
Helping you take control 
of your energy bill
We understand that circumstances can make it difficult for 

you to pay for the everyday essentials, such as electricity, 

even though you are making every effort to do so. In these 

circumstances, our goal is to support you by providing 

advice and tools that allow you to take control of your 

energy choices and to be able to pay for your electricity 

bills on a long term basis. 

Purpose of  
hardship policy
We have developed a Hardship Policy that defines 

“financial hardship” as a situation where you have the 

willingness to pay your electricity bill but do not have the 

financial capacity to do so on the set due dates. We have 

set up a program called the Customer Assist Program 

and a specially trained team who can guide you to better 

manage your electricity bills and usage.

What is the Customer Assist program
Our Customer Assist program is a specialised program designed to help you get back on track with affording your energy bills 

by the offering of long term payment plans as well as energy usage and financial management education. It outlines how we can 

work together if you are experiencing hardship in paying your electricity bills due to fluctuating or reduced income caused by 

unexpected life events that will impact you for a lengthy time. The program protects you from normal credit collection demands 

and prevents you from being de-energised. We also ensure that all government rebates and concessions are made available to you.

Who can become part of the Customer Assist program
Ergon Energy Retail Residential customers who are experiencing financial hardship in paying their electricity bills on their primary 

residence and who are willing to commit to the responsibilities of the program may participate in the Customer Assist Program. 
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What we will do to  
assist you on the program
•	 Work with you to find out what you can afford to pay, taking 

into account your current financial situation and future energy 

usage

•	 Develop and agree on a personalised payment plan that 

outlines regular payments and the requirements to continue 

your participation in the program

•	 Provide advice and monitor your usage to help you reduce 

your electricity usage

•	 Advise you on eligibility for government rebates, concessions, 

grants and services

•	 Provide advice on where you can seek financial counselling 

and assistance.

What you need to do  
to stay on the program
•	 To work with the Customer Assist team members to determine 

your capacity to pay and to develop an agreed payment plan

•	 To pay the amounts set out in the agreed payment schedule 

on the due dates

•	 To advise us of any change in circumstance that may impact 

your ability to make payments

•	 To keep us updated with latest phone and email contact details

•	 To contact us when required to review the Customer Assist 

package

•	 To complete an energy audit of premises as requested

•	 To complete a financial assessment audit if required

•	 Participate in Government financial assistance schemes

•	 Close the gap between energy usage and financial capacity

We want to assist you but we need you to keep in contact with us.

To read the full Ergon Energy Retail Hardship Policy  
visit Customer Assist at ergon.com.au/supportprograms.

We respect your 
privacy
Ergon Energy Retail will use your personal 

information in the correct way in accordance 

with the Privacy Act 1988 (Cth) and the 

Australian Privacy Principles.

How long you can 
participate on the 
program
We are focused on supporting you to understand 

the high priority of your electricity bill and to 

make sure you understand how you can manage 

your affordable choices. When you have been 

paying the recommended amounts over a period 

of at least 6 months or your account balance 

is in credit, you will be graduated from the 

program. If you have not been able to keep to 

your commitments of the program, you will be 

withdrawn from the program.

Customer service

13 10 46
7.00am - 6.30pm, Mon to Fri
customerservice@ergon.com.au
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