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INTRODUCTION 

P U R P O S E  
This policy and procedure has been developed to ensure that Active is dedicated to 
providing you, our customer, with excellent customer service.   

 

P O L I C Y S T A T E M E N T  
Active Utilities Pty Ltd ABN 78 116 598 803 (Active Utilities, Active, us, we) is dedicated to 
providing you, our customer, with excellent customer service. It is important to us that you 
are satisfied with the service we provide. However, despite our best efforts, there may be 
occasions when our service does not meet the high standards, we set out for ourselves or 
the standards that you as our customer might reasonably expect of us. 
 
This Complaints Handling and Dispute Resolution Policy & Procedure (as amended from 
time to time) governs how we handle your complaints. 
 

PROCEDURE 

T HE  A S  I S O  1 00 0 2 – 20 0 6  GU I D I N G  P R I N C I P LE S  
In handling your complaint, we will abide by the guiding principles for complaint handling 
set out in Australian Standard AS ISO 10002–2006. Those guiding principles are set out 
below. 

VISIBILITY 

We will ensure that information about how to make a complaint and how we will handle a 
complaint is well publicised and easily available to customers, our employees and other 
interested parties, including by: 

> making this Policy & Procedure freely available on our website; 
> providing free copies of this Policy & Procedure on request; 
> setting out our contact details in this Policy so that you can contact us for further information 

or to raise a complaint; 
> cross-referencing this Policy in other Active documents, including our standard retail 

contracts and market retail contracts; and 
> setting out the contact details for the energy ombudsman in each State or Territory in this 

Policy and in other Active documents (including our standard retail contracts and market 
retail contracts) to facilitate the referral of complaints to the relevant energy ombudsman, 
where required 
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ACCESSIBILITY 

We will ensure that our complaints handling processes are easily accessible to you and all 
customers who wish to make a complaint, including through: 

> the visibility measures set out above; 
> providing a range of methods through which complaints may be lodged, including by phone, 

email, post and fax; and 
> providing appropriate complaint lodgement arrangements and other support for customers 

with special needs, including by providing interpreter services where necessary. 

RESPONSIVENESS 

We will ensure that we respond appropriately to your complaint, including by: 

> treating you courteously at all times; 
> acknowledging receipt of your complaint immediately either in writing or over the phone; 
> recording your complaint in our client management system; 
> advising you of the period within which we expect to address your complaint; 
> assigning your complaint to the relevant person or department at Active; 
> addressing your complaint in a timely fashion, having regard to the nature of the complaint 

and the complexity of the relevant circumstances; 
> tracking our progress in addressing your complaint in our customer management system; 
> updating you as to our progress in addressing your complaint, and the period within which 

we expect to resolve the complaint; 
> advising you of our proposed resolution of your complaint as soon as reasonably possible; 

and 
> advising you of the outcome of the complaints process as soon as reasonably possible. 

OBJECTIVITY 

We will ensure that your complaint is addressed in a manner which is: 

> fair and equitable; 
> flexible; 
> objective; 
> impartial; 
> consistent with our handling of any previous complaint of a similar nature; and 
> consistent with this Policy, all applicable laws and other regulatory instruments. 

CHARGES 

We will not impose any charge or fee on you for lodging a complaint or requesting 
information in relation to complaints or a copy of this Policy. 
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CONFIDENTIALITY 

We will always comply with the Privacy Act 1988 (Cth) (Privacy Act) and our privacy policy 
when collecting, using, storing or disclosing your personal information or sensitive 
information (these types of information are defined in the Privacy Act). 

We will only request, collect, use or disclose your personal information or sensitive 
information: 

> when we reasonably require it to provide our services; 
> for the purposes of receiving, addressing and resolving your complaint; 
> as required by law; or 
> in accordance with our privacy policy. 

We will take reasonable steps to protect your personal information and sensitive 
information from inappropriate disclosure. 

A full copy of our privacy policy is available for download on our website 
www.activieutilities.com.au. You can contact us using the information provided below if 
you would like to request a free copy of our privacy policy. 

INVESTIGATION OF COMPLAINTS 

We will use all reasonable efforts to investigate all relevant circumstances and other 
information relating to your complaint. 

CUSTOMER-FOCUSED APPROACH 

We aim to distinguish ourselves by our high level of customer service and our commitment 
to resolving complaints to your satisfaction. We will always adopt a customer-focused 
approach, both in handling your complaint and in all other dealings with you, including by: 

> ensuring that you are able to lodge your complaint easily and effectively in accordance with 
this Policy; 

> complying at all times with this Policy and all applicable laws and other regulatory 
instruments in relation to the handling and resolution of your complaint; 

> keeping you updated as to our progress in resolving your complaint; and  
> always treating you in a courteous and respectful manner. 

RESOLUTION OF COMPLAINTS 

After investigating your complaint in accordance with the measures set out above, we will 
propose a resolution or outcome of the complaint designed to rectify its cause and ensure 
it does not recur to the extent possible. You will be notified of our proposed resolution or 
outcome as soon as reasonably possible. 

 

http://www.activieutilities.com.au/


  

 
 

 
Once PRINTED, this is an UNCONTROLLED DOCUMENT. Refer to Actives’ website for latest version. 

9 P-NAT-CS-0018 
Complaints Handling & Dispute Resolution Policy & Procedure Title – V4 

Further, as soon as reasonably possible, you will be given: 

> reasons for the decision regarding the resolution or outcome; 
> an opportunity to provide comments or ask questions in relation to the proposal or outcome; 

and 
> the contact details for the energy ombudsman in your State or Territory and advised of your 

right to refer the complaint to the relevant energy ombudsman if our proposed resolution or 
outcome is not satisfactory. 

ACCOUNTABILITY 

We will ensure that we are fully accountable for your complaint, including by: 

> providing complaints resolution procedures in accordance with this Policy; and 
> recording the details of your complaint in our client management system and using this 

information to measure broader customer satisfaction with our services and help us 
improve our services 

CONTINUAL IMPROVEMENT 

We will seek to continually improve our customer service, this Policy and our complaints 
handing procedures, including by: 

> reviewing and updating this Policy on a regular basis, as discussed below; and 
> recording complaints and their outcomes in our client management system and using this 

data to measure customer satisfaction with our services and help us improve our services 
and our complaints handing procedures. 

 

HO W T O  R A I S E  A  C OM P LA I NT  

STEP 1: GET IN CONTACT WITH US 

If you are dissatisfied with any aspect of our services (including our complaints-handling 
processes) or have a complaint against us, please contact our customer service 
representative and they will attempt to resolve your complaint. You may contact a 
customer service representative by using the contact details set out below: 

Phone:   1300 587 623 

Email:   service@activeutilities.com.au 

Post:   PO Box 4094, Essendon Fields VIC 3041 

Fax:   1300 587 624 
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STEP 2: IF NECESSARY, ESCALATE YOUR COMPLAINT 

If our customer service representative is not able to provide you with a satisfactory 
resolution, you can immediately escalate your complaint to the customer service 
manager. The customer service manager will be responsible for your complaint and work 
with you to resolve that complaint. 
 
You may contact a customer service manager by using the contact details set out below: 
 
Phone:   1300 587 623 
Email:   complaints@activeutilities.com.au 
Post:   PO Box 4094, Essendon Fields VIC 3041 
Fax:   1300 587 624 

STEP 3: IF NECESSARY, REGISTER AN OFFICIAL COMPLAINT 

If you are still not satisfied with our attempts to resolve your complaint, you can register an 
official complaint. In registering your official complaint and to help us resolve it as 
efficiently as possible, we will ask you to give us as much information as you can in relation 
to the complaint, its cause and other relevant circumstances. 

We will record the details of the complaint in our client management system and track its 
progress against the complaint resolution requirements set out in this Procedure. We will 
notify you of our proposed resolution as soon as reasonably possible. 

You may register an official complaint by providing the following information: 

> your name; 
> your account number; 
> a description of the specifics of your complaint including dates, related services and the 

names of Active personnel you may have spoken to or dealt with; and 
> action you are seeking in the resolution of your complaint 

STEP 4: IF NECESSARY, ESCALATE YOUR COMPLAINT OR DISPUTE WITHIN 
ACTIVE 

If you are not satisfied with our proposed resolution of your complaint, or otherwise wish to 
make comments or ask questions about it, you may contact our Operations Manager 
using the contact details set out above. If a satisfactory resolution still cannot be achieved, 
the Operations Manager will refer your complaint to the general manager of Active. 
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E N E R G Y O M B U DS M AN  
Embedded Networks may be covered under State or Territory Ombudsman’s schemes 
dependent on the State or Territory.  

All our customers in NSW have the right to contact the Energy & Water Ombudsman NSW 
(EWON) at any time for independent advice and information. EWON’s contact details are 
below. 

Please note that ombudsman’s in other states and territories may not be able to assist 
customers in embedded networks. 

We would strongly encourage all customers to contact us directly in the first instance to 
allow us the opportunity to rectify any issues. We suggest contacting the relevant 
organisation, if we fail to provide you with a satisfactory resolution to your complaint, using 
the following contact details: 

ACT ACT Civil and Administrative Tribunal 
Website: www.acat.act.gov.au 
Telephone: 02 6207 1740 
Email: Tribunal@act.gov.au 
Postal Address: GPO Box 370, Canberra ACT 2601 
NSW Energy and Water Ombudsman NSW 
Website: www.ewon.com.au 
On-line complaint: www.ewon.com.au/complaints 
Freecall: 1800 246 545 
Freefax: 1800 812 291 
Email: complaints@ewon.com.au 
Postal Address: Reply Paid 86550, Sydney South NSW 1234 
QLD Energy and Water Ombudsman Queensland 
Website: www.ewoq.com.au 
Telephone: 1800 662 837 
Email: complaints@ewoq.com.au or info@ewoq.com.au  
Postal Address: PO Box 3640, South Brisbane BC QLD 4101 
Complaints: http://www.ewoq.com.au/submit-a-complaint  
SA Energy and Water Ombudsman (SA) 
Website: www.ewosa.com.au 
Telephone: 1800 665 565 
Postal Address: GPO Box 2947, Adelaide SA 5001 
Complaints: http://www.ewosa.com.au/index.php/complaint-form 
VIC Energy and Water Ombudsman (Victoria) 
Website: www.ewov.com.au 
Telephone: 1800 500 509 
Email: ewovinfo@ewov.com.au 
Postal Address: Reply Paid 469, Melbourne VIC 8060 
Complaints https://www.ewov.com.au/complaints/complaint-form 

http://www.acat.act.gov.au/
mailto:Tribunal@act.gov.au
http://www.ewon.com.au/
http://www.ewon.com.au/complaints
mailto:complaints@ewon.com.au
http://www.ewoq.com.au/
mailto:complaints@ewoq.com.au
mailto:info@ewoq.com.au
http://www.ewoq.com.au/submit-a-complaint
http://www.ewosa.com.au/
http://www.ewosa.com.au/index.php/complaint-form
http://www.ewov.com.au/
mailto:ewovinfo@ewov.com.au
https://www.ewov.com.au/complaints/complaint-form
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WA Energy and Water Ombudsman (Western Australia) 
Website: http://www.ombudsman.wa.gov.au/energyandwater/ 
Telephone: 1800 754 004 
Email: energyandwater@ombudsman.wa.gov.au 
Postal Address: PO Box Z5386, St Georges Terrace, Perth WA 6831 

 
 

A C C E S S I B I L I T Y  O P T I O N S  
For interpreter service for languages other than English please call the Translating and 
Interpreting Service (TIS National) on 131 450. 

 

T E LE C O M M U N I CA T I O N S  O MB U DS M A N  
Telecommunications are covered under the National Telecommunications Industry 
Ombudsman’s scheme – if we fail to provide you with a satisfactory resolution to your 
complaint, please use the following contact details: 

NATIONAL Telecommunications Industry Ombudsman (TIO) 
Website: http://www.tio.com.au/making-a-complaint 
Telephone: 1800 062 058 
Email: tio@tio.com.au 
Postal Address: PO Box 276, Collins Street West, VIC 8007 

 

http://www.ombudsman.wa.gov.au/energyandwater/
mailto:energyandwater@ombudsman.wa.gov.au
mailto:tio@tio.com.au

