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1. Introduction

Welcome to Neighbourhood Energy

Neighbourhood Energy is committed to competitive electricity prices and excellent customer service. If you
have any questions about Neighbourhood Energy, or the information contained in this Charter, please
contact us on 1300 764 860 or visit our website www.neighbourhood.com.au

Your Customer Charter is a guide to the products and services offered by Neighbourhood Energy, and our
responsibilities as your electricity retailer. It also details your rights and obligations as a Neighbourhood
Energy customer.

The Customer Charter is based on the Energy Retail Code, published by the Essential Services
Commission of Victoria. The Energy Retail Code has been developed through consultation with the
electricity industry, consumers and other relevant parties.

Neighbourhood Energy will advise you in writing of any changes to your customer rights and obligations.
You will also be able to download updated versions of the Charter from our website
www.neighbourhood.com.au

A copy of the Energy Retail Code (including a large print edition) can be obtained by calling the Essential
Services Commission on 1300 134 575 or from their website www.esc.vic.qov.au

Contact details for key electricity industry bodies and distribution network companies appear at the end of
this Charter.

If you would like any further information, or wish to request a large print copy of this Charter, please call us
on 1300 764 860.

2. Your Account

When you sign the quotation that we have prepared for you, you also accept the terms of this Charter as
part of the Account.

Both this Charter and the terms and conditions of the Account are subject to your rights and obligations as
contained in the Energy Retail Code.

Start date
The start date is the date that you transfer to Neighbourhood Energy as your electricity retailer. This will
generally be the date of your next scheduled meter reading after you sign your Account Confirmation.

Prices

Electricity prices are determined by the electricity distribution network area your premises are located in,
and by the wiring configuration of your site. For example, if you have a gas water heater then your
household electricity is likely to be supplied on a single-rate tariff at all times of the day and night. This is a
‘Home Tariff’ and applies to the majority of our customers.

Electric hot water heating may be supplied by a separate dedicated circuit for off-peak (night) water heating
called a ‘Home Saver Tariff'. A small number of customers have a two-rate meter on a two-rate tariff. This
means that the entire household has an off-peak (night) tariff by (Home Saver 2 Tariff).

From time to time, we may need to vary our rates. You will receive at least 30 days written notice of this.
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Pay-On-Time Discount

Your electricity bill is issued monthly. When you pay your bill by the due date, you receive a 10% pay-on-
time discount which appears as a credit on your next bill. You have the option of donating your pay-on-
time discount to a charity or community group of your choice through the Neighbourhood Energy
Community Partner Program.

Community Partner Program

Neighbourhood Energy operates a Community Partner Program which allows customers to donate their
pay-on-time discount to a community group or charity of their choice. If you nominate a Community
Partner to receive your pay-on-time discount, your donation will be shown on your next bill. Your
accumulated monthly donations and the total of what other customers have donated to your Community
Partner will also be shown. For further information about the Program and a list of our Community
Partners, phone our Customer Service Centre on 1300 764 860 or visit our website
www.neighbourhood.com.au

3. Rights and obligations

Under the terms and conditions of your Account:

1. We have an obligation to provide electricity to you at your supply address; and
2. You have an obligation to pay us for the electricity consumed at your supply address.

Cooling off period

Once you have signed up as a customer, you have 10 business days to reconsider your decision. If you
change your mind within that period, you have the right to cancel your Account by notifying us. For further
information, please contact us on 1300 764 860.

You also have the right to transfer to another retailer at any time.

Termination

You can terminate your Account at any time by giving us 10 business days and transfer to another retailer,
or request a disconnection.

We can terminate your Account if you have breached the terms and conditions of the Account, and have
been disconnected and have forfeited your right to be reconnected.

Disconnection request

If you are moving permanently and need your electricity disconnected, we require 10 business days notice
and a forwarding address for your final bill.

If you do not give the required notice, you will remain responsible for the electricity used at the supply
address until the disconnection has occurred or a new customer has an account established in their name.

To request a disconnection, please notify us by email service@neighbourhood.com.au _ or phone 1300
764 860.

Moving to new premises

If you are moving to new premises which we can supply, simply provide us with your new address details
and we can arrange for the electricity supply to be connected.
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Please be aware that if you move into a different electricity distribution network area, electricity prices may
vary to reflect the distribution network charges for that area. If your meter configuration is different then we
will also need to re-quote your electricity account.

Claiming a Concession

If you hold a Victorian Pensioner Concession Card, a Health Care Card (except child disability) or a
Repatriation Health Card (Gold Card — except dependant) issued by the Department of Veterans' Affairs,
you may be eligible for a government-funded concession.

For a full list of the concessions available, please contact the Department of Human Services in Victoria or
visit their website www.dhs.vic.gov.au/concessions/concessions.htm

Eligible concessions are for your primary residence only and do not apply to secondary dwellings such as
holiday houses.

To claim a concession, please provide us with your current concession card details when you sign your
account confirmation.

Questioning a bill

If you believe that we have charged you incorrectly for your electricity, please contact us and we will review
the charges on your bill. Whilst your bill is under review, we require payment for either a mutually agreed
portion of the bill in dispute, or for an amount equal to your bill average for the previous twelve months.
After the next scheduled reading of your electricity meter, your account will be adjusted accordingly if an
error has been made.

If you believe there is an error with your electricity meter, we can arrange a test by a licensed meter tester.
If the test shows that your meter is inaccurate, we will adjust your bill accordingly and there will be no
charge for the test. If the test shows that the meter is accurate, you must pay the cost of the test and the
amount outstanding on your bill.

Access to information
You have a right to timely and accurate information relating to your electricity supply.
You may seek further information about any bills issued by us over the past two years.

We advise you to keep a copy of this Charter so that you have a reference to your rights and
responsibilities as a Neighbourhood Energy customer.

A large print copy of the customer charter is available on request. The Charter can also be viewed in large
print on our website by simply expanding the screen magnification.

You are entitled to a copy of the Energy Retail Code, which can be provided in large print or electronically
on request. Current market offers, GreenPower options and energy saving tips are available on our
website www.neighbourhood.com.au

Respecting your privacy

You have a right for your personal information to be kept confidential. Complying with current legislation
and regulation, we will uphold that right.

All personal information received from or about you will not be disclosed to a third party without your
explicit consent, unless we are required or permitted by law to disclose it.
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Customer Feedback

At all times, our goal is to provide you with excellent customer service and we welcome any feedback you
may have. Please email your comments to service@neighbourhood.com.au _ or telephone our
Customer Service Centre on 1300 764 860 should you have any queries or suggestions on how we can
improve your customer experience.

If you have a concern that has not been resolved by speaking with us, you have the right to contact the
Energy and Water Ombudsman, Victoria (EWOV). The Ombudsman receives, investigates and assists in
the resolution of enquiries and complaints between energy companies and their customers. EWOV
provides an independent service for which you are not charged.

The Energy and Water Ombudsman can be contacted on 1800 500 509 or through their website
WWw.ewov.com.au

Safety

It is essential that electricity is used safely as it is dangerous, and sometimes lethal, if misused.

Should you need further information on safety, please refer to the Electricity Distribution Charter provided
by your local distributor, or speak to a licensed electrical contractor.

Please refer to the key contact details towards the back of this document for emergency contact numbers
in the event of a fault with your electricity supply.

Liability
You acknowledge that our services are limited to the retailing of electricity as defined in the Energy Retalil

Code. We do not and cannot control the quality, frequency, voltage and continuity of the supply of
electricity to your premises. This is the responsibility of your local electricity distribution company.

When you sign your Neighbourhood Energy electricity Account Confirmation, you indemnify us for any
breach of this Account on your part, and for any negligence, fraud, wilful act or omission by you that
causes loss or damage to us.

We are liable to you for any breach of this Account on our part, however, our liability is capped at the
maximum amount specified or implied under relevant legislation. Your Account with us does not vary any
protection provided to us or to you under legislation. Our liability for breach of any condition or warranty
implied by the Trade Practices Act or the Goods Act is limited, to the extent permitted by either of those
Acts, to the cost of the re-supply of the goods or the re-supply of the service.

Force Majeure

If an event outside of our control (“Force Majeure Event”) leads to a breach of your Account by us, we will
not be deemed to be in breach of that Account for non-performance of any of the obligations affected by
that Force Majeure Event.

If a Force Majeure Event occurs, it is our responsibility to notify you and provide full details as soon as
reasonably practical. We will advise you of our closest time estimate for which we will be unable to carry
out our obligations under your Account.

All reasonable action will be taken to mitigate the effect of the Force Majeure Event and to minimise its
duration.
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Variations, notices and assignment

Your Account can be varied subject to mutual agreement. All variations must be made in writing.

Information that we need to provide you with, or that you need to provide to us, will be in writing. Notices
can be delivered by hand, fax, mail or email to a current valid address.

By entering into a Account with us, you agree that we may novate or assign your Account to another party
under terms and conditions no less favourable to you. You also may assign your Account to another party
(i.e transfer your electricity account to another person), but must first obtain our consent and provide us
with written notification of your intent and a letter from the assignee accepting responsibility for all future
payments due to us.

Your Electricity Account is governed by Victorian Law.

4. Your bill

Frequency of bills

We will bill you monthly, or otherwise as specified in your Account. You can receive your bill by post or
email.

You are obliged to pay your bill by the due date specified on the bill. If your Account is not paid on time,
you will forfeit your pay-on-time discount.

Meter readings

Your electricity meter will be read quarterly wherever possible, and at least every twelve months as
required by the Energy Retail Code. Each bill you receive will be based on your actual meter reading or on
an estimate of your electricity consumption.

Estimated readings

Domestic meters are read on a quarterly basis so your first two bills of the quarter will be estimated. Once
we receive an actual meter reading your next bill will be reconciled to that reading.

Except where your bill is based on an actual meter reading, you give your consent to the use of an
estimate for the calculation of your bill.
Reconciliation between estimated and actual bills

Your estimated monthly bill is based on your previous electricity consumption. Your meter is scheduled to
be read and your consumption supplied to us quarterly. This is when your actual usage is reconciled.

When we receive your quarterly meter reading, we calculate the amount of actual electricity consumption
and the associated charges, and deduct the amount you have paid already on previous estimated bills.
Access to meters

Clear and safe access to your electricity meter is required. It is your responsibility to arrange this. Failure
to provide this may result in higher bills and, in extreme cases, disconnection of supply.
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Adjustments

If your bill is based on an estimated reading that you feel is inaccurate, please provide us with an actual
meter reading which you have taken yourself or you may provide us with your own reasonable estimate of
your electricity consumption. We will re-issue your bill according to the recalculated amount.

What your bill contains
Your name, supply address and account number.
The National Meter Identifier (NMI) which uniquely identifies the meter or meters at your premises.
The period of time the bill covers.

The amount of energy you have consumed, being an estimated or an actual reading, in kilowatt
hours (kWhs).

A price per kWh for the electricity you have used and the relevant tariff.

The Service to Property Charge which covers the cost of servicing your property.

If applicable, approved additional service charges such as Connection and Transfer Fees.
The total charge for the electricity you have used.

Any applicable discount, concession or Community Partner donation.

Any adjustments from previous estimated bills.

The net amount due for payment.

Your Due Date of payment.

A graph and summary of the detailed information.

An historical comparison of your monthly electricity consumption.

The amount of greenhouse gas emissions your usage has generated, or for Accredited
GreenPower customers, the amount of greenhouse gas emissions you have saved.

The date of your next scheduled electricity meter reading.

Payment terms
Our payment terms are 14 days from the issue date of your bill.
Customers who pay their bill by the due date will receive a 10% pay-on-time discount. This discount may

be kept for yourself or donated to a Community Partner of your choice. For further details please phone
our Customer Service Centre on 1300 764 860 or visit our website www.neighbourhood.com.au

Payment Options

Bill payments can be made by credit card, direct debit, BPay and Electronic Funds Transfer (EFTPOS).
Payments can also be made through our secure web page at www.neighbourhood.com.au __ or over the
counter at any branch of Australia Post. Payment options are listed on the back of your bill.

If you would like to pay by direct debit, please sign our Direct Debit Service Agreement located on the back
of your Account Confirmation, or phone our Customer Service Centre on 1300 764 864 to request one. We
will always debit the owed amount from your account on the last business day on or before the due date of
each bill.

If a Direct Debit account is established and there are not enough funds in your account to pay the bill, your
account will be charged an additional fee of $25 to cover the bank penalty and processing costs.



Page 9 of 13

Late payment

If your bill is not paid by the due date, you will forfeit your pay-on-time discount.

Should you fail to pay the full amount by the due date then we will attempt to contact you with a reminder
call. Failing that, we will send you written reminders. If you do not respond to our attempts to contact you,
we may have to initiate procedures for debt recovery. After following due procedures, we have the right to
disconnect your electricity supply altogether. Disconnection is considered a last resort.

Payment difficulties

If you are unable pay your bill due to financial hardship, please contact us as soon as possible and we may
be able to offer you a payment schedule. If you do not advise us that you are experiencing financially
difficult circumstances and do not respond to our notices, there is a risk of your electricity supply being
disconnected.

Please call us on 1300 764 860 for assistance with an instalment plan, an alternative payment
arrangement, or information on how to contact a financial counsellor. Where you have demonstrated a
willingness to fulfil your financial commitment but are unable to, we will do what we can to assist.

You can obtain a copy of our Financial Hardship Policy by phoning us on 1300 764 860 or on our web site
at www.neighbourhood.com.au . This is a statement of our policy and process for assisting residential
customers with payment difficulties, and it includes information about the types of assistance we are able
to provide.

We can also provide information about the Victorian Government’s Utility Relief Grant Scheme. The
Concessions Unit of the Department of Human Services (DHS) decides if you are eligible. Contact details
for DHS are at the back of this Charter.

Payment plans
If you are having difficulty managing your payments, then you may request an instalment plan to assist you
with paying your bills. The following payment options are available:

Advance payment of your next bill to assist your budgeting; or,

Payment of any overdue amount and future bills by regular instalments.

Please talk to us as soon as possible about payment options. If we cannot agree on a payment
arrangement, we will seek to assess your ability to pay your accounts and we provide you with information
on how you can gain access to financial counselling. Any information we collect in the course of assessing
your financial circumstances and payment capacity is available to you.

For your own benefit it is essential that you contact Neighbourhood Energy as soon as you realise that you
cannot meet your payment obligations.

Credit checks

We may need to undertake a credit check on you through a credit-reporting agency. Before we can do so,
we must inform you of our intentions. Credit checks are carefully managed and we abide by guidelines set
down by the Essential Services Commission and the Federal Privacy Commissioner.

Any information we receive from a credit reporting agency will be treated as confidential. It will not be
disclosed to a third party without your expressed consent, unless we are required to by law.
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Refundable advances

In some cases we may seek a refundable advance from residential customers in accordance with
guidelines issued by the Essential Services Commission.

We will only ask you for an advance if:

You have vacated an address and still owe money;

You have used electricity illegally in the past two years;

You have an unsatisfactory credit rating;

You are a new customer and have refused to provide us with acceptable identification;
You have been offered an instalment plan and have refused it; or,

You have been disconnected for not meeting your obligations under the terms and conditions of
your Account and not rectified the issue.

The amount of the refundable advance will be based on the Energy Retail Code. If we require a
refundable advance, we will pay interest on it based on the prevailing market rate.

We will refund the advance within 10 business days if you pay a year's bills by their due dates, or if you
cease to take a supply of electricity and that supply has been paid in full.

Further details on refundable advances are contained in the Energy Retail Code, or you can email us at
service@neighbourhood.com.au

Shortened Collection Cycles

We reserve the right to place a customer on a Shortened Collection Cycle as provided for in the Energy
Retail Code. This will generally only apply if a customer consistently fails to pay bills by the Due Date and
receives several consecutive reminder and/or disconnection warning notices.

A customer on a Shortened Payment Cycle that fails to make a payment by the Due Date will not receive a
reminder notice but a disconnection notice prior to disconnection.

5. Disconnection

Leaving your premises

You must notify us of the date you intend to, or did, leave your premises. We also require a forwarding
address where the final account can be sent. You must inform us as soon as possible of any change in
your contact details.

If you are evicted or otherwise forced to leave your premises where we supply your electricity, then you
are still liable for the energy consumed at those premises until we receive notice and can have the
premises disconnected. You will also be charged the service fee for the disconnection.

You may request to have your premises disconnected at any time. It is helpful if you can give us as much
notice as possible as it generally takes approximately three business days for us to arrange with your
electricity distributor to perform a disconnection. The service fee for disconnection will be applied to your
next bill.
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Disconnection for unpaid bills
Please contact us as soon as possible if you are having trouble paying a bill. Disconnection of your
electricity supply is a last resort, and we will not disconnect you before we have:

Attempted to contact you by phone and sent you a reminder notice;

Offered you an instalment plan or other payment arrangement which will take into account your
financial circumstances;

Provided information on government-funded concessions which you may be eligible for; and,

Provided you with a written disconnection notice giving you at least five business days notice of
our intention to disconnect you.

Disconnection for other reasons
We may disconnect your premises provided we adhere strictly to the rules set out in the Energy Retalil
Code.
There are several reasons we may have to disconnect you. These are:
If you have failed to provide access (after being sent notices requesting access so your meter can
be read);
In the case of an emergency;
For health and safety reasons;
For planned maintenance (see your Distribution Charter);

You are using electricity otherwise than in accordance with the Electricity Distribution Code (see
your Distribution Charter); or,

If you are required, but fail to, give a refundable advance.

The Energy Retail Code and the Electricity Distribution Code sets out the steps Neighbourhood Energy or
your electricity distributor must follow in each case.

You will not be disconnected in any of the following circumstances:

Your address is registered as a life support machine address;
Your application for a Utility Relief Grant has not been decided;
For failing to pay us for something other than electricity or a related service.

Except for faults, safety or emergency reasons, or for essential planned interruptions notified well in
advance, you will not be disconnected after 3pm on Monday to Thursday, on a Friday, a weekend, a public
holiday or the day before a public holiday.

Reconnection

We can arrange the reconnection of your electricity supply after any outstanding bill is paid in full, or that
an agreement is reached on how it will be paid. If there is another reason for your disconnection, we'll
work with you to resolve it. If you have been disconnected and request reconnection you will be required
to pay a fee of not more than $100 in addition to any outstanding debt.

If you contact us by 2pm on a business day and have taken the required action, we will arrange to have
your premises reconnected that day. After 2pm on a business day, you can still be re-connected that day,
but you will need to agree to pay an additional after-hours reconnection fee. We cannot guarantee
reconnection on non-business days.
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6. Like to know more?

Neighbourhood Energy

PO Box 171

Elsternwick VIC 3185

Tel: 1300 764 860

Fax: (03) 9523 6949

Email: service@neighbourhood.com.au __ Web: www.neighbourhood.com.au

Essential Services Commission

The Essential Services Commission is a Victorian Government agency charged with promoting competition
and acting as a watchdog within the energy sector.

Essential Services Commission

Level 1, 35 Spring Street

Melbourne VIC 3000

Tel: 1300 134 575

Web: www.esc.gov.au

Energy and Water Ombudsman Victoria

The Ombudsman's role is to resolve disputes between customers and energy retailers.
Energy and Water Ombudsman

GPO Box 469

Melbourne VIC 3001

Tel: 1800 500 509

Web: www.ewov.com.au

Department of Human Services

The Concessions Unit provides information designed to improve the affordability of key services to low
income households.

Department of Human Services

Level 13, 555 Collins Street

Melbourne Vic 3000

Tel: (03) 9616 7600

Web: www.dhs.gov.au/concessions

Consumer Affairs Victoria

Consumer Affairs Victoria (CAV) protects and promotes the interests of Victorian consumers.
Neighbourhood Energy is registered fundraiser 6659 on the public list of fundraisers as maintained by CAV
in accordance with the Fundraising Appeals Act 1998. Contact details are:

Consumer Affairs Victoria

Level 19, 121 Exhibition Street

Melbourne Vic 3000

Tel: 1300 558 181

Web: www.consumer.vic.gov.au

Distribution Companies
In case of power failure numbers, contact your respective electricity distribution network company anytime:

AGL Networks (formerly Solaris) - Williamstown, western and northern suburbs of Melbourne and
north western hinterland - 131 626;

Alinta (United Energy) - eastern and southern suburbs of Melbourne and Mornington Peninsula -
132 099;

CitiPower - Melbourne central business district and inner suburbs - 131 280;
Powercor - outer western suburbs of Melbourne and western Victoria - 132 412; or,
SP Ausnet (formerly TXU Networks) - outer eastern suburbs and eastern Victoria - 131 799.
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7. Definitions

Business Day
Any day that is not a Saturday, Sunday or a Public Holiday appointed under the Public Holidays Act 1993.

Charter
This document, which forms part of the Electricity Retail Account as signed by you.

Account
The Account for the supply of electricity to your premises by Neighbourhood Energy.

Due Date
The due date for payment shown on your bill.

Force Majeure event
An event outside our reasonable control.

Pay-on-time discount
The discount the customer receives when a bill is paid on or before the due date.

Supply Address
The relevant market connection point (as defined in the National Electricity Code) of the premises you are
contracting us to supply electricity for.

Utility Relief Grant

A grant under the Utility Relief Grant Scheme administered and funded by the Victorian Government. The
Scheme provides one-off assistance to domestic customers unable to pay their utility bills due to a
temporary financial crisis.

Any reference to “Our", “We” or “Us” refers to Neighbourhood Energy and any reference to “You” or
“Your” refers to the Customer.



