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1.

Introduction to the Policy and the CPSP Program

2.

Customer’s Rights and Obligations under the CPSP

2.1

Customer’s Rights in the CPSP
a. to be treated with respect, courtesy and without judgment;
b. to have this Policy applied to them consistently and transparently;
c. to receive information about this Policy, our CPSP and any available government
assistance; and
d. to be protected from disconnection for non-payment of their energy bills while
participating in the CPSP.

a. programs aimed at helping them manage their energy usage and debt;
b. the CPSP Team working with our customers’ financial counsellors or other advisors to
understand their needs and circumstances (with customer consent);
c. the right to negotiate a fair and reasonable payment arrangement, and changes to these
arrangements when their circumstances change; and
d. The additional measures set out below.
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2.2

Customer Obligations under the CPSP
a. contact Real Utilities when he/she is unable to make any agreed payments;
b. make any scheduled repayments in full and on time unless an alternative arrangement
has been agreed; and
c. remain in contact with and notify Real Utilities of any relevant change in his/her
financial circumstances.

A. CPSP
3.

Eligibility criteria for CPSP

a. Have a current residential customer account for energy services with Real Utilities;1 and
b. Are experiencing short-term or long-term financial difficulty.

4.

Communicating with customers

1

Real Utilities also extends its CPSP to customers who purchase energy from an exempt embedded
network owner or operator, where Real Utilities acts as an agent for that exempt embedded network owner
or operator.
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5.

How to enter the CPSP

5.1

Customer request to enter CPSP

a. the customer or his/her dependent has a medical illness or disability (including mental
health) affecting his/her capacity to pay;
b. the customer has had a death in the family affecting his/her capacity to pay;
c. there has been a change in the customer’s family unit affecting his/her capacity to pay;
d. the customer has had a sudden loss of income or substantial reduction in income;
e. the customer’s increased cost of living;
f. the customer’s other debts; and
g. the customer’s temporary or permanent disability.

a. natural disasters (such as floods, hailstorms or bushfires in the area which the customer
lives); and
b. a downturn in the general economy.

5.2

Referral by counsellors

5.3

Real Utilities enrolment of customers in the CPSP
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5.4

CPSP Team contact with customer

5.5

On Entry into the CPSP

a. clearly explain to the customer over the phone his/her rights and obligations under the
CPSP;
b. confirm with the customer that he/she is willing to participate in the CPSP on those
terms as described;
c. put a hold on any external collections or debt recovery processes;
d. waive any late payment fee applied on that customer’s account; and
e. ensure that the customer is not required to provide a security deposit.

a. the date a customer enters the CPSP;
b. how the customer was identified for the CPSP;
c. the current amounts owing on the customer’s account;
d. the estimated monthly electricity usage for that customer; and
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e. the customer’s current payment plan.

6.

Market Contract Review

7.

Payment options for Customers in the CPSP

7.1

AER Sustainable Payment Plans Framework

7.2

Information about flexible payment options

7.3

Working out the most appropriate payment option
a. the amount outstanding on the customer’s energy account;
b. the customer’s capacity to pay; and
c. the customer’s expected energy consumption over the next 12 months.
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a. any income the customer is receiving;
b. any support the customer is receiving or is entitled to;
c. the customer’s various personal, household and other expenses;
d. any dependents that rely on the customer for income or other forms of support;
e. any likely change to the customer’s income and expenditure over the next 12 months;
f. other financial commitments the customer has; and
g. any report from a financial counsellor or other authorised third party on the customer’s
capacity to pay.
7.4

Short/medium term payment options

7.5

Longer Term Payment Plans

7.6

Centrepay
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7.7

Agreed payment plan

a. the customer’s current amounts outstanding;
b. the date the first payment is due on the customer’s payment plan;
c. a schedule setting out all the payments to be made under the customer’s payment plan,
including the dates when payments will be due, the amounts due for each payment and
the number of payment instalments under the payment arrangement; and
d. confirmation of the customer’s right to cancel or amend the arrangement at any time
upon request.
7.8

Review of payment arrangements

8.

Other support for Customers in the CPSP

8.1

Government Energy Rebates, Concessions and Grants
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a. in NSW: www.resourcesandenergy.nsw.gov.au
b. in Queensland: www.dews.qld.gov.au
8.2

Energy Efficiency Advice and Energy Efficiency Products

a. Australia-wide: http://yourenergysavings.gov.au/energy and
https://www.energymadeeasy.gov.au/
b. In NSW: http://www.resourcesandenergy.nsw.gov.au/energy-consumers/sustainableenergy/efficiency and http://www.environment.nsw.gov.au/households/saveenergy.htm
c. in Queensland: https://www.qld.gov.au/families/government/sustainable/pages/homes
and https://www.dews.qld.gov.au/electricity/energy-save/electricity-saving-tips

a. In NSW, the scheme is known as the Energy Efficiency Policy (EEP):

https://www.environment.nsw.gov.au/energyefficiencyindustry/energy-efficiencypolicy.htm.
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a. arranging for an energy efficiency specialist to contact the customer for a telephone
audit (at no cost to the customer) about the ways his/her electrical appliances are used;
b. for a customer with significantly higher-than-average energy consumption and
significant amounts outstanding on his or her account and where the CPSP Team or the
customer’s financial counsellor considers the customer would benefit from a home
energy audit, arranging for an energy efficiency specialist to conduct a face-to-face
home energy audit (at no cost to the customer) about the ways his/her electrical
appliances are used;
c. if appropriate, arranging for meters to be checked or tested (at no cost to the
customer);
d. if appropriate, providing energy efficient light globes (at no cost to the customer); or
e. if appropriate, reviewing whether any inefficient electrical appliances could be replaced
and, if so, providing information about a customer’s entitlement to capital grants for
appliance replacement or in extreme circumstances providing assistance with reducedcost purchases with a third-party supplier.

8.3

Customised assistance
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a. A customer’s capacity to pay;
b. A customer’s payment history;
c. A customer’s engagement with Real Utilities; and
d. A customer’s participation in Real Utilities’ CPSP.

9.

Leaving the CPSP

9.1

Successful completion of CPSP

9.2

Leaving the CPSP on request

9.3

Removal from CPSP

a. he/she does not contact Real Utilities when he/she is unable to make any agreed
payments;
b. he/she does not make any scheduled repayments in full and on time unless an
alternative arrangement has been agreed between the customer and the CPSP Team;
and
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c. the CPSP Team has not been able to contact the customer for the three monthlycustomer account review.

a. first, sending a “Missed Instalment” notice by letter asking for the customer to contact a
member of the CPSP Team;
b. second, contacting the customer by placing a phone call to the mobile phone and
telephone number specified for the customer on their energy account;
c. third, sending an “Missed Instalment” notice asking for the customer to contact a

member of the CPSP Team to the email address specified for the customer on their
energy account.

CPSP Team

asking for the customer to contact a member of the
the

b.
specified for the customer on their energy account

9.4

Returning to the CPSP
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Training

10. Complaints

a.

Energy and Water Ombudsman of New South Wales


Free call: 1800 246 545



Free fax: 1800 812 291



Online: https://www.ewon.com.au/page/contact-us



Email: omb@ewon.com.au or complaints@ewon.com.au



Mail: Reply Paid 86550, Sydney South NSW 1234
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b. Energy and Water Ombudsman of Victoria


Free call: 1800 500 509



Free fax: 1800 500 549



Online: https://www.ewov.com.au/complaints/onlinecomplaint-form

c.



Email: ewovinfo@ewov.com.au



Mail: Reply Paid 469 Melbourne VIC 8060

Energy and Water Ombudsman Queensland


Free call: 1800 662 837



Online: http://www.ewoq.com.au/submit-a-complaint



Email: complaints@ewoq.com.au or info@ewoq.com.au

11. Privacy of Personal Information

12. Real Utilities Contact Details



Telephone: 1300 16 16 68



Email: support@realutilities.com.au



Mail: PO Box 3122, Newstead, Qld, 4006
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Version Control
Version

Amendment

Version 1

Author and date
27.10.2017

Version 2

Amendments made in accordance with
AER correspondence dated 4 June 2018.

AW 19.06.18

Version 3

Amendments made in accordance with
new ERC in Victoria and to terminology
and wording

DD and CJ 6.01.19

Version 4

Amendments to document with
discussion on changes- removed
Victoria from document- to be placed in
a new document.

CJ 06.02.19
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Schedule A: Policy Summary
An Introduction to Real Utilities’ CPSP
Real Utilities provides a Customer Payment Support Program (CPSP) to support our customers
through difficult times. The benefits and features of the CPSP is summarised in this document.

The CPSP helps customers who currently, or may in the future, have difficulty paying their energy
bills on the standard monthly cycle. We do this by being flexible and giving extra assistance to
support our customers to better manage their energy usage, payment and debt.
Real Utilities will treat all of customers with respect, courtesy and empathy and without
judgement. Customers experiencing difficulty are assigned an CPSP Team to manage their
participation in the CPSP.

To participate in the CPSP a customer must meet the following criteria:
a.

Have a current residential customer account for energy services with Real Utilities;12 and

b.

Be experiencing short-term or long-term financial difficulty; and

We understand that our customers may experience either short or long periods of financial
difficulty for a range of reasons. If customers are experiencing any difficulties paying their
electricity bills, they (or their financial counsellors) should call Real Utilities to discuss their
eligibility for the CPSP.
Our Customer Service Team is trained to assist customers throughout this process in a supportive
and non-judgemental manner. Real Utilities will respect the confidentiality of our customers in
accordance with the Privacy Act 1988 (Cth).

Depending on a customer’s needs, the support available through our CPSP can include:








Short, medium, or long-term flexible payment arrangements (including through Centrepay)
taking into account the customer’s capacity to pay and current energy consumption needs
and debt;
Advice and assistance in managing energy consumption efficiently;
Free energy audits over the phone or at home;
Assistance with energy efficient products and appliances;
Assistance in seeking out government funded concessions and rebates;
Referral information for financial counselling services

1

This includes customers with a residential customer account for electricity or network services with Real
Utilities. Real Utilities may act as agent in providing network services to customers as a joint exempt
embedded network service provider under exemptions provided for in the AER Electricity Network Service
Provider – Registration Exemption Guideline.
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Guaranteed non-disconnection for non-payment of energy bills for customers actively
engaging with the CPSP; and
Review of appropriateness of the customer’s contract, at no cost.

In some cases, and at our discretion, customised assistance for a customer’s specific needs and
circumstances, including debt management options, may be available.
Contact Us
If customers have questions about our Policy, or wish to participate in the CPSP, they should contact
our Customer Service Team on 1300 16 16 68 between 9.00 a.m. and 5.00 p.m., Monday to Friday.
Language assistance is available through our Customer Service Team on 1300 16 16 68.
Further details about the CPSP are set out in the Real Utilities CPSP Policy. The Policy can be found
on the Real Utilities website at www.realutilities.com.au/customer-payment-support-program and
copies will be provided at no cost to customers on request.
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