to find out for you. 

For gas, contact Envestra on 1300 001 001 option 5 
and they should be able to tell you who is currently the 
retailer for your address. 

Step 2: Choose a standing contract or 
              market contract
Remember to carefully read the contract before signing 
or accepting, understand your rights and responsibilities 
and check that the terms and conditions match the 
deal described to you.

A contract is a legally binding agreement, so take the 

Concessions
If you’re eligible for an energy concession discount, 
make sure that you provide your concession details to 
your energy retailer.

Establish authorised contacts
Under the relevant industry code, energy and water 
suppliers are only allowed to help the actual account
holder with an enquiry, request or complaint. So if you 
have a partner, spouse or flat mate who will also be 
responsible for the account, you may want to include 
them as an ‘authorised person’ on your account.

Security deposits
In some circumstances energy retailers may require 
new customers to pay a security deposit (e.g. 
if you have outstanding debts). Your retailer will refund 
your security deposit once you have established 
a satisfactory payment history. Contact your energy 
retailer for more information.

Opening a water account
The water industry is not currently competitive, so SA 
Water is the only water company that supplies water 
to your address.

In South Australia, the landowner is responsible for a 
water account. You’ll need to establish a water account 
when you purchase a property and the title is transferred.

If you are renting the property, landlords are allowed 
to pass on the full water consumption costs to tenants 
provided certain minimum criteria have been met. 
Refer to your tenancy agreement to confirm details of 
the payment of water costs. You won’t be billed directly, 
but will need to reimburse the landlord or their agent.

Concessions
If you’re eligible for a water concession rebate, make 
sure that you provide your concession details to your 
water supplier.

Moving In
If you’re moving into a house, apartment or office here 
are some tips to avoid problems with your electricity, 
gas and water bills.

Ensure you provide the correct address.

Sometimes delays in connection occur because of 

The Ombudsman can

investigate and help            

resolve disputes between 

customers of energy and 

water suppliers and 

members of the Scheme 

by providing -

a free, independent, 

accessible, fair

and informal service.

time to read it carefully and ensure you understand 
what you’re signing up to. If you’re unsure, don’t sign 

Sometimes delays in connection occur because of 
confusion with addresses, particularly if the new what you’re signing up to. If you’re unsure, don’t sign 

anything.

confusion with addresses, particularly if the new 
address is a lot number or unit number. Make sure that 
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08Higher Bills Explained

The Ombudsman can

investigate and help            

resolve disputes between 

customers of energy and 

water suppliers and 

members of the Scheme 

by providing -

a free, independent, 

accessible, fair

and informal service.

From time to time, you may receive an energy or water 
bill that is higher than expected and may take you by 
surprise. This Fact Sheet provides some guidance and 
possible explanations for a higher bill. 
Read this Fact Sheet if you want to know about:

• reasons for your high energy or water bill

• ways to check your energy and water usage

• what you can do if you have payment difficulties

• how to contact us if you need assistance.

Why did I receive a higher energy or
water bill?
Has your usage been estimated? Check your 
previous bills for the word ‘estimated’ (or the letter ‘e’) 
beside the meter readings. Estimated bills are based 
on specific mathematical formulas that take into 
account a number of factors including consumption 
history at the address or average consumption in your area. 
This may be more or less than the amount you actually 
used in the estimated period. As a result, your high 
bill may include a ‘catch-up’ amount for any usage 
above the estimate. Ask your energy or water supplier 
for more details if you think your high bill includes a 
‘catch-up’ amount.

Have you used more energy recently? Have you 
been at home more often and used your appliances 
more than usual? Have you had guests staying over or 
used electrical tools to do some renovations? 
Are your kitchen appliances old and energy inefficient? 
Have you bought a plasma or LCD television lately? 
Have you got a leaking pipe somewhere? These factors 
can add to your normal energy and water usage and 
increase your bill.
If you want to measure your own energy or water usage, 
here’s how:

• Take a meter reading at a set time on a typical day 
   (be careful not to change your usual usage pattern).

• Take another reading at the same time the next day.

• The difference between the two will be the amount 
    you used in the last day (24 hours).

• Compare this with the ‘average daily use’ figure on 
   your bill. If it’s about the same and your usage is still
   high, you may need some advice about managing it.

The Department of Energy – Energy Advisory Service 
offers free independent energy advice and can be 
contacted on 8204 1888 or visit their website 
www.sa.gov.au/energysmart.

Did you receive your last bill? If you didn’t receive your 
last bill, then the current bill may be for a longer period. If 
you only paid part of the previous bill, then the current bill 
may include an outstanding amount carried forward from 
the previous period.

Other fees and charges. Check for the inclusion
of any late payment fees, establishment fees, early 
termination fees or any other fees and charges. 

Tariff changes. Tariff rates for electricity, gas and water 
often increase annually. Increased charges will lead to a 
higher bill even if your energy usage has been consistent 
over time.

Supplier error. If you believe your bill is unusually 
high because your supplier has made an error, ask 
them to explain or to carry out a full investigation. If 
you’re still unsatisfied after contacting your supplier, 
contact us for assistance.

Checking my energy or water usage… 
how?
To audit your energy or water usage, you need to identify 
every appliance that is connected to your meters.

• Turn off all lights and appliances at the power point.

• Ensure that all gas appliances are turned off.

• Ensure that all taps, sprinklers and drippers are 
   turned off.

If the meters are still recording usage when everything 
in your property is turned off, you may have some wiring 
or piping from an adjoining property or common property 
connected through to your meter (this may not be wired 
or piped through your main switch or meter) so you 
should contact an electrician, plumber or gas fitter 
to fix this.

Note: if you have off-peak hot water or other approved 
storage appliance, your off-peak controlled load meter 
will record usage during off-peak times (overnight) in 
accordance with the times pre-set on a separate 
time-clock, the electronic meter or relay. While the 
time-clock sometimes gets out of step with actual 
time, due to power outages or daylight saving, it still 
should only be running for six to eight hours per 
day – hence it is referred to as “controlled load”.
No matter what time this meter is running, all power 
is charged at off-peak rates. If you run out of hot water 
though and have the ability to ‘boost’ your hot water 
service, this would usually be at peak rates and the 
usage would record on your peak meter/register. 

Check your appliance usage
When your meter has stopped, record the meter reading 
and the time of day. Turn your essential appliances on, 
i.e. your fridges and freezers, other essential items 
(preferably those that don’t heat/cool). Run only the 
essential appliances for 24 hours and then read your 
meter again. Subtract the first reading from this reading 
to find out the total amount of kilowatt-hours (kWh) you 
have used in the 24-hour period. 

FA
CT

 S
H

EE
T

01Choosing an  
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What should you think about most when comparing 
offers from various energy retailers? This Fact Sheet 
explains the options you need to consider carefully 
before choosing an energy retailer.

Read this Fact Sheet if you want to know about:

• energy retailers

• how to compare offers from energy retailers

• choosing an energy retailer

• switching retailers.

Energy Retailers
Energy retailers are entities that sell gas or 
electricity directly to their customers. Retailers don’t 
own the wires, poles, pipes or meters; they simply 
purchase electricity or gas wholesale and resell it to 
you, the end consumer. The retailers pay the electricity 
or gas distributors a fee for using their networks to 
supply energy to their customers. This fee is passed 
on in the form of a supply charge on your bill.

Comparing offers from Retailers
South Australia opened up its energy market to 
competition in the early 1990’s to provide consumers 
and businesses with a choice of energy retailers. This 
means that you are not obliged to stay with any one 
energy retailer and you are able to enjoy the benefits 
of competition, such as cheaper prices, better service, 
and a wider selection of products.

However, it’s important to know that energy retailers 
offer different contracts, plans, customer service levels, 
pricing and payment plans, hence it’s important to 
compare your options. You should choose a retailer 
based on your needs,  whether they are price, service 
or environmental friendliness.

What should I consider when I’m     
choosing an energy retailer?
There are several options or choices that you need to 
consider before choosing an energy retailer. 
These include:

Standing versus Market Contracts

Standing contracts are charged at the rates set by the 

All energy retailers using their own pricing structures, 
discounts and rebates will offer market contracts. 
These contracts are not regulated.

There are two types of market contracts:

1. Fixed term - where you may be charged an exit fee if 
you terminate the contract early.

2. Evergreen - these contracts usually don’t charge an 
exit fee.

The fixed term contracts will generally offer better 
rates, as your business will be secured for a set period.

Importantly, in a market contract, retailers can 
increase their pricing during the term of the contract, 
even if it’s a fixed term contract. Some contracts 
require the retailers to give you prior warning of the 
price increase and some do not.

Note: if you install a photovoltaic (solar) system and 
start exporting power to the grid, your existing market 
contract may be automatically cancelled, due to the 
change in metering required. You will need to check the 
contract terms and if a new contract is required you may 
find the rates applicable are higher.

Pricing and Discounts
You may find that even with a discount, you’ll be 
paying more than you would on the regulated standing 
contract. When comparing offers, you should check the 
rates in the market contract against the regulated rates 
of a standing contract and ensure you’re comparing like 
with like, i.e. including GST or excluding GST. 

Review the pricing and discounts you are being charged 
on your market contract each year to check that any 
increases have not resulted in charges being greater 
than the regulated rates.

Some market contract discounts only apply to the 
usage charges on your bills and not the supply charges, 
which in some cases may be a large part of your bills.

Before you accept any contract, check exactly what is 
being offered and don’t assume that a 5 per cent discount 
means 5 per cent off the standing contract rates, as the 
market rates applicable to that offer may be much higher.

Also, some retailers may offer discounts that only apply if 
you pay your bill on time.

Some energy retailers may offer you additional incentives Industry Regulator. There may not be any discounts or 
rebates paid on these types of contracts. This means:

Some energy retailers may offer you additional incentives 
to switch. These may include subscriptions to magazines rebates paid on these types of contracts. This means:

• you can buy electricity from AGL who is the prescribed 

to switch. These may include subscriptions to magazines 
or sporting club memberships. You’ll need to determine 
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05Getting Connected  
– New Properties

This Fact sheet explains how to connect electricity, gas 
and water to your new property as quickly as possible. 
We can assist if you have any delays in your connection.

Read this Fact Sheet if you want to know about:

• connecting electricity and gas

• water and waste water connections

• tips for avoiding delays.

Electricity and gas connections
If electricity or gas supply is available in your area, but 

a meter is not yet installed at your property, you’ll need 

to lodge an application for supply with your energy 

retailer. You may also need to be aware of the process 

for removal of any meters if you’re demolishing an 

existing property, and the process to install new meters 

when the property development is complete.

To connect or disconnect your electricity supply when 

you’re moving house, you should contact your retailer, 

who will guide you through the process.

If you’re thinking of purchasing a property in a rural 

area or new residential estate that doesn’t already 

have utilities connected, be aware that the distributor 

and customer both contribute to the cost of any capital 

works. You also need to involve an electrical contractor/ 

gas fitter to determine your connection needs.

Establish an electricity or gas account with 
an energy retailer
To open an account, choose a retailer and a market 
or standing contract. Once your account has been 
established, your retailer will submit a service order 
to the energy distributor to request connection at 
your address

Electrical contractor/ gas fitter
Your electrical contractor/gas fitter can prepare 
for your connection after the appropriate forms are 
submitted. The appropriate forms should be submitted 
to your energy retailer, who with then send a request 
to the energy distributor to arrange for a meter to be 
installed.

For more information about the electricity connection 
process, call SA Power Networks [formerly ETSA 
Utilities]  on 131 261 or visit their 
website www.sapowernetworks.com.au.

For more information about the gas connection 
process, call 1300 001 001 or visit their 
website www.maketheconnection.com.au. 

Water and wastewater connection
If you’re going to carry out any building work - be it 

construction of a new house, home extensions or 

erecting a shed or carport - you must provide SA Water 

with a building plan at least 14 days prior to work 

commencing. 

You’ll also need to be aware of any existing easements 

on the property. For further information on what is 

required in this process, contact SA Water.

You’ll need to submit an application to start proceedings 

and pay a fee. Your water supplier will inform you of 

any other requirements. Once your form has been 

received, work can begin. Allow up to three weeks for 

the connection to be completed.

Avoiding delays
Here are some tips to avoid delays with your 

new connection:

Submit the correct forms

Ensure you have the right forms and they’re filled out 

correctly. Incorrect information on your form can set 

you back several weeks.

Provide the correct, full address for connection.

Sometimes delays in connection occur because of 

confusion with addresses. Make sure that your energy 

or water supplier has the correct, full address of the 

property that requires connection. It’s recommended 

that you use the council plan to get the correct address 

and that this address matches the address recorded by 

the energy and water suppliers. Delays are also caused 

when people give their current address details instead 

of the address where the new connection is required.

The Ombudsman can

investigate and help            

resolve disputes between 

customers of energy and 

water suppliers and 

members of the Scheme 

by providing -

a free, independent, 

accessible, fair

and informal service.

installed.

Energy distributor

of the address where the new connection is required.

Planning
Energy distributor
Your energy distributor will receive and match the 

Planning
Plan for and allow enough time to ensure the building 
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09Payment Assistance

The Ombudsman can

investigate and help            

resolve disputes between 

customers of energy and 

water suppliers and 

members of the Scheme 

by providing -

a free, independent, 

accessible, fair

and informal service.

If you are having difficulties paying your energy or 

water bills this Fact Sheet will help you to find out 

what options you have and what assistance is available 

for financial help. 

Read this Fact Sheet if you want to know about:

• can’t afford to pay your bill by the due date

• are experiencing financial difficulties

• need help managing a financial crisis

• are a pensioner 

• are trying to reduce your energy or water bills.

If you can’t pay your energy bills on time
A payment or installment plan allows you to pay an 
agreed amount regularly towards your bill. Energy and 
water suppliers offer a number of payment methods 
and flexibility in arranging a suitable payment plan 
for you that suits your needs. An easy way to work out 
a payment plan is to add up your bills for the last 12 
months, and divide by 12 for a monthly installment. It 
is also a good idea to start making small payments to 
your account as soon as you can to try to get in front 
instead of waiting for a large bill to arrive. Contact your 
energy or water supplier as soon as possible to discuss 
what payment plans and payment options are available.

Remember, only agree to an amount you can realistically 
afford because if you break the payment plan your 
energy supply can be disconnected or water supply 
restricted. Your energy or water supplier can only 
refuse a payment plan if you have failed to meet previous 
arrangements. If you and your energy or water supplier 
cannot agree on the amount of your payment plan, 
contact us for assistance.

Centrepay
Centrepay allows you to automatically deduct an 
amount from your Centrelink pension or benefit 
payment, which is then paid directly into your energy 
or water account. By making a payment every week, 
fortnight or month, you’ll reduce the amount owing 
when you receive your next bill, making it easier to pay.

Contact the Department of Communities Concessions 
hotline on 1800 307 758 for more information about 
Centrepay.

Dealing with financial difficulties
If you’re experiencing extreme difficulty paying
a bill due to unforeseen circumstances, such as loss 
of income or illness, a financial hardship program can 
help you pay off your debt through an affordable payment 
plan. Hardship programs can also offer further 
assistance and advice to help you be more energy or 
water efficient and reduce your energy and water costs 
in the future. Contact your energy or water supplier for 
more information.

Do you need help managing a financial 
crisis?
Financial counselling services help people who are in 
financial difficulty and can help you manage a short-term 
crisis and plan to prevent a future one. Financial 
counsellors can help you remain financially independent 
and take full control of your own financial affairs.

Financial counsellors can:
• help you organise your financial information, design
   a personal budget and suggest ways to change and    a personal budget and suggest ways to change and 
   improve your financial situation   improve your financial situation

• assess your eligibility for government assistance

• negotiate with your creditors

• explain debt recovery procedures, bankruptcy and 
   other alternatives   other alternatives

• refer you to other services, for example, gambling 
   support, family support, personal counselling or    support, family support, personal counselling or 
   community legal aid   community legal aid

Call the South Australian Financial Counsellors 
Association on 1800 007 007 to find a counsellor in your area.

Paying bills if you are a pensioner or 
have a medical condition
An energy concession discount is available to eligible 
pensioners, holders of a SA Government Senior Card 
or Pensioner Concession Card. The energy concession 
discount is applied as a credit on your electricity bill 
only, and there is no separate discount applied to your 
gas account.

Water rebates are also available to eligible Concession 
Card holders. The rebate is applied to your water account.

Medical concessions
The Medical Heating and Cooling Concession helps 
low-income energy consumers with a specific medical 
condition in South Australia pay electricity costs for 
running air conditioners to regulate their body temperature.

Contact the Department of Communities Concessions 
hotline on 1800 307 758 for more information.

Life Support
Where a medical certificate is provided confirming that 
one of the following types of life support equipment is 
used at your address, SA Power Networks [formerly 
ETSA Utilities] will register the address in accordance 
with the relevant Industry code:

• an oxygen concentrator

• an intermittent peritoneal dialysis machine

• a haemodialysis machine

• a ventilator for life support (polio only). 

While this cannot guarantee continuous supply,it can 
ensure that SA Power Networks [formerly ETSA 
Utilities]  use their best endeavours to minimise 
power interruptions to your address.

To find out more and get a copy of a Fact Sheet call SA 
Power Networks [formerly ETSA Utilities]  on 13 12 61.
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02Energy Retailer  
Marketing Styles

Energy retailers can contact you either by phone, mail 

or direct contact (‘door knocking’) with offers to buy 

their services. This Fact Sheet explains the marketing 

tactics used by retailers and the penalties that apply if 

they breach these rules.

Read this Fact Sheet if you want to know about:

• energy marketing Code of Conduct

• energy marketers contacting you

• making a complaint about energy marketers

• important tips to remember.

Marketing Code of Conduct
Energy retailers and their marketers (telemarketers/

door-to-door salespeople) are governed by a strict 

Marketing Code of Conduct which outlines how and 

when they can contact you. Basically, they can contact 

you in person, by phone, by mail or by electronic means.

Importantly, if you are contacted, marketers must 

comply with all applicable Commonwealth and State 

laws such as the Competition and Consumer Act.

Marketers must:
• clearly identify who they are, the retailer they 

   represent and why they’re contacting you

• except by prior appointment, only contact you on

   weekdays 9am to 6pm, Saturdays 9am to 5pm, and

  not at all on Sundays or public holidays

• provide timely, accurate, verifiable and truthful 

   comparisons

•provide truthful, easy to understand and relevant 

  information that is relevant to your circumstances 

   and presented in plain English

• explain any fees or charges that apply, including

   cancellation and/or termination fees

• provide you with written terms and conditions before 

   asking you to sign a contract

• provide you with a written disclosure statement after

   agreeing to a contract

Marketers cannot: 
• contact a customer who has registered their phone
   number on the “do not call register”

• exert undue pressure, harass or coerce a customer

• engage in misleading, deceptive or unconscionable 
   conduct

• contact you again for 20 business days if you indicate
    you’re not interested in their service

• contact you again for one year if you ask not to be 
   contacted again.

If a marketer who does not comply with the above 
rules contacts you, you should make a complaint to the 
energy retailer they represent. 

You can also contact the Australian Competition and 
Consumer Commission (ACCC) on 1300 302 502.

Important tips to remember
Misleading statements
Some marketers will tell you misleading statements to 
pressure or coerce you into signing a contract. 

Some common tactics include:

• saying your energy supply will be disconnected

• asking to see previous bills to ensure you’re getting
   a rebate

• offering a discount for your area

• asking you to sign to show they’ve spoken to you.

Be careful what information you disclose about your 
previous bills and check what you’re signing – you 
may be transferred to another energy retailer without 
knowing it.

Important tips to remember
A contract is legally binding so it makes sense to take the 
time to read it carefully and ensure you understand what 
you’re agreeing to. Don’t be pressured into agreeing to a 
contract you haven’t read or don’t understand. If unsure, 
don’t sign anything. 

Refer to Fact Sheet 3 – Energy Contracts Explained for 
more information.

Seek clarification
   agreeing to a contract

• tell you about the 10-day cooling-off period for 
If you don’t understand something, ask your energy 
retailer for more information or get independent advice. • tell you about the 10-day cooling-off period for 

   customer contracts
retailer for more information or get independent advice. 
Market contracts must comply with the customer 
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06Ombudsman’s Services
in Multiple Languages

Need to resolve a complaint with your 
energy or water retailer in South 
Australia?
The Energy Industry Ombudsman South 
Australia can help. The Ombudsman can 
investigate and resolve disputes between 
customers and energy and water companies. 
The Ombudsman is an independent, free service 

available to domestic and business customers. 
Contact the Energy Industry Ombudsman SA on 
free call 1800 665 565.

If you need an interpreter, please phone 131 450.

If you want to learn more about the 
Ombudsman’s services, please refer to Fact 
Sheet – Handling a Complaint. 

ARABIC

B OS N IA N

CHINESE - Simplified

BURMESE

The Ombudsman can

investigate and help            

resolve disputes between 

customers of energy and 
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If you’re having difficulties paying your energy or 

water bill, this Fact Sheet provides information about 

when you can and can’t be disconnected or restricted, 

what you can do when faced with a disconnection/ 

restriction warning, and what you can do when your 

supply has been disconnected/restricted. Help is 

available if you need it.

Read this Fact Sheet if you:

• are about to be disconnected or restricted

• want to avoid disconnection or restriction

• are wrongfully disconnected or restricted.

Are you about to be disconnected or 
restricted?
You can be disconnected or restricted for any of the 
following reasons:

• you fail to pay a bill, security deposit or for connection
   services to your premise

• you don’t provide safe access to meters for three
   consecutive scheduled meter readings

• health and safety reasons

• in an emergency or at the request of police

• you provide false information in order to be connected

• you don’t provide acceptable identification when 
   requested by your retailer

• when illegal activities are suspected

• you cause damage to the distributor’s equipment or 
   interference to a third party’s supply.

However, your energy or water supplier must give you 
fair notice before disconnection or restriction can occur. 

Reminder notice 
After receiving a reminder notice, usually you have five 
business days to contact your energy or water supplier 
to make arrangements to pay the outstanding amount. 
Your supplier must try to contact you by phone, mail, 
email or other approved method. In most cases you’ll 
still be able to negotiate a payment plan, but you must 
make immediate contact with your energy or water 
supplier to discuss this further.

Disconnection/restriction warning
If you fail to act on the reminder notice, a warning will 
be sent to you informing you that your energy will be 
disconnected in five business days or water restriction 
will occur in 10 business days. Warnings must provide 
details about how to contact us.

When you can’t be disconnected
You energy supply can’t be disconnected:

• after 3pm on a business day

• on a Friday or the day before a public holiday

• on a weekend or a public holiday

• between 20 and 31 December (inclusive)

• if you, or a member of your household, relies on life 

  support equipment and this is recorded with the distributor

• you have a case that is is under investigation with us.

Water cannot be disconnected for health reasons; instead 
your water flow can be  reduced or restricted.

Do you want to avoid being disconnected 
or restricted?
If you have received a disconnection or restriction notice, 
contact your energy or water supplier straight away. 
If you’re having trouble paying your bill, there are a 
number of things your energy or water supplier can do 
to help:

• offer a suitable payment plan

• offer to review your bill to ensure that you have been
   billed correctly

• review whether you may be entitled to any rebates or
   concessions

• provide access to a financial hardship program

• provide information on independent financial
   counselling services

• offer to arrange for an energy or water audit to identify
   where you can save money

• for energy customers, ensure that you are on the best
   energy offer available.

If you agree to a payment plan, make sure you have the 
capacity to pay to meet the repayments or you may still 
be at risk of having the energy supply disconnected or 
water supply restricted at a later date.

Also, your energy or water supplier may not agree to a 
payment plan if you have failed to meet payment plans in 
the past.

If you can’t agree on a payment plan with your supplier, 
we may be able to help.

Refer to Fact Sheet 9 – Payment Assistance for more 
information.

‘Dear occupant’ letters
If electricity, gas or water is used at a property but an 
account hasn’t been set up, the energy or water 
supplier will send bills, letters and notices addressed 
to the ‘occupant’, ‘customer’or ‘resident’.
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Explained
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There are several types of energy retail contracts 
available. This Fact Sheet explains the options 
available to customers who are considering signing 
a contract from an energy retailer.

Read this Fact Sheet if you want to know about:

• different contract types

• questions to ask before signing a contract

• important tips to remember when choosing a contract.

Contract types
Three types of energy contracts are available in
South Australia.

Standing contracts
A standing contract is the basic type of  energy contract 
available to all customers in South Australia. The industry 
regulator under the relevant industry code sets the terms 
and conditions of this type of contract, which cannot be 
altered by the energy retailer.

If you have not actively negotiated a contract for energy 
supply with an energy retailer, you’re most likely to be on 
a standing  contract.

AGL is the retailer that offers standing contracts for 
electricity and Origin Energy for gas.

Market contracts
A market contract is an agreement between you and 
your energy retailer where the price is set by the energy 
retailer and may vary from the regulated terms and 
conditions of a standing  contract.

Market contracts must still comply with the consumer 
protection requirements specified by the relevant 
Industry Code. However, certain elements of the terms 
and conditions (such as tariffs, fees, discounts, billing 
and payment arrangements and penalties for early 
termination/ cancellation) are not regulated and often will 
vary between contracts and retailers.

To protect your rights, minimum standards apply to all 
electricity and gas contracts. Your energy retailer must 
give you a copy of their Customer Charter that clearly 
outlines these minimum terms and conditions.
You’re under no obligation to sign a market contract. 
If you choose to go on a market contract, compare the 
terms and conditions with standing  retail contracts. If 
you don’t enter into a market contract, you will stay on the 
standing contract.

If you accept a market contract you can choose to go back 
to a standing contract at the end of your contract.

Default contracts
A default contract will apply if you start using electricity 
or gas at your home or business address without first 
entering into a standard or market contract. The last 
retailer to have a contract at your address will be the 
default retailer responsible for billing you. While the 
Industry Regulator approves default contracts, the 
rates may be higher than the standing contract rate.

What should I ask before signing a      
contract?
It’s really important to ask your energy retailer questions 
if you’re not sure of something before accepting their 
offer. Here are some common questions to ask 

Pricing
• What is included/excluded from the contract being 
   offered i.e. GST, rebates, discounts, etc?

• Is my tariff rate fixed or can it increase?

• Will I be notified of any potential tariff increases?

Billing
• How and when will I receive my bill?

• If I sign up to a ‘dual fuel’ contract for electricity and 
   gas, will I receive separate bills or a combined bill?

Payment
• How can I pay (e.g. Bpay, direct debit, Centrepay, post 
   office)?

• Are there any charges for paying a certain way?

Terms and conditions
•  How long is my contract term?

•  Is the contract fixed or am I free to move without penalties?

• When will my contract commence?

• When does my cooling off period commence and 
   how long is it?

Fees and charges
• Are there any late payment fees or other account
   charges (e.g. disconnection fees)?

• Will I be charged a transfer/cancellation fee if I move?

If you’re not sure about something it’s always best to 
say no until you get more information.

Important tips to remember when 
choosing a contract
Shop Around

to a standing contract at the end of your contract.
Shop Around
Shop around before choosing an energy retailer and 

Note: under the Energy Price Disclosure Code, energy 
retailers are required to provide ‘small’ customers (those 

signing a contract. Remember to read carefully any 
contract before signing, understand your rights and 
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07Electricity, Gas and  
Water Meters Explained P. 1 of 3

This Fact Sheet explains how to read an electricity, gas 
or water meter.

Read this Fact Sheet if you want to know about:

• meter identifiers

• reading meters

• different types of meters for gas, electricity and water

• calculating your usage.

Meter Identifiers
Each meter has a unique serial number located on its 
front:

  Electricity meter number

It’s useful to know about these identifiers when 
contacting your energy or water supplier, 
particularly when you’re moving house or 
transferring retailers, or when your address may 
be difficult to locate or known as something else 
(such as lot numbers and subdivided properties).
Note: For electricity and gas meters, your
address will have a connection point - for 
electricity, this is known as the National Metering
Identifier (NMI), and for gas this is known as the 
Meter Installation Reference Number (MIRN). A 
connection point may have more than one meter, 
and a property may have more than one NMI/ 
MIRN. For water, the meter serial number is the 
only unique identifier.

Where is my meter?
Electricity and gas meters can be located at the front 
of the property, at the back of the property, behind fences 
and locked gates or in some cases can be located inside 
the house. Water meters are usually found in the ground 
at the front of your property, near the boundary line.

If you live in a unit complex, it’s likely that all of the 
meters are located in one central location. In some 
older unit blocks there may only be one meter for the 
property and the body corporate or landlord may 
determine how the usage is charged to residents.

Who reads my meter?
The electricity and gas distributors (the companies that 
own that poles, wires, pipes and meters) are responsible 
for reading your energy meters, and will provide the 
meter readings to your retailer for billing. The water 
supplier is responsible for reading your water meter.

The distributor should ideally read your meter on a 
quarterly basis (every three months) or use their best 
endeavours to obtain a meter reading at least once 
every twelve months.

The approximate date of your next meter reading is 
shown on your electricity, gas or water bill.

Note: this is an approximate date only and the actual 
date of the reading may be within two days prior and 
two days following this approximate date.

Distributors and their representatives must comply 
with legislative requirements when accessing your 
property, carry official identification and show their ID 

Are you being billed for the correct 
meter number?

Gas meter number

Water - Meter Serial Number (MSN).

property, carry official identification and show their ID 
if requested.if requested.

Are you being billed for the correct 
meter number?
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This Fact Sheet builds on the information provided in 

Fact Sheet 7 – Meters Explained and Fact Sheet 8 - 

Higher Bills Explained. 

Here we describe how you can measure the amount 

of energy your electricity appliances use.

Measuring how much electricity you use
To measure how much energy your appliances use 
contact your local library or local Minister’s office and 
ask to borrow a Home Energy Toolkit and use the 
appliance meter included in the kit. Alternatively, you 
can measure the kilowatt (kW) rating of your appliances 
yourself by checking your meter readings and doing 
your own calculations. You’ll need a pen, paper and a 
calculator, as well as access to your meter.

Mechanical meters
1. Turn off all appliances, lights, etc.

2. Turn on the appliance being measured.

3. On the rotating disc there is a black mark to assist 
    with counting the revolutions.    with counting the revolutions.

4. Count the number of revolutions the disc makes in 
    one minute while the appliance is running.    one minute while the appliance is running.

5. Multiply that number by 60 (to calculate revolutions
    per hour).    per hour).

6. On the information plate there is a number labeled 
   as “RPK” or “Revs per kWh”. Divide the number of    as “RPK” or “Revs per kWh”. Divide the number of 
   revolutions per hour by the RPK.   revolutions per hour by the RPK.

The result is the kilowatt rating of the appliance.

For example, where you count 10 revolutions per 
minute and the RPK is 400; you would calculate the 
rating as follows:

10 x 60 = 600 revolutions 600 ÷ 400 = 1.5 kilowatts

The appliance is therefore rated at 1.5 kW, and
if used for one hour, the appliance would use 1.5 
kilowatt-hours (kWh).

Examples of Mechanical Meters

Electronic meters
1.Turn off all appliances, lights, etc.

2.Turn on the appliance being measured.

3.On the face of the meter there will be a pulsating 
    signal - either a small light or an indicator on the 
    display screen. Each pulse registers one watt-hour.

4.Count the number of pulses in one minute while the 
    appliance is running.

5.Multiply the number by 60 (to calculate pulses for
   every hour).

6.Divide the number by 1000 (to covert the watts to
    kilowatts).

The result is the kilowatt rating of the 
appliance.
For example, where you count 25 pulses per minute you 
would calculate the rating as follows:

25 x 60 = 1500 watt-hours 1500 ÷ 1000 = 1.5 kilowatts

The appliance is therefore rated at 1.5 kW, and
if used for one hour, the appliance would use 1.5 
kilowatt-hours (kWh).

Examples of Electronic Meters

Note: appliances with a thermostat may consume up 
to 40 per cent less kWh than the above calculations, as 
they will turn themselves on and off.

Further Advice
If you believe the amount of energy recorded with each 
appliance is far higher than it should be, get an electrician 
to check the appliances or contact your energy retailer 
to have the meter tested – there may be a charge for 
this, but if the meter is found to be faulty then  the 
charge will be credited back to your energy account.

There are 12 Fact Sheets available for download from our website at www.ewosa.com.au





ANNUAL REPORT  2011 - 2012

Energy and Water Ombudsman (SA) Limited 
ABN 11 089 791 604
GPO Box 2947 
Adelaide SA 5001 
Free Call: 1800 665 565  
Free Fax: 1800 665 165
Email: contact#ewosa.com.au  
www.ewosa.com.au

R
IV

ER
 S

TR
AT

EG
IC

 D
ES

IG
N

A
N

N
U

A
L R

EPO
R

T  2011 - 2012




