Do you have trouble paying
your energy bills?

Easy English 2015

Sometimes people
●● have money problems
and
●● can not pay their energy bills.

Call your retailer straight away to get help.

Call your energy retailer before the due date
on your bill. The due date is the last day you
can pay.
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How your energy retailer can
help you
Your retailer might
●● give you more time to pay.
For example, you can pay next week.

●● make a payment plan with you.
This means you will pay for your energy in
small amounts.

●● help you join their hardship program.
Hardship program means you can get help
in different ways.

●● tell you how to use less electricity and gas.
This will make your energy bills cheaper.

●● help you find a better energy plan.
Your energy bills will be cheaper
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Payment plan
You can ask your retailer for a payment plan.

You and your retailer will talk about
●● how much money you should pay
●● how often you will pay
●● how much energy you usually use.

You and your retailer will agree about
●● how much you will pay
●● how often you will pay.

You might pay a small amount
●● every week
or
●● every two weeks.

You must make sure you can pay this money.
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You need to follow your payment plan.
If you do not pay, your retailer might
●● stop your payment plan
●● disconnect your energy. This means you
will have no electricity or no gas.

Some people can not get a payment plan
You can not get a payment plan if
●● you had 2 or more payment plans in the
last year
and
●● you did not follow the plans. This means
you did not pay the money you said you
would pay.
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Hardship program
Ask your retailer about hardship programs.

Sometimes people with money problems can
join a hardship program.

In a hardship program, you can get a
payment plan.

Your retailer might
●● say you do not have to pay late
payment fees.

●● tell you about help from the government.
For example, the government will pay part
of your bill. This makes the energy bill
cheaper for you.
Ask your retailer about government
–– concessions
–– rebates
–– grants.
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Your retailer can help you use Centrepay.
This means you use some of your Centrelink
money to pay part of your energy bill.

If you join a hardship program, your retailer
can not disconnect your energy.
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Financial Counsellor
You can talk to a financial counsellor.
A financial counsellor
●● knows a lot about the law
●● knows how to help people with
money problems.

A financial counsellor
●● keeps your information private
●● does not work for your energy retailer
●● is free. You do not have to pay.

Page 8

Disconnection and reconnection
Disconnection means
●● you can not get electricity or gas
●● there is no power
●● there are no lights
●● you can not cook
●● your fridge is off.

You retailer might disconnect your
electricity or gas if you do not
●● pay your bill

or

●● follow your payment plan.
This means you did not pay the money you
said you would pay.
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The law says energy retailers must follow
these 3 steps before they disconnect you.

Your retailer must

1. send you a warning letter that says
If you do not pay, we will disconnect
your energy.

2. send you one more warning letter and give
you more time to pay

3. try to talk to you before they disconnect
your energy.

Remember.
Tell your retailer if you can not pay your bill.
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When can your retailer disconnect your
energy?

Your retailer can disconnect your energy on
Monday, Tuesday, Wednesday or Thursday
from 8am to 3pm.

The law says your retailer can not disconnect
your energy on
●● Monday, Tuesday, Wednesday, Thursday
before 8am or after 3pm
●● a Friday
●● the weekend
●● a public holiday
●● the day before a public holiday
●● the days between 20 December and
31 December.
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Energy reconnection

Your energy was disconnected.

You want your retailer to reconnect
your energy.

You must call your retailer in the 2 weeks
after the disconnection.

Are you on a payment plan? You must pay any
money you owe on the payment plan.

Remember
Tell your retailer if you can not pay your bill.
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Get more help
Maybe you and your retailer can not agree
about how to fix the problem. For example,
●● you do not want to start a payment plan
●● you are not happy with your payment plan
●● you do not want to start a hardship
program
●● you are not happy with your
hardship program
●● your retailer disconnected your energy
●● you think they made a mistake.

Call the Energy Ombudsman in your state
or territory.

Go to the Energy Made Easy website
www.energymadeeasy.gov.au
Click on Useful contacts.
Click on Energy ombudsmen.
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More information

Australian Energy Regulator
Energy Made Easy website
www.energymadeeasy.gov.au

AER Infoline

1300 585 165

AER website

www.aer.gov.au

Indigenous Infoline
Call		

1300 303 143

For information in other languages
Call 		

13 14 50

Ask for

1300 585 165

National Relay Service – Speak and Listen
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Call		

1300 555 727

Ask for

1300 585 165

National Relay Service – TTY
Call		

13 36 77

Ask for

1300 585 165

National Relay Service – Internet Relay
Go to		

www.relayservice.com.au

Ask for

1300 585 165
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Australian Competition and Consumer Commission
23 Marcus Clarke Street, Canberra, Australian Capital Territory 2601
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