« ‘N ELLIS AIR
CONNECT

HARDSHIP POLICY

INTRODUCTION

This policy applies to all residential customers living in New South Wales, Queensland, and the
Australian Capital Territory, who find it hard to pay their energy bills due to hardship.

You might experience hardship because of factors like:

o death in the family
) household iliness
o family violence

) unemployment

) reduced income.

This policy explains:

. what we will do to help you manage your energy bills
) how we consider your circumstances and needs
. your rights as a customer in our hardship program.

You can ask a support person to contact us, such as:

) a financial counsellor
. someone who helps you manage your energy bills.

We need your permission to talk to your support person.

Ellis Air Connect staff can then engage with your representative as we would with you, in a
consistent manner aligned with your consent and instructions.

To authorise a support person, please contact our team on 1300 121 603

Email us at support@ellisairconnect.com quoting your account and reference number

To help find free and confidential financial counselling, we recommend:

. Financial Counselling Australia - 1800 007 007 or visit
https://www.financialcounsellingaustralia.org.au
) National Debt Helpline — 1800 007 007 or visit https://www.ndh.org.au/
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OUR SUPPORT FOR HARDSHIP

Ellis Air Connect Pty Ltd (Ellis Air Connect) works hard to remain a caring and customer focused
business,

and believes in maintaining processes in a simple and consistent manner.

We have developed this hardship policy in accordance with the AER Customer Hardship Policy
Guidelines to provide consistent and compliant support to all our customers.

) We regularly monitor the status of each account on a weekly basis, and if we think there
may be a problem, for example due to late or unpaid bills, we will contact you via your
preferred method of communication within 17 days of the due date.

) If we do not hear from you within the next 10 days of our first attempt to contact you, we
will try to contact you directly via other registered methods to see if you need any
assistance.

) Our staff trained to understand hardship issues will ask you some questions to try and
help you, and see if you need access to this policy, or any other assistance.

o in dealing with you, if you are experiencing payment difficulties due to hardship, we will

take into account all of your circumstances, and having regard to those circumstances, act
fairly and reasonably, and

o in a timely manner when it is relevant to do so, including on being contacted by you, give
clear information about the assistance available to you under our hardship policy, and

) as soon as practicable, provide you with all available assistance under our customer
hardship policy.

o if you miss a payment, we will follow up with you to see if you are eligible for our

customer hardship policy.

Ellis Air Connect has systems in place to enable Ellis Air Connect to meet its obligations with
respect to customer hardship in;

i the Retail Law, and

ii. the Retail Rules, and

iii. the AER Customer Hardship Guidelines, and
iv. this customer hardship policy

HOW TO CONTACT US

If you have any questions about our hardship program, or wish to speak to someone specifically
trained to assist you with regards hardship, or to our hardship policy, please either;

e Call uson 1300 121 603 from Monday to Friday 8.00am to 6.00pm AEST)
e Email us at support@ellisairconnect.com
e Via Post to: Ellis Air Connect Support, 54 Alexandra Place, Murarrie, Queensland, 4172
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Support for translation

o TTY users - phone 133 677 then ask for the phone number you wish to contact

) Speak and Listen (speech-to-speech relay) users - phone 1300 555 727 then ask for the
phone number you wish to contact

o Internet relay users - visit the National Relay Service website and ask for the phone

number you wish to contact https://nrschat.nrscall.gov.au/nrs/registration

If you do not speak English and need help with this document, call the Translating and Interpreting
Service (TIS) on 13 14 50 for assistance by an interpreter.

Arabic
Iobaas! eyin Al pe>bid Loaic
131 450 <i1 Le

Chinese
NETEL RN, RS

131 450

Dari

@ oyl Syepen Hlosyd J.Z.ig
asiS seals 131 450

Farsi (alt Persian)
Al jlo Jales oo was iy
AiS Hals 131 450a‘Lg..u¢.a

Greek
Ortav xpeialeote diepunvéaq,

Kahéote 1o 131 450

Hazaragi
02 (33 39 Upan 5 5 03 gad 4SS
033 833 131 450 6

Italian
Quando hai bisogno di un

interprete, telefona al 131 450

Japanese
NP Taro b
131 450 [Z7EFE L

\

'

N TN

Karen
$OI SmSqofiadod 5.‘_:..

Diorgic SOHSO ~1 31 450 oMY

Korean
SHAPL BQSIA|H 131
450 Ho g FIISHM R

Nepali
zrarg =migar, 131 450 @1 &t

Pashto
W A N Sy Sy e S
AN A5 s es 131 450 o5 )

Russian

Korga sam notpebyerca
nepesoYUK, NO3BOHUTE NO
Homepy 131 450

WHAT WE WILL DO TO HELP YOU

We will tell you about our hardship program if:

Serbian
Kana sam Tpeba npesoaunay,

jasute ce Ha 131 450

Somali
Markaad u baahato
turjumaan, ka wac 131 450

Spanish
Cuando necesite un
intérprete, llame al 131 450.

Tamil

2 Sagnd @ 9 2 orQuuiviunearg
3senauciu® Gurgy, 131 450
s1alp R s B 0@ oo puy s el

Thai
lalaiaaudasnisau
Tusansluv 131 450

Turkish

Bir tercimana ihtiyaaniz oldugunda,
131 450 numarali telefonu arayin

Vietnamese
Khi can théng dich vién, xin quy
vi goi dién thoaisé 131 450

o you tell us you are having trouble paying your bill
o you are referred to our program by a financial counsellor or other community worker
o we are concerned that you may be experiencing financial hardship.
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We will recommend you speak to a staff member to help you join our hardship program if you
have:

) a history of late payments

o broken payment plans

o requested payment extensions

) received a disconnection warning notice
) been disconnected for non-payment.

We can also support you to join our hardship program if you tell us:

o you are eligible for a relief grant or other emergency assistance
) you have personal circumstances where hardship support may help.
) For example, death in the family or job loss.

You may have trouble paying your bills for different reasons. Please contact us so we can discuss
your individual situation.

Our staff are specially trained to help you with hardship. Staff will:

) ask you a few questions about your circumstances,
) work out if you can join the hardship program.

We will assess your application for hardship assistance within two business days after contacting
us.

We will let you know if you are accepted into our hardship program within four business days from
receipt of the application.

If you are accepted into our hardship program, we will:

) tell you if you are on the right energy plan or if there is a better plan for you,

o tell you about government concessions, relief schemes or energy rebates you may be able
to receive,

) give you ideas about how to reduce your energy use

) talk to you about a payment amount that suits your circumstances.

We can send you a free copy of our hardship policy.

A copy of our Hardship Policy is provided in your welcome pack, and can be sent to you via your
preferred method of delivery at any time, or you can access the Policy by visiting
https://ellisairconnect.com/support/, where downloadable and printable copies are available in;

e Standard text
e large print version
e “Easy English” version
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PAYMENT OPTIONS

What we will do

There are different payment options available tohardship customers, including:

) Payment plans
. Centrepay.
) Direct debit

When you are in our hardship program, we will offer you flexible payment options to suit your
individual situation.

To make your payment plan, we will consider:

. how much you can pay
) how much you owe
) how much energy we expect you will use in the next 12 months.

This will help us figure out a payment plan that is right for you.
We will offer a payment plan to suit your situation. This will include payments to cover:

. what you owe
o an amount to cover your energy use.

Once we agree to a payment plan, we will send you information including:

o who you can contact for more help,

) how long the payment plan will go for,

o the amount you will pay each time,

) how many payments you need to make,

) when you need to make your payments (this is also called the frequency of the payments),
) how we worked out your payments.

You can choose to use Centrepay if you are eligible.

Centrepay is a free service you can use to help pay your bills. Centrepay can
automatically take an amount of money from your Centrelink payments to go
toward energy bills and expenses.

We will see if another energy plan may be better for you. If you agree, we can
transfer you to a better energy plan for free.

Depending on the rules in our hardship policy, we may be able to remove
some debt, fees or charges you owe.
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If you miss a payment, we will contact you to see if you need help. We will contact you by
your preferred method of contact in the following order,

e two business days after the planned payment is due
o five business days after the planned payment is due
This is to provide you with a fair and reasonable time to respond

e [f you miss a planned payment and you do not engage with us, you may be reverted to
a normal billing cycle and be taken off the hardship program

What you must do

Tell us if your situation changes and you can no longer make the payments in your plan. We can
then review your payment arrangements.

Tell us if your contact details change. We may stop helping you if you:

) stop making payments under your plan
) do not tell us when your contact details change.

If you have had two payment plans cancelled in the last 12 months because you did not follow
your plan:

e we do not have to offer you another plan
e we might disconnect your energy.

Other supports to help you pay your energy bill

Depending on the state or territory you live in, there are other supports to help you pay your
energy bills.

What we will do

We will tell you about other ways you can get help to pay your energy bill, such as:

government relief schemes
energy rebates

concession programs
financial counselling services.

What we need you to do

If you find out you are eligible for these programs, let us know as soon as possible so we can help
you.
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Current Concessions Programs:

Queensland - https://www.gld.gov.au/community/cost-of-living-support/concessions/energy-
concessions

New South Wales - https://energysaver.nsw.gov.au/households/rebates-and-discounts

Australian Capital Territory - https://www.revenue.act.gov.au/community-assistance/utilities-
concession

Our programs and services

As a hardship customer, you can access services to help you:

We will verify that:
e you're a residential customer; and
e you have an active account with Ellis Air Connect; and

e you identify or have been identified as in hardship.

Once the above points have been verified, we will assess your eligibility to join our hardship
program.

Eligibility for the Hardship Assistance Service

Step 1 — Communication, the first stage is always to get in contact with us, and to keep the
communication going during the duration of this hardship service

Step 2 — Assessment, we will work out what you can afford to pay, the frequency, and what
concessions may be available to reduce cost

Step 3 — Plan, we will work with you to setup payment plans, with frequency and duration that
best helps you.

Step 4 — Advise, we will look at your current energy usage, and assess which plan you may be on
to see if there is a better solution, and see if we can help you reduce the amount of energy you
use

Step 5 — Monitor, we will continuously monitor the effectiveness of the assistance plan, to
ensure it will get you back on track with your bills. We will get back in contact if we feel we need
to re-assess.

If for any reason Ellis Air Connect deem a customer ineligible for the hardship assistance
program, we will notify and provide reasons why within the nominated timeframe.
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What we will do:

We will consider your individual situation to find the right

programs (e.g. concession programs) or services that meet your needs.

We want to check you have the right energy plan

What we will do

When you join our hardship program, we will talk to you about your energy use and whether
you are on the right plan.

If we think there is a better energy plan for you, we will:

) explain why the plan is better
o ask if you’d like to transfer to the new plan for free.

We will only talk to you about energy plans we can offer.

We can help you save energy

Using less energy can save you money.

What we will do

When you join our hardship program, we can give you tips to use less energy. This can be different
depending on the state or territory you live in.

We will work with you
If you have joined our hardship program, we will not:

e charge late payment fees

e require a security deposit

e make changes to your plan without your agreement. For example, we will not put you on a
shortened collection cycle unless you agree first.

Completion of the Hardship Assistance Service

As part of us helping you successfully exit hardship assistance, we will provide you with monthly
updates on progress.

To complete the program, you will have,

e completed the payment plan, or
e met all outstanding payment obligations
e agreed with us that payment difficulties have ended

Your regular billing collection cycle will then be resumed.
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PRIVACY

Ellis Air Connect is committed to respecting your privacy and protecting your personal information
in accordance with the Privacy Act 1988 (Cth) and the National Privacy Principles. For more
information on our Privacy Policy, please visit eaconnect.com/doc/privacy, or give us a call on 1300
121 603 from Monday to Friday 8.00am to 5.30pm AEST.

Please note that a financial counselling service or agent may also contact us directly on your behalf.
In this instance, we will only discuss your circumstances if we have your authority to do so.

COMPLAINTS

We make every effort to ensure our program works for our customers facing financial hardship and
provide an early resolution to their concerns in accordance with our Complaints Handling and
Dispute Resolution Procedure.

Most complaints can be resolved through our internal complaints handling process. We request
that you first provide us with the opportunity to resolving your complaint.

) you may lodge a complaint with us by using any of the contact
method list above.
) we will record all of the details as part of our complaint

management process listed here —
https://ellisairconnect.com/support/

o we will acknowledge your complaint within 3 business days and aim
to respond or finalise your complaint within 10 business days.

We treat all complaints in a fair and reasonable way, however, if you are dissatisfied with our
response to your complaint, it is your right to contact the Energy Ombudsman in your state.

Queensland

Energy and Water Ombudsman Queensland

Mail: PO 3640, South Brisbane BC, QLD 4101

Phone: 1800 662 837

Fax: (07) 3087 9477

Email: complaints@ewog.com.au or info@ewoq.com.au
Web: www.ewoqg.com.au

NSW

Energy and Water Ombudsman NSW

Mail: Reply Paid 86550, Sydney South NSW 1234
Phone: 1800 246 545

Fax: 1800 812 291

Email: complaints@ewon.com.au

Web: www.ewon.com.au
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ACT

ACT Civil and Administrative Tribunal

Mail: DX5691, GPO Box 370, Canberra ACT 2601
Phone: (02) 6207 7740

Fax: (02) 6205 4855

Email: ACATenergycomplaints@act.gov.au
Web: www.acat.act.gov.au

REVIEW & TRAINING

Ellis Air Connect carries out regular quarterly reviews for our hardship policy and training, in line
with performance, and updates to industry guidelines.
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