n @[ C S MAY 2000 | ISSUE 2

OMBUDSMAN’S NOTE RECENT ACTIVITIES

Like the electricity industry itself, the
ombudsman scheme is going through a period of
significant change.

Sydney Water joined the scheme in 1999,
resulting in a change of our name and
jurisdiction, and we are likely to see further
electricity, water and gas providers joining
EWON during 2000.

For the first three months of 2000 we received
almost eleven hundred contacts from customers.
Disconnections, disputed accounts and other
account issues continue to be the primary
concerns of customers who contact EWON.

By January 2002 all New South Wales
customers will be able to choose their provider
under plans for full retail competition in

electricity. We will be monitoring the impact on

domestic and small business customers in
particular, as there is potential for confusion in
a market where there will be many more
retailers, brokers and other players, and where
it might be hard for customers to compare
marketing information from different retailers.

Clare Petre
Energy & Water Ombudsman NSW

Sydney Water became our newest
member on 10 December 1999

With Sydney Water joining the scheme,
we changed our name from the Energy
Industry Ombudsman NSW to the
Energy & Water Ombudsman NSW
(EWON)

EWON investigators with Australian Inland Energy staff in Broken Hill

EWON investigators continued to visit
member companies, including
Australian Inland Energy in Broken Hill
and Advance Energy in Bathurst

The Minister for Fair Trading, the Hon.
John Watkins, launched our community
language access campaign and multi-
lingual website on 23 March 2000



Empowering everyone in the community
EWON launches multi-lingual access program
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The Minister for Fair Trading, Hon. John Watkins speaks at
the multi-media launch of the EWON Chinese access project
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An example of the advertising that appeared in major
Chinese newspapers over a four week period

The Minister, the Ombudsman and prominent members of the Chinese
Community at the launch
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“This scheme has already been very successful in
addressing the needs and concerns of electricity
customers.

Now Sydney Water’s customers will also benefit
from this great scheme”.

The Minister for Energy, Hon. Kim Yeadon and the Energy & Water

Ombudsman discuss future directions at the launch Hon. Kim Yeadon

Minister for Energy & Utilities

S ydney Water has become the latest corporation to
join as a member of EWON.

Sydney Water’s participation in EWON was launched
on 10 December 1999 at Prospect Reservoir by the
NSW Minister for Energy and Utilities, Kim Yeadon .

Speaking at the launch, the Minister highlighted the
need for Sydney Water to join a independent dispute
resolution scheme such as EWON. “The Ombudsman
will provide a greater level of consumer protection to
Sydney Water’s customers”, he said.

The Energy & Water Ombudsman, Clare Petre, also i
applauded the initiative of Sydney Water. “As the Inspecting Sydney’s main water treatment plant
scheme is voluntary in nature, Sydney Water's decision
to join EWON demonstrates its commitment to
improving standards of customer service and to the
fair, effective delivery of water services to its 1.4 million Enquiries received by EWON to date:
customers”, Clare said.

® Water pressure complaints
The Ombudsman extends her thanks for the excellent
work done by Sydney Water in familiarising EWON ¢ Billing enquiries
staff with the procedures and practice of this important ° Mains leakages & service disruptions
service provider. .

Sewerage surcharge

® Developer charges & access fees




Customer Contacts

Customer Matters Finalised

Jan — Mar 1999

Opened Closed .
‘ Enquiries 242 292 .
‘ Consultations 532 523
Complaints 2 0
‘ Disputes 0 1
Total 776 816
Summary of Outcomes (Jan-Mar 2000)
o Negatiated Settlement
Information Given 12%
34% Lost contact with customer
2%
Resalution facilitated by
member
Referred to Member 13%
15%
Customer Compensated
Referred elsewhere %

8% Nat for Further Investigation
Out of jurisdiction %
2%

Contacting the Energy & Water Ombudsman NSW




