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Thousands of differenT cusTomers  
millions of differenT reasons 

Welcome to your NeW eNergy retAiler
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abouT us

everyone’s different, including us
Thank you for choosing to switch to Australian 
Power & Gas. You’ll find we do things differently 
from your current energy retailer. 

Of course the energy you use is still the same, 
but everything from the amount you pay 
for it through to how you pay for it, reflects 
our commitment to being Australia’s most 
customer-focused energy retailer. 

for us tHe customer AlwAys comes first 
We understand how important energy is to everyone’s 
lives. We know that while there are millions of 
different reasons you need energy, you really only 
need one thing from your energy provider – a fair go. 

We treat all our customers the way we’d like to 
be treated. So we’re always looking for better ways 
to help you.

so wHAt’s different?
• A fair go to help you manage and reduce  

your energy costs

• All customers treated fairly 

• Prompt & friendly customer service whether 
you call us or contact us online
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some words worTh reading

welcome to our ‘welcome book’
It explains who we are and how we help you save more. It also outlines the 
process of switching energy retailers and the Terms & Conditions that go with 
your switch to Australian Power & Gas. 

You probably won’t read everything here but we recommend you take a little 
time exploring it. We believe it’s important you understand what to expect from 
us and as always, we work hard to deliver the great service you rightly expect. 

wHAt HAppens now? 

1. We’ll contact you with confirmation of your 
energy account details, this may take a few days 
if you signed up to your plan with one of our 
Energy Advisers at your door. 

2. We make it easy. We take care of the transfer from 
your current retailer. They may try and contact you 
but there’s no need to speak to them as we handle 
the switch. Remember you will receive a final bill 
from your current retailer. 

3. We’ll let you know when your switch is complete. 
This may take up to 3 months as we have to wait 
for your energy distributor to take a final meter 
reading in order for us to complete your transfer 
to Australian Power & Gas.

4. It’s your choice. You have the right to cancel our 
agreement within 10 business days. This period 
starts on the first business day after you signed, 
or received your contract with us.

mAking your 
switcH to 
AustrAliAN 
PoWer & gAs 
simple.

if you HAve A 
question during 
tHis switcH-over 
period, pleAse cAll 
our coNNectioNs 
teAm on 1300 135 859 
between 8Am & 7pm 
from mondAy to fridAy 
or 9Am & 4pm on 
sAturdAy. we’re 
AlwAys HAppy to Help.
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QuestioNs? 
pleAse cAll our customer service teAm on 133 298 or emAil eNQuiries@AustrAliANPoWerANdgAs.com.Au

As your new energy retailer, we pride ourselves on 
understanding the importance of energy and its cost to you. 
We’ve made it our mission to help you save money on your 
energy bills. We’re always looking for ways to work smarter 
with new customer-focused innovations. 

We’re also committed to delivering great service through 
our Customer Service Team. We are passionate about 
ensuring you get the best service possible and we're always 
pushing for ideas that help you save time and money.

That’s why we started Australian Power & Gas and why 
the team works hard every day, to ensure that you are at 
the heart of all we do. If you have any questions, please 
call our Connections Team on 1300 135 859 and we will 
be happy to help. 

Thanks for your support 

from tHe retAiler tHAt works HArder
a warm welcome
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whAt enerGy meAns to luiGi
An early start, a power saw and a power drill 
means luigi can make light-work of a tough job. 
A tree house for the kids means hours of endless 
fun. And while they noisily play in their dream 
home, luigi gets to chill out in his. crafty luigi! 
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online billing & Account mAnAgement
Sign up to Online Services for the ease and convenience of managing your account 
online. With Online Services you can receive and pay your bill online, update your details 
and fully manage your account, including being able to check if you’re on the best deal. 
Sign up now at australianpowerandgas.com.au/onlineservices

pAy regulArly to Help you budget 
Budgeting for a lump sum bill can be difficult. So we’re happy for 
you to smooth your bill payments into smaller regular amounts. 
You can pay us a set amount weekly, fortnightly or monthly so 
you always know where you stand. If you’d like to start regular 
payments now visit australianpowerandgas.com.au/pay

cHoose AutomAted pAyments so you  
never miss your ‘prompt pAyment’ discount
We offer customers who pay their bill in full by the due 
date a prompt payment discount. Even if you have set up 
regular payments, you still need to be sure that your full 
bill balance is cleared by your due date to benefit from 
the discount. So, set up automated payments from PayPal, 
your bank account or credit card and automatically pay 
on time each month to ensure you don’t miss out. Visit 
australianpowerandgas.com.au/pay to find out more.

more wAys to pAy
We make it easier to pay your bill by giving you more innovative 
choices. You can pay via:
• Automated Payments from PayPal, your bank or credit card
• PayPal
• BPay from your account online or by phone
• Credit or Debit Card over the phone 
• Cheque through the mail
• Australia Post Office by cash or cheque

PromPt
PAymeNt 
discouNt

smarTer bill managemenT
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tHe first energy retAiler to offer  
tHe eAse & security of pAypAl™
To help make life easier you can pay 
your Australian Power & Gas bills using 
PayPal. It’s safe, quick and simple-to-use, 
allowing you to manage your account 
and make automated payments online 
or on your mobile. 

smarTer bill managemenT

smArt tHinking for smArt meter customers in victoriA
Australian Power & Gas Plus puts you in control of your home 
energy. Working with your Smart Meter, our innovative tool allows 
you to manage your energy consumption from your home computer 
or tablet. You can track how much energy you use, when you use 
it and how much it costs per day or even per hour. It’s the smart way 
to budget the family finances and plan ahead, meaning no more 
shocks when the bill arrives.

Australian Power & Gas Plus is another way we’re doing everything 
in our power to help you manage your bills.

Find out more at australianpowerandgas.com.au/onlineservices

to samantha power means a muddy teddy can be a fluffy dry teddy again#.
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You may be eligible for a concession 
or rebate on your bill. Details about the 
concessions available and eligibility can 
be found under the ‘are you already 
a customer’ section of our home page 
at australianpowerandgas.com.au 
or by calling us on 133 298.

A concession may only be claimed if 
the energy bill is in the name of the 
concession cardholder, except in the case 
of group concessions. More information 
on concessions can also be found 
through your government using the 
contact details listed for your state.

victoriA 
department of human services

w:  dhs.vic.gov.au/concessions/
entitlements/energy

new soutH wAles 
trade & investment

w:  energy.nsw.gov.au/ 
customers/rebates

Ph: 1300 136 888

concessions & rebaTes

cHeck if you’re eligible online At:

AustrAliANPoWerANdgAs.com.Au

to Hannah  
power means washing 
for three, dinner for 
three & feet up in 
front of the tv#.
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enerGy & wAter 
omBudsmAn ViCtoriA 
(ewov) 

P: 1800 500 509 

F: 1800 500 549 

e: ewovinfo@ewov.com.au 

m:  reply paid 469  
melbourne vic 8060 

W: www.ewov.com.au  

enerGy & wAter 
omBudsmAn nsw (ewon) 

P: 1800 246 545 

F: 1800 812 291 

e: omb@ewon.com.au 

m:  reply paid 86550  
south sydney nsw 1234 

W: www.ewon.com.au

wHAt to do if you need informAtion or HAve A complAint
Should you have any questions or problems, you have the 
choice to either call our Customer Service Team on 133 298, 
anytime from 8am to 7pm on weekdays or from 9am to 
4pm on Saturdays, or visit our Online Services available at 
australianpowerandgas.com.au/onlineservices where you 
can manage your account, update your details, pay your bill 
and much more.

Alternatively, contact us via:

Email:  enquiries@australianpowerandgas.com.au 

Mail:   Australian Power & Gas  
PO Box 6330  
St Kilda Rd Central VIC 8008

we’re ready To help

to luigi power means work, income and a tree house for the kids#.
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our customer service promise
Life doesn’t always go to plan so if you 
do have an issue with our service we 
want to get the problem solved ASAP. 
If you phone us we’ll always try to 
solve the issue up front. If that’s not 
possible we’ll contact you within two 
business days of your call, explaining 
how we intend to resolve things. 
We’ll aim to reach a resolution within 
10 business days. 

When we respond we’ll also ask you 
for feedback on the action we’ve 
taken and if you are satisfied. If you’re 
still unhappy, please tell us within 
10 business days otherwise we’ll assume 
your complaint or issue was resolved. 

Of course, should you remain dissatisfied 
with our response to your complaint, 
you can contact the Energy Ombudsman 
to investigate and resolve any dispute 
you believe has not been resolved 
satisfactorily. As always we simply ask 
you to tell us your issue first – we are 
here to help and we want to help.

our promise

to reg power 
means hot showers, 
breakfast & a fully 
charged electric 
scooter to sweep 
molly off her feet#.
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imPortAnt notiCe to tHe coNsumer
You have the right to cancel this agreement within 10 business days from and including 
the day after you signed or received this agreement. Details about your rights to cancel 
this agreement are set out in the information attached to this agreement. To cancel your 
energy contract, please call us or use the Cancellation Notice.

1. your eNergy coNtrAct  12
1.1 What is your energy contract? 
1.2 When does your energy contract start & end? 

2. cooliNg-oFF Period  12
2.1 What if you change your mind? 
2.2 What happens after the cooling-off Period? 

3. your eNergy suPPly  13
3.1 Who is responsible for the physical delivery 

of energy to your premises? 
3.2 When does your energy supply start? 
3.3 obligation to supply suspended 

4. your eNergy eQuiPmeNt 14
4.1 installation & servicing of energy equipment 
4.2 your obligations regarding energy equipment 
4.3 owner of the premises 

5. rAtes  15
5.1 your rates
5.2 changes to your rates 
5.3 discounts & concessions 

6. otHer Fees & cHArges  15

7. BilliNg & PAymeNt  17
7.1 your energy Bill 
7.2 meter readings & estimation 
7.3 Bill smoothing 
7.4 Paying your energy Bill 
7.5 Advance payment 
7.6 late payment
7.7 shortened collection cycles 
7.8 Payment difficulties 
7.9 What if you are undercharged? 
7.10 What if you are overcharged? 
7.11 What if you pay more than the outstanding 

amount on your energy Bill?
7.12 What if you disagree with your energy Bill? 
7.13 When is a security deposit required? 
7.14 Paying your security deposit
7.15 gst 

8. discoNNectioN  25
8.1 grounds for disconnection 
8.2 disconnection warnings 
8.3 When we must not arrange disconnection 
8.4 After disconnection 
8.5 reconnection
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9. WHAt iF you move?  27

10. cANcelliNg your  
eNergy coNtrAct  28

10.1 How to cancel your energy contract 
10.2 cancellation fee 
10.3 cancellation by us 
10.4 cancellation date 
10.5 cancellation under last resort event

11. exPiry oF Fixed-term 
eNergy coNtrActs  29

12. trANsFerriNg your 
eNergy coNtrAct  29

12.1 transfer by you 
12.2 transfer by us 

13. iNdemNity  30

14. liABility  30
14.1 our liability 
14.2 No liability 

15. eNergy suPPly iNterruPtioNs  31

16. eveNts BeyoNd our coNtrol  31

17. eNQuiries & comPlAiNts  31

18. eNergy eFFicieNcy Advice  31

19. PrivAcy  32
19.1 our privacy obligations 
19.2 Previous usage data 
19.3 credit reporting 

20. Notices 33
20.1 How to notify 
20.2 When are notices effective?
20.3 your contact details 

21. cHANges to your  
eNergy coNtrAct  33

22. comPliANce WitH eNergy lAWs  33

23. goverNiNg lAW  33

24. deFiNitioNs 34



Vic & NSW

terms & conditions

12

1. your energy contrAct 
1.1 What is your Energy Contract? 

(a) Your Energy Contract is a negotiated retail contract between you (a residential 
customer as defined by the Energy Laws) and us (Australian Power and Gas Pty 
Limited ABN 26 118 609 813) for the retail supply of energy to your premises. 
We agree to sell to you, and supply to your premises, energy (electricity, natural 
gas or both) and perform other obligations as set out in your Energy Contract 
(the energy to be supplied by us is as selected by you and stated in your Energy 
Offer). In return, you agree to pay the amounts billed by us in your Energy Bill 
and to perform your other obligations as set out in your Energy Contract. 

(b) Your Energy Contract consists of these documents: 

(i) Energy Offer; 

(ii) Pricing Schedule; and 

(iii) these terms and conditions. 

Together, these three documents form a legally binding agreement between 
you and us. 

1.2 When does your Energy Contract start & end? 

(a) Your Energy Contract starts on the date you sign or agree to your Energy Offer, 
and only if we acknowledge this in writing. 

(b) Your Energy Contract ends on the Expiry Date, however your Energy Contract may 
be extended past the Expiry Date if we confirm this to you. 

(c) The ending of your Energy Contract does not affect any rights or obligations that 
have accrued before the Expiry Date. 

2. cooling-off period 
2.1 What if you change your mind? 

(a) You may cancel your Energy Contract by calling or writing to us within 10 Business 
Days starting from the first Business Day after you were given your Energy Contract 
and any other information required under the law (Cooling-Off Period). 

(b) You will not be liable to us for any charges, costs or compensation under this 
Energy Contract if you cancel within the Cooling-Off Period, other than charges 
payable in respect of any energy supplied and other services provided by us to you.

2.2 What happens after the Cooling-Off Period? 

If you wish to cancel your Energy Contract after the Cooling-Off Period, the cancellation 
provisions set out in clause 10 apply. 
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3. your energy supply 
3.1 Who is responsible for the physical delivery of energy to your premises? 

(a) We do not control the physical delivery of energy to your premises – this is the 
responsibility of your Energy Distributor (who your Energy Distributor is depends 
on your area). In these terms and conditions, references to us supplying you with 
energy means the arranging of your energy supply with your Energy Distributor. 

(b) You must pay us for any amounts charged to us by your Energy Distributor for 
supplying energy to your premises during the term of your Energy Contract 
as set out in clause 6. 

3.2 When does your energy supply start? 

(a) Once we have received confirmation of your agreement to your Energy Contract, 
we will forward your details to your Energy Distributor to: 

(i) update their records, if your premises is already connected to an Energy 
Distribution System; or 

(ii) connect your premises, if your premises is not connected to an Energy 
Distribution System. 

You will be required to enter into a contract for connection services with your 
Energy Distributor, which we will arrange on your behalf. If you are a NSW resident, 
we will provide you, on your request, the contact details of your electricity Energy 
Distributor and you may make your own arrangements for electricity connection 
services directly with them. 

(b) Energy supply under your Energy Contract starts after the end of the Cooling-Off 
Period and when all necessary transfers from your current energy retailer have 
taken place (unless we had already been supplying energy to your premises). This 
can take up to three months from the end of the Cooling-Off Period. If you enter 
Energy Contracts with us for electricity and gas, your supply of electricity or gas 
could start on different days. 

(c) If we apply for connection to an Energy Distribution System on your behalf, 
you must pay us for the connection charges from the Energy Distributor as set 
out in clause 6(a). 

3.3 Suspension of Supply 

If and for so long as your premises is disconnected from an Energy Distribution System 
for any reason, then our obligation to supply energy to you is suspended. 
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4. your energy equipment 
4.1 Installation & servicing of energy equipment 

(a) The Energy Distributor and Meter Data Provider are responsible for the equipment 
(energy equipment) required for your energy supply, including your meter. If energy 
equipment needs to be installed on your premises, or if any service or maintenance 
work must be carried out, then we will notify you of any installation or servicing 
(except in the case of emergency or suspected illegal use) as required under the 
Energy Laws.

(b) You must permit the Energy Distributor, Meter Data Provider, or our representative 
to carry out any installation or servicing of the energy equipment. If you do not 
grant that permission or access to your premises, our obligations under your Energy 
Contract are suspended until you do. 

4.2 Your obligations regarding energy equipment 

You must: 

(a) provide space, housing, mounting and connecting facilities on your premises 
for each meter; 

(b) keep your energy equipment in a safe and sound condition; 

(c) allow safe, convenient and unhindered access to us or your Energy Distributor 
and Meter Data Provider to connect, disconnect or reconnect your energy supply, 
or to read or test your meter; 

(d) not allow any person other than an accredited officer for your Energy Distributor 
or Meter Data Provider to perform work on your energy equipment (please ask 
for their identity card if you are unsure); 

(e) not interfere with, or permit another person to interfere with, the safe and orderly 
operation of your energy equipment or the Energy Distribution System to which 
your premises is connected; and 

(f) not use the energy supply in a way that may cause harm to third parties 
or be in breach of the Energy Laws. 

4.3 Owner of the premises 

If you are not the owner of the premises to which we supply energy under this Energy 
Contract, then any obligation for you to provide us, the Energy Distributor or our 
representative with access to the premises includes an obligation for you to procure 
the owner’s permission to allow access to the premises. 
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5. rAtes 
5.1 Your rates 

The rates under your Energy Contract (your rates) are based on the set up of your 
meter and are set out in the Pricing Schedule, subject to changes permitted under 
this Energy Contract. 

5.2 Changes to your rates 

(a) We reserve the right to change your rates from time to time.

(b) We will notify you in writing of any changes to your rates: 

(i) as soon as possible; or

(ii) by no later than your next Energy Bill; and

(iii) if you are a resident of Victoria and you have a Smart Meter, 20 Business Days 
before the change.

5.3 Discounts & concessions 

(a) Discounts on your usage or supply charges may apply from time to time as set out 
in your Pricing Schedule or as notified by us. 

(b) At your request, or as required under the Energy Laws, we will give you information 
on the availability of concessions, rebates and grants. 

6. otHer fees & cHArges 
Separate to your rates, these fees and charges may apply to you: 

(a) Connection charge: You are liable for any charges we incur from your Energy 
Distributor for providing connection services to your premises, including any 
reconnection fees. 

(b) Disconnection charge: If your premises are disconnected under clause 8 or your 
Energy Contract is cancelled under clauses 9 or 10, you are liable for any charges 
we incur from your Energy Distributor for the discontinuance of connection services. 

(c) Special meter reading fee: You must pay a special meter reading fee if you require a 
meter reading at any time other than as scheduled by your Energy Distributor in the 
ordinary course of the meter reading cycle, or if your Energy Distributor charges us 
for a special meter reading as a result of your failure to provide access to your meter. 

(d) Premium: If you signed up for a product where a premium applies (for example, 
greentricity™) that premium will be charged to you as set out in the 
Pricing Schedule. 
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(e) Debt recovery fee: If you do not pay your Energy Bill, we may require you to pay 
our reasonable costs for recovering the outstanding amount from you, including 
debt collection fees. 

(f) Late payment fee: If you are a resident of NSW and you do not pay your Energy Bill 
by the due date and we have not agreed an alternative payment arrangement with 
you (for example, an instalment payment plan), you may be charged a late payment 
fee of $10, including GST. We will waive the fee if:

(i) you receive the Low Income Household Rebate;

(ii) the time for payment of the Energy Bill concerned has been extended and that 
time has not expired; 

(iii) the Energy Bill, or another bill we give you, is the subject of a matter being 
considered by the Ombudsman; 

(iv) the Energy Bill is subject to an arrangement to pay by instalments under 
a payment plan;

(v) any part of the Energy Bill is paid by a voucher issued under the Energy 
Accounts Payment Assistance Scheme; or

(vi) we are aware that the you have sought assistance to pay the Energy Bill from 
a participating community welfare organisation that issues such vouchers. 

If you are a resident of NSW you may also be charged interest at a rate equal 
to the rate prescribed under section 101 of the Civil Procedure Act 2005 (NSW) 
for payment of interest on a judgement debt. 

Interest is calculated daily until the date of payment and capitalised on the first 
Business Day of each month.

(g) Cancellation fee: If your Energy Contract has a fixed term and you cancel 
it before the Expiry Date, you may be charged a cancellation fee as set out 
in the Pricing Schedule. 

(h) Paper Energy Bill fee: We provide an option for you to receive your Energy Bill 
by email or through a range of Online Services. We may impose a fee if you receive 
a Paper Energy Bill, we will notify you in advance of the amount of any paper 
Energy Bill fee. If you have provided us with a valid email address by the time this 
is introduced, we will email your Energy Bill to you free of charge. If you request 
a paper Energy Bill or you do not provide us with a valid email address, we will 
send your Energy Bill to your nominated postal address and apply a reasonable fee 
(to be advised) for each paper Energy Bill sent to you. 

(i) Administration fee: If your energy account has been closed and you request a 
refund of credit, we may charge an administration cost to cover the reasonable 
expenses of processing your request.
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(j) Other retail fees and charges: We may incur other costs relating to the sale 
of energy to you, including but not limited to charges or taxes imposed on us 
from time to time by the government, Energy Distributors, other energy industry 
participants, or our service providers. Consistent with Energy Laws, we may require 
you to pay other retail fees and charges relating to these costs, to the extent that 
they are fair and reasonable. This includes amounts relating to any costs, charges 
or taxes incurred directly or indirectly by us in connection with the introduction 
of, or compliance with, a carbon price or pollution reduction schemes, or other 
emissions trading or reduction scheme. 

7. billing & pAyment 
7.1 Your Energy Bill 

(a) We issue your Energy Bill at least once every three months, and if you are 
a Victorian resident at least once every 2 months for gas, and send it to 
your nominated address. We may issue you your Energy Bill as frequently 
as once a month.

(b) The charges under your Energy Bill are for: 

(i) your measured, estimated or substituted consumption of energy (as set out 
in clause 7.2) for each billing period based on your rates; and 

(ii) any other applicable fees and charges. 

7.2 Meter readings & estimation 

(a) We will use our best endeavours to ensure that a meter reading is carried out 
as frequently as is needed to prepare your bills, consistently with the metering 
rules and in any event at least once every 12 months.

(b) Your Energy Bill will be based on an actual reading of your meter. However, 
if we are not able to reasonably or reliably base an Energy Bill on an actual 
reading, we may estimate your energy consumption based on: 

(i) your previous Energy Bills; 

(ii) reading of the meter; 

(iii) average consumption by customers on your same rates calculated over 
the relevant billing period; or

(iv) your Distributor’s estimated reading of the meter.

(c) If your meter is unable to be accessed for a meter reading, you may elect to: 

(i) pay an amount estimated by us, which will be reconciled in your next 
Energy Bill; or 
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(ii) pay an amount based on a determination by us after accessing your meter. 

(d) If your consumption is estimated for your Energy Bill, we will: 

(i) notify you on your Energy Bill; and 

(ii) adjust your Energy Bill if an actual meter reading is obtained for the relevant 
billing period in accordance with clauses 7.9 and 7.10. 

7.3 Bill smoothing 

(a) We may introduce bill smoothing, which allows you to receive monthly Energy Bills 
and pay for your energy consumption in equal monthly instalments over a 12 month 
period. We will notify you in advance of implementing bill smoothing for your account. 

(b) The equal monthly instalments represent an estimate of your energy consumption 
over that 12 month period, which is based on: 

(i) your Energy Bills for the previous 12 month period; or 

(ii) if that information is not available, an amount determined by us as the average 
consumption by customers on your same rates for a 12 month period. 

(c) In the seventh month of each 12 month period, we will: 

(i) re-estimate your energy consumption over the current 12 month period, taking 
into account any actual meter readings and relevant seasonal factors; and 

(ii) re-set each amount payable accordingly for the remaining Energy Bills in that 12 
month period, if we determine there is a greater than 10% difference between 
the initial estimate and the re-estimate. 

(d) At the end of each 12 month period, we will adjust your Energy Bill for any 
differences in accordance with clauses 7.9 and 7.10 upon an actual reading 
of your meter. 

7.4 Paying your Energy Bill 

(a) You must pay the total amount owing on your Energy Bill by each due date 
indicated on your Energy Bill. 

(b) The due date will be at least 13 Business Days from the date of the Energy Bill 
(unless you are subject to a shortened collection cycle under clause 7.7). 

(c) You can pay your Energy Bill using any of the payment methods listed on your 
Energy Bill. 

(d) If you have elected to make automatic payments by direct debit or credit card and have 
completed the relevant authorisation form, then we will deduct the amount owing on 
each Energy Bill from your nominated account or charge your credit card on the due 
date. If there are insufficient funds in your account or your credit card is declined, any 
related fees imposed on us are payable by you and may be included in a later Energy Bill.
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7.5 Advance payment 

(a) If you request, we may accept payment in advance of your Energy Bill. 

(b) If we accept an advance payment, we will not pay interest on your advance payment. 

7.6 Late payment 

If you do not pay your Energy Bill on time: 

(a) we will send you a reminder notice after the date of your Energy Bill and give you a 
further due date, in accordance with the timeframes set out in the Energy Laws; and 

(b) you may be charged a late payment fee as set out in clause 6(f). 

7.7 Shortened collection cycles

(a) If you are a NSW resident:

(i) we may agree with you to place you on a shortened collection; and

(ii) otherwise, we may place you on a shortened collection cycle if:
• we reasonably believe you are not experiencing payment difficulties;
• you have received a reminder or warning notice for two consecutive 

Energy Bills; and
• before the second reminder or warning notice, we have given you notice 

that receipt of the second reminder or warning notice may result in you being 
placed on a shortened collection cycle.

(b) If you are a Victorian resident:

(i) we may agree with you to place you on a shortened collection cycle; and

(ii) otherwise, we may place you on a shortened collection cycle if:

• you have received reminder notices for three consecutive Energy Bills 
or disconnection warnings for two consecutive Energy Bills; and 

• before the third reminder notice or second disconnection warning, given 
you notice that receipt of the third reminder notice or second disconnection 
warning may result in you being placed on a shortened collection cycle. 

(c) If you are placed on a shortened collection cycle:

(i) we will notify you within 10 Business Days upon placing you on a shortened 
collection cycle;

(ii) you will not receive a reminder notice until you have paid three consecutive 
Energy Bills in your billing cycle by the due date;

(iii) you may be disconnected without a further reminder notice if you fail to make 
a payment;

(iv) we may make alternative payment arrangements available to you; and 

(v) you may call us to obtain further information.
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7.8 Payment difficulties 

(a) You must contact us if you think you will not be able to pay your Energy Bill 
by the due date. We may also discover that you are experiencing payment 
difficulties or require payment assistance. If this happens, we will: 

(i) in a timely manner, assess your capacity to pay; 

(ii) offer you a payment plan (unless you have had 2 payment plans cancelled 
due to non-payment in the previous 12 months); and

(iii) give you information on any Government concessions, rebates or grants that 
may be available to you.

(b) We may also provide information on how to save energy, the availability of 
independent financial counselling services and consider conducting an energy 
efficiency field audit to assist you in addressing any difficulties you may have 
in paying your Energy Bill. 

(c) Clauses 7.8(a) and (b) do not apply if in your dealings with us, you are convicted 
of an offence involving fraud or theft. 

7.9 What if you are undercharged? 

(a) If you are undercharged, we may recover the undercharged amount from you 
in accordance with the Energy Laws. 

(b) The amount we may recover from you is limited to an amount undercharged: 

(i) subject to paragraphs (ii) and (iii), for a period of 9 months before the date 
we notify you of the undercharging; 

(ii) for a period of 12 months before the date we notify you of an undercharging 
if you are a Victorian resident and the undercharging results from a reason 
other than a failure of our billing systems; or 

(iii) for an unlimited period to the extent that the undercharging resulted from 
an unlawful act or omission committed by you or from your failure to provide 
access to your meter. 

(c) If you are undercharged, we will: 

(i) list the undercharged amount to be recovered as a separate item in a special 
Energy Bill or your next Energy Bill with an explanation of that amount; 

(ii) not charge you interest on that amount; and 

(iii) offer you time to pay that amount by agreed instalments over a period at least 
equal to the period over which the undercharging occurred.
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(d) If during the period for which you were undercharged your rates were changed, 
we will recover an amount from you based proportionately on the old and new 
rates applicable during the period you were undercharged.

(e) If we have undercharged or not charged you as a result of your fraud or illegal 
consumption of electricity, we may estimate the consumption you have not paid 
for and take debt recovery action for the unpaid amount. 

7.10 What if you are overcharged? 

(a) If you are overcharged by less than $50 (or another amount set by the Regulator), 
we will credit the amount to your next Energy Bill after we become aware 
of the overcharging. 

(b) If you are overcharged by $50 or more (or another amount set by the Regulator), 
we will: 

(i) notify you within 10 Business Days of becoming aware of the overcharging; and 

(ii) credit the amount to your next Energy Bill or repay you as otherwise reasonably 
requested by you. 

(c) Where you are no longer our customer, we will use our best endeavours to pay any 
amount overcharged within 10 Business Days. 

(d) Unless required under the Energy Laws, no interest is payable on an 
amount overcharged.

(e) If the overcharging occurred as a result of your unlawful act or omission, we are 
only required to repay, credit or refund the amount you were overcharged in the 
12 months before the error was discovered.

7.11 What if you pay more than the outstanding amount on your Energy Bill? 

(a) Where you have paid more than the outstanding amount on your Energy Bill, 
we will use our best endeavours to contact you to seek direction as to: 

(i) credit the amount to your next Energy Bill; 

(ii) transfer any outstanding credit to a different account you may hold with us that 
is in debit; or 

(iii) repay you the amount in credit.

(b) Where we have been unable to contact you despite our best endeavours we will: 

(i) transfer any outstanding credit to a different account you may hold with us that 
is in debit; or

(ii) credit the amount to your next Energy Bill. 
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7.12 What if you disagree with your Energy Bill? 

(a) You can ask us to review your Energy Bill. 

(b) We will review your Energy Bill in accordance with our standard complaints and 
dispute resolution procedures and we will inform you of the outcome of the review 
as soon as reasonably possible.

(c) During the time we are reviewing your Energy Bill, you must pay in addition to any 
other bills that are properly due, the lower of: 

(i) that portion of your Energy Bill that is not under review; and 

(ii) an amount equal to the average amount of your Energy Bills in the previous 12 
months, excluding from the calculation the amount of the Energy Bill under review.

(d) If we are reviewing your Energy Bill and you request that your meter or meter 
readings be checked, you must pay the special meter reading fee as set out in 
clause 6(c) in advance (if the meter, or meter data proves to be faulty or incorrect 
we will refund you the special meter reading fee). 

(e) After reviewing your Energy Bill, if we are satisfied that your account is: 

(i) correct, you must pay the unpaid amount of that Energy Bill or ask us to arrange 
a special meter reading; or 

(ii) incorrect, we will adjust your Energy Bill for any differences in accordance with 
clauses 7.9 and 7.10 and refund any special meter read fees paid. 

(f) You may lodge a dispute with the Ombudsman after completion of our review 
if you are not satisfied with the decision of the review.

7.13 When is a security deposit required? 

(a) We may require you to provide a security deposit at the time you enter your Energy 
Contract with us or during the term of your Energy Contract if permitted to do so 
under the Energy Laws.

(b) You give us permission to obtain, for the purposes of deciding whether we require 
a security deposit from you:

(i) a credit check of your credit history; and

(ii) other information relating to your credit history.

(c) In addition to the factors set out in this clause 7.13, we will take into consideration 
in deciding whether we require a security deposit from you:

(i) any credit history obtained as result of the check;

(ii) any credit history provided by you; and

(iii) any other available information that relates to your credit history that is 
reasonably required by us to assess your ability to meet your financial 
obligations under this Energy Contract.
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(d) We may require you to pay a security deposit if: 

(i) you have an outstanding bill with us or another energy retailer, which will 
be no less than an amount of $120 if you are a Victorian resident; 

(ii) you have used energy in the previous two years otherwise than in accordance 
with the Energy Laws; 

(iii) you have refused or failed to produce acceptable identification; 

(iv) we have determined that you have an unsatisfactory credit history, 
subject to the Energy Laws; or

(v) you have declined the option of an instalment payment plan, or have failed 
to make payment in accordance with an agreed instalment payment plan. 

(e) We may not require a security deposit if you;

(i) are identified as a hardship customer by us; 

(ii) advise us that you were identified as a hardship customer by another retailer 
and we reasonably agree with this identification; or 

(iii) are a Victorian resident and you have applied for Utility Relief Grant and 
a decision on the application has not been made.

(f) If we require a security deposit because you have an unsatisfactory credit history, 
we will inform you:

(i) that we have decided that you have an unsatisfactory credit history; 

(ii) of the reasons for our decision; and

(iii) of your rights to dispute our decision.

(g) We will not refuse to sell energy to you on the grounds of non-payment 
or partial payment of a security deposit but we may:

(i) arrange to disconnect your premises; or

(ii) refuse to arrange for your premises to be re-connected.

7.14 Paying your security deposit

(a) If you are required to pay a security deposit, you must pay it within five Business 
Days of our request. 

(b) The amount of the security deposit will not be more than 37.5% of the amount 
billed to you for the 12 months ending on the last billing date before the security 
deposit is required based on:

(i) your billing history;

(ii) the average usage of energy by a comparable customer over a comparable 
12 month period; or
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(iii) if you are a Victorian resident, 25% of the amount billed to you for the 12 months 
ending on the last billing date before the security deposit is required (where we 
have decided you have an unsatisfactory credit history and your Energy Contract 
is for both electricity and gas). 

(c) We will pay you interest on your security deposit at the Bank Bill Rate. Interest on your 
security deposit will accrue daily, with the balance to be capitalised every 90 days. 

(d) We may use your security deposit and accrued interest to offset any amount you 
owe us if you:

(i) fail to pay an Energy Bill resulting in disconnection of your premises and you 
no longer have a right to be reconnected; 

(ii) vacate your premises; 

(iii) ask that your premises be disconnected; or 

(iv) transfer to another energy retailer. 

(e) We will let you know if we use your security deposit and pay you the balance 
(if any) within 10 Business Days. 

(f) We will repay the amount of your security deposit (including accrued interest) 
as a credit on your next Energy Bill or in accordance with your reasonable 
instructions within 10 Business Days of you: 

(i) paying all your Energy Bills over a 12 month period by each respective 
due date; or 

(ii) ceasing to take supply of energy at your premises. 

7.15 GST 

(a) Where an amount payable under your Energy Contract for a supply by us is 
expressed to exclude GST, you must pay at the same time an additional amount 
equal to the GST on that amount. 

(b) A reimbursement for an expense or other amount is not to include any input 
tax credit, which may be claimed by whoever is being reimbursed. 

(c) A reference in this clause 7.15 to a term defined in A New Tax System 
(Goods and Services Tax) Act 1999 (Cth) has the same meaning. 
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8. disconnection 
8.1 Grounds for Disconnection

We may arrange to disconnect your energy supply if: 

(a) you have not paid your Energy Bill and: 

(i) you have not taken up our offer of an instalment payment plan or other 
payment option to pay your Energy Bill; or 

(ii) you have not adhered to your obligations to make payments under an agreed 
instalment payment plan or other payment option.

(b) you fail to allow access to your meter for scheduled meter readings; 

(c) you have fraudulently acquired or intentionally consumed energy otherwise than 
in accordance with the Energy Laws; 

(d) you refuse to pay a security deposit in accordance with clause 7.13; 

(e) you refuse or fail to provide acceptable identification when we request it;

(f) you failed to pay a bill by the pay by date while on a shortened collection cycle;

(g) you ask us to arrange for disconnection;

(h) you have obstructed an authorised person from carrying out a function under this 
Energy Contract; or

(i) we are otherwise entitled to disconnect you under the Energy Laws.

8.2 Disconnection Warnings

Depending on the grounds for disconnection we will send you a disconnection warning 
notification before we disconnect you, the disconnection warning will:

(a) if required by Energy Laws, state the date by which you must make payment before 
we may disconnect;

(b) state the date after which you may be disconnected if payment is not made;

(c) provide you information on how to avoid being disconnected; and

(d) set out any other information as required under the Energy Laws.

8.3 When we must not arrange disconnection 

We must not disconnect you: 

(a) until after the disconnection date notified to you in our disconnection warning 
notification, unless otherwise permitted under the Energy Laws;



Vic & NSW

terms & conditions

26

(b) for non-payment of an Energy Bill, for an amount outstanding of less than $300 
or another amount approved by the Regulator, and you have agreed to repay that 
amount (if you are a NSW resident); and for an amount outstanding of less than 
$120 or another amount approved by the Regulator (if you are a Victorian resident); 

(c) if you have made a complaint directly related to the reason for disconnection under 
our standard complaints and dispute resolution procedures, and we reasonably 
determine that the complaint is valid and remains unresolved; 

(d) if you have made a complaint directly related to the reason for disconnection 
to the Ombudsman and we reasonably determine that the complaint is valid 
and remains unresolved; 

(e) when you are complying with an instalment payment plan agreed with us;

(f) for electricity, if your premises is registered by your Energy Distributor having life 
support equipment; 

(g) for gas, if your premises is registered by us or your Energy Distributor as a medical 
exemption premises; 

(h) if before the intended disconnection date, you have a valid pending application 
for assistance to pay your unpaid Energy Bill under: 

(i) any government-funded rebate or relief scheme available to customers; or 

(ii) any instalment payment plan we offer;

(i) if the amount you have failed to pay related to goods and services other than 
for the sale of energy;

(j) before 8am or after 3pm on a Business Day for a NSW resident, or after 2pm 
on a Business Day for a Victorian resident; 

(k) on a Friday, weekend, public holiday or the day before a public holiday; or

(l) if you are a NSW resident, between 20 December and 31 December.

Nothing in this section limits our right to disconnect you if we would otherwise 
be able to disconnect you under the Energy Laws.

8.4 After disconnection 

We will issue you with a final Energy Bill after your energy supply has been disconnected. 
This final Energy Bill may include any disconnection charges payable under clause 6(b). 

8.5 Reconnection 

(a) We will reconnect you if: 

(i) you have a right to be reconnected under the Energy Laws; and

(ii) you pay any reconnection fees charged by your Energy Distributor. 
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(b) You may have a right to be reconnected under the Energy Laws if, within 
10 Business Days of being disconnected for: 

(i) non-payment of your Energy Bill, you either pay the Energy Bill, agree 
to a payment arrangement, or are eligible for and apply for a relevant 
government-funded rebate or relief scheme;

(ii) your meter not being accessible, you provide access to your meter; 

(iii) illegal energy consumption, you pay for the energy consumed or agree 
to an instalment payment plan; or 

(iv) refusing to provide acceptable identification or a security deposit, you provide 
it to us. 

(c) If you have a right to be reconnected and you make a request for reconnection 
we will if required under the Energy Laws: 

(i) before 3pm on a Business Day, reconnect you on that day; 

(ii) after 3pm on a Business Day, reconnect you on the next Business Day; 

(iii) between 3pm and 9pm on a Business Day and you pay any applicable after 
hours reconnection fees, reconnect you on the day requested by you; and 

(iv) reconnect you at an agreed later time. 

9. wHAt if you move? 
If you are moving out of your premises: 

(a) you must notify us, preferably by phone, at least five Business Days before you move; 

(b) we will use our best endeavours to arrange a final meter reading on an agreed date 
and send a final Energy Bill to the forwarding address provided by you; 

(c) you will not need to pay for the energy supplied to your premises from the 
following dates if any of the following events occur: 

(i) the date you notify us that you are moving, if you demonstrate to us that you 
have been evicted or otherwise forced to move out; 

(ii) the date another customer becomes obligated to pay us for energy supplied 
to your premises, if we enter into a new Energy Contract with another customer; 

(iii) the date another energy retailer becomes responsible for supplying your 
premises; or 

(iv) the date your premises is disconnected.

(d) we will at your request arrange for connection of your energy supply to your 
new premises as long as we supply energy to that area. You will not be charged 
a cancellation fee for the transfer of your Energy Contract to your new premises. 
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10. cAncelling your energy contrAct 
10.1 How to cancel your Energy Contract 

(a) You may cancel your Energy Contract by giving us at least three Business Days’ 
notice, with a maximum of 20 Business Days’ notice. 

(b) In cancelling your Energy Contract you must inform us if you wish it to apply 
to both electricity and gas, if you hold both accounts with us. Your Energy 
Contract will otherwise remain in force but only for the supply of either electricity 
(if you cancel your gas supply) or gas (if you cancel your electricity supply). 

10.2 Cancellation fee 

If your Energy Contract has a fixed term and you cancel it before the Expiry Date 
and after the Cooling-Off Period, you will be charged a cancellation fee as set out 
in the Pricing Schedule. 

10.3 Cancellation by us 

We may cancel your Energy Contract by written notice if: 

(a) your energy supply is disconnected under clause 8, and 10 Business Days have 
passed, and you no longer have a right to be reconnected under clause 8.5; 

(b) you have entered into a new Energy Contract with us for the same premises; 

(c) a different retail entity has become responsible for supplying energy to your 
premises; or 

(d) you have breached your Energy Contract and any one of clauses 10.3(a), 
(b) or (c) applies. 

10.4 Cancellation date 

Despite any other term of your Energy Contract, cancellation (by you or us) is effective 
on the later of: 

(a) if you enter into a different Energy Contract with us, the date the Cooling-Off 
Period expires for that new Energy Contract; 

(b) if you transfer to another energy retailer, the date that retailer becomes responsible 
for supplying energy to your premises; 

(c) if your premises was disconnected, the date you no longer have a right to be 
reconnected under clause 8.5; or

(d) a date agreed between you and us.
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10.5 Cancellation under last resort event 

(a) A last resort event occurs if: 

(i) our retail licence is suspended or revoked; or 

(ii) our right to acquire electricity or gas from the wholesale market is suspended 
or terminated. 

(b) If a last resort event occurs: 

(i) you may be transferred to another energy retailer; 

(ii) you acknowledge and consent to us giving your Personal Information to that 
new energy retailer so that they can supply your energy; 

(iii) you must still pay for any amounts owing to us before that event occurred; and 

(iv) you are not liable for cancellation fees or any other penalties. 

(c) If you have an Energy Contract for both electricity and gas with us and a last resort 
event occurs, only the Energy Contract relating to the fuel for which the last resort 
event occurs will be cancelled. The other Energy Contract may be cancelled by you for 
that other fuel if you give us seven days’ notice within 14 days of the last resort event. 

11. expiry of fixed-term energy contrActs 
If your Energy Contract has a fixed term, we will notify you in writing about: 

(a) the Expiry Date; 

(b) the terms that will automatically come into effect if you do not enter into a new 
contract with us or another retail energy provider before the Expiry Date; 

(c) other contractual options for energy supply that may be available to you 
at your premises; 

(d) the circumstances in which we may arrange for disconnection and the date 
on or after we may arrange for disconnection; and 

(e) your ability to choose your retail energy provider, which will occur no earlier than 
40 Business Days and at least 20 Business Days before the Expiry Date if you are 
a NSW resident and no earlier than two months and at least one month before 
the Expiry Date if you are a Victorian resident.

12. trAnsferring your energy contrAct 
12.1 Transfer by you 

You can only transfer your Energy Contract to someone else if we consent in writing. 
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12.2 Transfer by us 

We may transfer the rights and obligations under your Energy Contract to another entity: 

(a) that is a related corporate entity;

(b) that has acquired all or substantially all of our retail sales business;

(c) by assigning the benefit of your Energy Contract by way of security to a provider 
of finance to us; or

(d) otherwise, if you consent. 

13. indemnity 
You indemnify us against any loss or damage arising from your breach of, or negligence 
relating to your Energy Contract, but only to the extent of the amount we would be 
entitled to receive as compensation under common law or statute. 

14. liAbility 
14.1 Our liability 

(a) The Competition and Consumer Act 2010 (Cth) and other laws imply certain 
conditions, warranties and rights into contracts that cannot be excluded or limited. 
Unless one of these laws requires it, we give no condition, warranty or undertaking, 
and we make no representation to you about the condition or suitability of energy, 
its quality, fitness for purpose or safety, other than those set out in these terms 
and conditions. 

(b) Any liability we have to you under these laws that cannot be excluded but can 
be limited, is (at our option) limited to: 

(i) providing equivalent goods or services provided under your Energy Contract 
to your premises; or 

(ii) paying you the cost of replacing the goods or services provided under your 
Energy Contract to your premises, or acquiring equivalent goods or services. 

14.2 No liability 

So far as the law allows, we are not liable for any loss or damage you suffer, because 
of the energy we sell to you under your Energy Contract. In particular, we are not liable 
for any loss or damage you may suffer because: 

(a) there is a failure of energy supply or defect in the energy supplied 
(however caused); or 

(b) some characteristic of the energy (for example, voltage or frequency) 
makes it unsuitable for some purpose. 
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15. energy supply interruptions 
Your energy supply may be interrupted, disconnected or reduced in certain circumstances, 
such as severe weather, emergencies, safety concerns, maintenance or where otherwise 
required under the Energy Laws. Where possible and in accordance with the Energy Laws, 
we or your Energy Distributor will notify you in advance of any supply interruptions. If you 
are asked to cease using gas at your premises, you must comply. 

16. events beyond our control 
If an event occurs that is beyond the control of either you or us and that event would 
result in a breach of your Energy Contract by you or us, then: 

(a) your or our obligations under your Energy Contract are suspended to the extent 
they are affected by that event;

(b) we or you must use our best endeavours to give prompt notice to the other of the: 

(i) full details of that event; 

(ii) an estimate of its likely duration; 

(iii) obligations affected by it and the extent of its effects on those obligations; and 

(iv) steps taken to remove, overcome or minimise those effects. 

If the effects of that event are widespread, we will make this information available 
via a 24 hour telephone service. 

(c) we or you must use our best endeavours to remove, overcome or minimise the 
effects of that event as quickly as practicable (but this does not mean having 
to settle an industrial dispute which constitutes such an event in a way that 
is not preferred.) 

17. enquiries & complAints 
If you have an enquiry or you’re not satisfied with our service in any way, please 
call us straight away so that we can resolve any issues fast. We will handle any 
complaints in accordance with our Enquiries and Complaints Policy available at 
australianpowerandgas.com.au or on request. 

18. energy efficiency Advice 
At your request, we will provide to you free of charge information about efficient energy 
consumption and tips on how to reduce your Energy Bill, including information on the 
typical running costs of major domestic appliances. We can also provide advice as to 
how you may arrange for an electricity audit of your premises and the estimated cost 
of that audit. 
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19. privAcy 
19.1 Our privacy obligations 

(a) For the purposes of selling, delivering and marketing energy to you, we collect, 
use and disclose your Personal Information in accordance with the Privacy Act 1988 
(Cth). We will not otherwise give your Personal Information to third parties unless 
you have given us your consent or if required by law.

(b) You have the right not to provide your Personal Information to us. But if we need 
or reasonably request this information under your Energy Contract, then we are not 
obliged to supply energy to you. 

(c) For a copy of our Privacy Policy, visit australianpowerandgas.com.au or give us a 
call. You may request access to your Personal Information by writing to the Privacy 
Officer, Australian Power & Gas, Locked Bag 5004, Royal Exchange NSW 1225. 

19.2 Previous usage data 

You authorise us to request your Energy Distributor or your previous energy retailer 
to give us your energy usage data for the 12 months before your last meter read. 

19.3 Credit reporting 

Your Energy Contract constitutes a contract for consumer credit. We may give 
information about you to a credit reporting agency for the purposes of obtaining 
a consumer credit report about you or allowing the credit reporting agency to create 
or maintain a credit information file containing information about you. This information 
may be given by us before, during or after we provide credit to you and is limited to: 

(a) your name, address, date of birth, and driver’s licence number; 

(b) the fact that you have applied for credit under your Energy Contract; 

(c) the fact that we are a current credit provider to you; 

(d) Energy Bills that are overdue by more than 60 days, and for which debt collection 
action has started; 

(e) advice that your Energy Bills are no longer overdue regarding any default that has 
been listed; 

(f) our opinion that you have committed a serious credit infringement (i.e. acted 
fraudulently or shown an intention not to comply with your credit obligations); and 

(g) cheques for $100 or more drawn by you, which have been dishonoured more 
than once. 
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20. notices 
20.1 How to notify 

Unless expressly stated otherwise in your Energy Contract or under the Energy Laws, 
notices must be in writing and if from: 

(a) us, must be given by hand, fax, email, post or included in your Energy Bill; and 

(b) you, must be in writing and may be sent by fax to 1300 799 141, email to 
enquiries@australianpowerandgas.com.au or post to Australian Power & Gas, 
PO Box 6330, St Kilda Rd, Central VIC 8008, or any other details we may 
advise you of. 

20.2 When are notices effective? 

Notices and bills are taken to have been received: 

(a) on the date we hand it to you or leave it at your premises; 

(b) when the sender receives a transmission report that a fax was successfully sent; 

(c) two Business Days after it is posted; or 

(d) when an email is sent, unless the sender receives notice, or has reason to believe, 
that delivery did not occur or has been delayed. 

20.3 Your Contact Details

You must notify us as soon as possible of changes to your contact details. 

21. cHAnges to your energy contrAct 
We may make changes to the terms and conditions of your Energy Contract 
by agreement in writing between you and us. 

22. compliAnce witH energy lAws 
Your Energy Contract complies with the Energy Laws. If any term is inconsistent with 
the Energy Laws, the term prevails to the extent permitted under the Energy Laws. 

23. governing lAw 
Your Energy Contract is governed by the laws of the State or Territory in which your 
premises are located.
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24. definitions 

A reference in your Energy Contract to a term defined in the Energy Laws has 
the same meaning. 

Where a term applies to either or both electricity and gas, that term has the 
corresponding meaning as the case requires under your Energy Contract. 

Under your Energy Contract: 

Bank Bill Rate means a daily published rate no less than the pre-tax rate of return 
we would earn over the period we hold your security deposit if it was invested 
in a 90-day bank bill. 

Best Endeavours means the person must act in good faith and do what is reasonably 
necessary in the circumstances. 

Business Day means a day that is not a Saturday, Sunday or a public holiday appointed 
under the appropriate legislation for the relevant state of residence. 

Cooling-Off Period has the meaning given to that term in clause 2.1. 

Energy Accounts Payment Assistance Scheme means the Energy Accounts Payment 
Assistance Scheme administered by the NSW Government.

Energy Bill means the bill we send you under clause 7. 

Energy Contract has the meaning given to that term in clause 1. 

Energy Distribution System means the Energy Distributor’s distribution system. 

Energy Distributor means a person who holds, or in the case of electricity only is exempt 
from holding a distribution licence under the Electricity Industry Act 2000 (Vic) or Gas 
Industry Act 2001 (Vic), in the case of Victorian residents, or a distribution network 
service provider’s licence under the Electricity Supply Act 1995 (NSW) or a distribution 
authorisation under the Gas Supply Act 1996 (NSW), in the case of NSW residents. 

Energy Offer means the confirmation of our offer to supply you with electricity or both 
electricity and gas in the form of: 

(a) Your Energy Offer Form, if you signed up as our customer in person; or 

(b) the letter sent to you after you signed up, if you signed up as our customer over 
the phone or internet. 
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Energy Laws means:

(a) for Victoria residents means the Electricity Industry Act 2000 (Vic), Electricity 
Safety Act 1998 (Vic), National Electricity (Victoria) Act 2005 (Vic), Gas Industry 
Act 2001 (Vic), Gas Safety Act 1997 (Vic), the Energy Retail Code determined by 
the Essential Services Commission for the purposes of section 36 of the Electricity 
Industry Act 2000 (Vic) and section 43 the Gas Industry Act 2001 (Vic), and any 
other instruments passed under these Acts. 

(b) for NSW residents means the Electricity Supply Act 1995 (NSW), National 
Electricity (New South Wales) Act 1997 (NSW), Gas Supply Act 1996 (NSW), 
the National Energy Retail Law (Adoption) Act 2012 (NSW), associated regulations 
and any other instruments passed under these Acts. 

Expiry Date means: 

(a) the date your Energy Contract is cancelled; or 

(b) if your Energy Contract has a fixed term, the date set out on your Energy Offer 
or stated during the recorded conversation with our marketing representative 
(as defined in the Energy Laws). 

Low Income Household Rebate means the Low Income Household Rebate provided 
by the NSW Government.

Meter Data Provider means a Meter Data Provider accredited by AEMO (Australian 
Energy Market Operator).

Ombudsman means the Energy and Water Ombudsman NSW if you are a NSW 
resident, and the Energy and Water Ombudsman Victoria if you are Victorian resident. 

Personal Information means information or an opinion about you from which your 
identity is apparent or can reasonably be ascertained. 

Pricing Schedule means the document that sets out the market tariffs, Offer 
Summary and other pricing information prepared by us and provided to you under 
the Energy Laws. 

Regulator means the Australian Energy Regulator for NSW residents and the Essential 
Services Commission (Victoria) for Victorian residents.

Related Body Corporate has the meaning given to that term in the Corporations 
Act 2001 (Cth). 

Smart Meter means an interval meter designed to transmit data to a remote locality that 
meets the functionality requirements for advanced metering infrastructure set out in any 
relevant Energy Laws.
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This Disclosure Statement is provided to you in accordance with the National Energy 
Retail Rules as made under clause 238 of Schedule 1 of the National Energy Retail Law 
(South Australia) Act 2011.

Terms not defined in this Disclosure Statement have the meaning given to them 
in the terms and conditions. 

(a) Our contact details 

Australian Power and Gas Pty Limited 

Phone:   133 298 Monday to Friday,  
8am to 7pm and Saturday, 9am to 4pm 

Fax: 1300 799 141 

Address: PO Box 6330, St Kilda Rd Central VIC 8008 

Email:  enquiries@australianpowerandgas.com.au 

(b) Your premises for energy supply

The address of your premises to be supplied with energy is as stated in your 
Energy Offer. 

(c) When does your Energy Contract start and end? 

Your Energy Contract starts on the date you sign or agree to your Energy Offer, only 
if we then acknowledge this in writing. Your Energy Contract ends on the expiry date, 
as set out in your Energy Offer (if applicable) unless extended in accordance with 
your Energy Contract, or when cancelled in accordance with the terms and conditions, 
including where you move out of your premises during the term of the Energy Contract.

(d) Costs & charges 

Your rates are set out in the Pricing Schedule, which represents the amount you will be 
charged per unit of energy consumed. Separate to your rates, other fees and charges 
may apply, including early termination fees as set out in the Pricing Schedule and terms 
and conditions of your Energy Contract.

(e) Payment & Billing Arrangements

We will issue you a bill at least once every three months in accordance with the terms 
and conditions set out in your Energy Contract.

disclosure sTaTemenT
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(f) Cooling-Off Period

If you change your mind, you may cancel your Energy Contract by contacting us within 
10 Business Days starting from, the first Business Day after you receive your Energy 
Contract. You will not be liable to us for any charges, costs or compensation under your 
Energy Contract if you cancel within the Cooling-Off Period, other than for energy 
supplied or services provided under your Energy Contract.

(g) When is a security deposit required?

We may require you to pay a security deposit or refundable advance, i.e. an amount 
of money or other arrangement as security against you not paying an Energy Account, 
as set out in the terms and conditions of your Energy Contract. 

(h) Cancellation fees for fixed term contracts 

If your Energy Contract has a fixed-term and you cancel before its expiry date, 
you may be charged a cancellation fee as set out in the Pricing Schedule. 

(i) Electronic Notification

If you have elected to receive your Energy Bill and/or other correspondence from us via 
email, delivery will be taken to have occurred according to the terms and conditions of 
the service you agreed to, or if not set out, it will be taken to have occurred on the same 
Business Day that it was sent by us.

(j) Dispute resolution 

Your dispute resolution rights, including your right to refer complaints and disputes 
to the Ombudsman for your state, are set out in our Enquiries and Complaints policy 
on our website. If you have an enquiry or you’re not satisfied with our service in any way, 
please call us straight away so that we can resolve any issues fast.

(k) Concessions & Rebates

You may be eligible to receive a Government energy concession or rebate. 

For more information see: 

http://www.australianpowerandgas.com.au/customerinformation/
concessioninformation

disclosure sTaTemenT
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cANcellAtioN Notice

cANcellAtioN Form

rigHt to cANcel tHis AgreemeNt WitHiN 
tHe 10 BusiNess dAy cooliNg-oFF Period
You have a right to cancel this agreement without any 
reason within 10 Business Days from and including 
the first Business Day after you entered into this 
agreement. If you cancel within the 10 Business 
Day cooling-off period, you won’t be charged a 
cancellation fee. If we did not comply with the 
applicable sections of the Australian Consumer Law 
when you entered your Energy Contract, you may have 
a three or six month cooling-off period. 

Post cooliNg-oFF Period cANcellAtioN
If your cooling-off period has expired, you must 
give us at least 20 Business Days’ notice to cancel 
your contract. If your contract has a fixed term, 
a cancellation fee applies if you cancel before the 
end of your contract term. If we have supplied you 
with energy or connection services, we’ll send you 
a final energy account for any outstanding charges. 
Please read our Terms & Conditions for further details 
about cancellation.

coNtAct detAils

Name Australian Power & Gas

Address GPO Box 2847, VIC 3001

Phone 133 298

Fax 1300 799 141

Cost of goods or services Refer to your Energy Offer form

Date of agreement Refer to your Energy Offer form

your detAils

Name

Address

Contact no.

Your contract/sales verification number 
(located top right hand side of the Energy Offer form):

This contract was an agreement to supply:

i WisH to cANcel tHis AgreemeNt

Your signature

Date

Note: You must either return to us any goods 
supplied under the agreement or arrange for 
the goods to be collected.

Gas Electricity

HoW to cANcel your AgreemeNt
If you wish to cancel this agreement: 

• Complete this Cancellation Notice and either post it to the address below, fax it to the fax number below; or 

• Call the phone number below.



#the testimonies featured in this book are fictional, for illustrative purposes only.
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AustrAliAn Power & GAs Pty limited

ABN 26 118 609 813  |  ph. 133 298  |  f. 1300 799 141  |  australianpowerandgas.com.au

whAt Power meAns to hAnnAh,  
mum of triplets, melbourne#

meals for three, washing for three, ironing for 
three and making sure they’re all fast asleep 
— it doesn’t stop! And if it does, Hannah likes 
nothing better than falling asleep in front 
of that film she so wanted to watch. 


