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Wednesday 27 March 2019 
 

Face-to-face support for customers with energy issues 
 
The Energy & Water Ombudsman NSW (EWON) will hold a Bring Your Bills and Community 
Assistance Day in Batemans Bay on Wednesday 3 April 2019. The event will provide assistance to 
residents who are having difficulties with energy affordability and related issues. 
 
The Energy & Water Ombudsman NSW, Janine Young, encourages people in the South Eastern 
region to take advantage of this opportunity to meet with EWON, their energy retailer and other 
services to receive one-on-one support. 
 
“Staff from EWON or an energy retailer will listen to your concerns, review your bills and try to 
resolve any issues you have – on the spot if possible. We can also refer you to government agencies 
and community organisations there on the day for support with health, housing, legal or financial 
problems,” Ms Young, said. 
 
Customers can get assistance setting up payment plans, having rebates they are eligible for applied 
to their account, accessing emergency payment assistance and talking to their retailers to resolve 
outstanding issues. 
 
A range of other organisations will also be on hand to provide advice and support, including the 
Australian Financial Complaints Authority (AFCA), Department of Human Services, St Vincent de 
Paul, Ability Links, NSW Fair Trading, Revenue NSW, Katungul, Seniors Rights Service and Legal Aid 
Driver Reform Team and Work & Development Orders. There will also be energy retailers on hand to 
help customers with their billing issues.  
 
Customers are asked to bring along current and past energy and water bills, any letters from 
retailers, Centrelink Health Cards, and any other concession cards. 
 
Where: Batemans Bay Soldiers Club, Beach Road, Batemans Bay 
When: Wednesday 3 April 2019, 10.00am - 3.00pm 
 
For more information, see the flier ewon.com.au/events. 
 

Media contact details 
Jacqui Heywood, Communications Officer, EWON, 0426 822 341 / jacquelineh@ewon.com.au 
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South Eastern region complaint statistics 
 

• Complaints to EWON increased from the South Eastern region* of NSW in 2017/2018, rising 
15% from 2016/2017 to 902. That is three percent higher than the overall NSW increase of 
12%.  
 

• Population data shows that there were 43 complaints per 10,000 people – the fifth highest 
number of complaints from any region in NSW. 
 

• Billing complaints rose 24% in 2017/2018 and continue to be the most significant complaint 
issue raised with EWON, present in 59% of all complaints from the South Eastern region. 
Billing issues include high and estimated bills, billing errors and problems with opening and 
closing accounts.  
 

• There was a 21% increase in complaints related to customer service, including poor service, 
failure to respond, incorrect advice or information, and failure to consult or inform 
customers. These issues are present in 48% of complaints from the South Eastern region.  
 

• Complaints related to energy affordability, including payment difficulties, debt collection, 
credit default listings and disconnections, increased by 25% in the South Eastern region, and 
were present in 24% of all complaints during the period. 
 

• Electricity accounted for 89% of EWON’s complaints in 2017/2018, an increase of 25% from 
2016/2017 in the South Eastern region.  
 

• Gas complaints fell 33% and were present in nine percent of complaints, while water 
complaints represented one percent of all complaints. 

 
 
*EWON’s South Eastern reporting region includes the following Local Government Areas: Bega 
Valley, Eurobodalla, Goulburn Mulwaree, Hilltops, Queanbeyan-Palerang, Snowy Monaro, Snowy 
Valleys, Upper Lachlan and Yass Valley. 
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