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Promotion of IDR/EDR

Examples of best practice

Promotion of Internal Dispute Resolution (IDR) and External Dispute Resolution
(EDR) is necessary to build confidence and trust in the sector. Raising
consumer awareness of Energy and Water Ombudsman (EWO) will result in
empowered customers and demonstrates your commitment to consumer
protections.

Best practice examples - This document shares real examples of member
websites that comply with the minimum requirements and illustrate
elements of best practice. We hope this information encourages you to
review your website from a customer view point and consider how your
website may be improved.

Click to access the guide
Telling customers about

Minimum requirements . .
a External Dispute Resolution

At a minimum you must have a complaints policy
and make information available for customers about N
IDR and EWOs. @

/Best practice is achieved when information about how customers can \
access EWOs is included in all verbal and written communications such as

bills, payment plans, customer hardship, and debt recovery and on all digital
platforms, including website, chats, social media and apps.

All references to EWOs include an explanation of:
e The EWOQO’s role.
o Contact details and a link to our website.
e How we may be able to assist.
e Confirm that EWOs are free and independent.

Your website and other digital platforms should be easy to understand and
navigate for a range of different customers and should include:
e A section for complaints and dispute resolution, placed in an easy-to-find
location, ideally within 2-3 clicks from your home page.
e A search function that directs customers to the correct area when typing
the words ‘complaint’, ‘dispute’ or ‘ombudsman’.

\_ /

Information on how to lodge a complaint both verbal and written should be

clear and accessible to all customers.



https://www.ewon.com.au/content/Document/Members/EWOV-EWOs-BROCHURE_Final%20April%202022.pdf
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Homepage>Feedback & complaints

Homepage>Contact us>Feedback & complaints

Feedback and
complaints
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Examples of websites
with a dedicated
complaints section that
is easy to find

Complaint information
only 1 click away from the \ /,
home page that leads to
full page dedicated to
complaints

Complaint information only 2 clicks
away from the home page

Full page dedicated to complaints

Complaint information 3 clicks
away from the home page

Full page dedicated to complaints

Homepage>Your energy>Our services>How to make a complaint
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How to make an enquiry
or complaint
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What happens once a complaint has been lodged?
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What if you are not happy with our response?
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External dispute resclution
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Examples of website
search functions that
Enter your search direct customers to
information about
- complaints

@ Complaint-and-Enquiry-Policy pdf
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‘N Examples of good website

references to EWOs

COMPLAINTS

If the service you've received from us hasn’t met your expectations, we want to hear from you.

1.Start by getting in touch with our Customer Care team

Our friendly team will manage your concern or complaint with fairness, clarity and respect in line with our Standard

Complaints and Dispute Resolution Policy.

Contact us via online chat, call XX (Mon-Fri 8am-7pm AEST) or complete the online contact form.

2.Speak to a team leader

Need a little more help? If our Customer Care team hasn’t been able to assist, you can ask to speak to a team
leader. They’ll work with you to resolve your complaint within 15 business days of you raising it.

3.Contact your local ombudsman

All our customers have the right to contact the Energy & Water Ombudsman at any time for independent advice

and information or for a review of the outcome of your complaint to us. The Energy and Water Ombudsman is an
independent, impartial body that investigates and resolves complaints about electricity, gas, and water providers.
This service is free. Contact details for each ombudsman scheme are below.

FEEDBACK & COMPLAINTS

Letting us know about your experience with us helps to improve the way we do our business in our
systems, policies and procedures. if you have feedback or an issue you'd like us to resolve, contact us
by sending an email to X or call us on X to discuss how we can work together.

What can you do if you are not satisfied with the outcome?
If you are not satisfied with the outcome of your complaints, you have other options including the
Energy & Water Ombudsman.

All our customers have the right to contact the Energy & Water Ombudsman at any time. They are a
free, independent, impartial body that investigates and resolves complaints about electricity, gas and
water providers.

Energy & Water Ombudsman NSW (EWON)
Freecall: 1800 246 545

Website: www.ewon.com.au

ost: reply Paid 86550, Sydney South NSW 1234

EXTERNAL DISPUTE RESOLUTION

All our customers have the right to contact the Energy and Water
Ombudsman NSW (EWON) at any time for independent advice and
assistance. However, we do hope you contact us directly to allow
us the opportunity to rectify any issues.

Energy & Water Ombudsman NSW (EWON)

EWON is a free, independent, impartial body that investigates and
resolves complaints about electricity, gas and water providers.
Freecall: 1800 246 545

Website: www.ewon.com.au

Post: reply Paid 86550, Sydney South NSW 1234
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