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Context

o 2006 o 2015

Energy companies required to offer ESC reviews hardship policies, Royal
hardship policies . commission into family violence

Record number of electricity and gas
disconnections

O 2013-2014




Barrier 1:

Family violence not recognised as a
source of hardship




Barrier 2:

Evidence was required




Barrier 3:

Account systems were not secure




Barrier 4:

Debts left with victim survivors




Barrier 5:

Energy staff did not know how to help




Key aspects of our
framework

Family violence recognised as a cause of
payment difficulty

Enables access to supportwithout evidence

Stops energy companies revealing details about
a customer experiencing family violence

Requires debtcollectionto be informed by the
customer’s family violence circumstances, and
cannot promote unsafe outcomes

Requires staff training

A
ESSEMTIAL SERVICES COMMISSION
""-'.-_.-/

Energy Retail Code Changes to Support

Family Violence Provisions for Retailers

Final Dhecision

22 May 2019

\=F



