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Sanctuary Energy Customer
Hardship Assistance Program

1. Sanctuary Energy’s Customer Hardship Assistance Program

Sanctuary Energy understands that our customer’s circumstances change
leading to financial difficulties. In these times we are committed to working
with you to provide support and assistance to enable you to manage your
electricity usage and make suitable payment arrangements on your electricity
accounts.

2. Our commitment to you, our customer

This Customer Hardship Assistance Program outlines how we will respond
quickly and sensitively to our customers who are experiencing genuine
financial hardship, and to be fair in the terms of arrangements we agree. We
will ask you during calls relating to any late payments if you are experiencing
a difficult financial period and offer our assistance at the earliest possible
time.

3. Why Sanctuary Energy cannot simply write off your debt?

Sanctuary Energy must pay for the electricity you have used and the
companies that have brought the electricity to your premises. These bills
constitute around 90% of your electricity bill which we must still pay on time.

4. What is a hardship customer?

Sanctuary Energy defines a “hardship customer” as a customer willing to pay
their electricity account by the due date; however you do not have the
financial capacity to do so within the normal payment timeframe.

Our program outlines two levels of hardship, detailed over the following pages:

A. short-term
B. long-term
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A. Short-term hardship customers

iv.

Hardship customers under a short-term arrangement are customers that
have experienced an unexpected change in living conditions such as sickness,
sudden loss or reduction of income, unexpected costs from a death in the
family or other temporary financial difficulties. For customers in these
circumstances, Sanctuary Energy offers some flexibility and temporary
assistance in the form of payment plans or an extension to the due date of
your account.

All customers with Sanctuary Energy, including customers under the short-
term arrangement will have access to the following:

Flexible Payment Options

We have a range of flexible payment options to suit your needs including:
e cash deposit / transfer at a Commonwealth branch or agency
e electronic funds transfer
e cheque
e Bpay
e Direct Debit from bank account or credit card

Reminder Call

We will use our best endeavours to contact you by telephone to remind
you of overdue accounts.

Reminder Notices

We will send you reminder notices if your payments are overdue where we
have not been able to contact you by telephone, or if you have not made
account payments as agreed.

Further Reminders

If we have had no response to our reminder notices we will use our best
endeavours to contact you regarding the unpaid account. If Sanctuary
Energy identifies that you may benefit from the hardship program we will
discuss these options with you.

Contact us

We understand that your circumstances may change and therefore if you
would like an extension of time to pay your account or believe you may be
eligible for the hardship program, we encourage you to contact us to
discuss the options available to you, preferably before your account due
date.
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Vi.

vii.

viii.

Alternative payment options
If you are experiencing short-term financial difficulties, to assist you we
will offer you the following options within our credit policy guidelines:

e payment plans

e extension of time to pay

e pre-pay your future electricity accounts

Pro-active Account Management

Where we have identified that you have had problems paying invoices on
a number of occasions, Sanctuary Energy will recommend that you go
onto a pre-payment plan, paying a little each fortnight or month to reduce
your quarterly electricity bills.

Government and Charity Payment Assistance Programs

State & Territory Governments have in place schemes to help with energy
costs on a one-off short term basis. Please contact us for further details
of these schemes, and the eligibility criteria.

B. Long-term hardship customers

Hardship customers under longer term financial hardship may require further
assistance to pay their accounts. Customers in this category may have
unexpected illnesses that are ongoing such as a disability and/or have low,
fixed incomes and need longer, ongoing arrangements with Sanctuary
Energy.

In addition to arrangements set out in the Short-term hardship customers
section, for customers with genuine long-term financial difficulties we will
offer you the following options to assist our customers:

Energy efficiency

We are committed to assisting you reduce your electricity bills and
therefore we will provide you with verbal and written correspondence to
help you make informed decisions about ways you can save electricity.

Energy Audits

Sanctuary Energy recommends completing Home Energy Audits for all
customers, so that you can identify ways to reduce your electricity bills by
reducing energy you consume in your premises.

Late payment fees

We will waive our late payment fees for our eligible hardship customers if
you contact us prior to the due date and make payment arrangements to
ensure that you do not have increased debts.
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iv.

Vi.

vii.

viii.

iX.

Disconnection

While you are actively participating in our Customer Hardship Assistance
Program we will not request that your supply be disconnected.

Reconnection

We will arrange for your electricity supply to be reconnected in accordance
with the timeframes in your State or Territory’s energy laws if you are a
genuine hardship customer and agree to actively participate in our
Customer Hardship Assistance Program.

Government and Charity Payment Assistance Programs

State & Territory Governments have in place schemes to help with energy
costs on a one-off short term basis. Please contact us for further details
of these schemes, and the eligibility criteria.

Confidential counselling services

For customers participating in our Customer Hardship Assistance Program,
we will refer you to free and confidential financial counselling services that
can assist you further with your finances.

Our team

Our understanding team will listen to your needs and will arrange for you
to be contacted in a timely manner to minimise any undue stress whilst
we ensure we can provide the most appropriate level of assistance for
your needs.

Improvement of our hardship program

We are committed to providing you with the highest level of service and
therefore we will regularly review and tailor the program to our
customers’ needs.
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5. Information about our Customer Hardship Assistance Program

If you have any questions or you would like further information on the
Customer Hardship Assistance Program, please contact Sanctuary Energy's
Customer Service Centre by:

e Telephone 1800 109 099
e Facsimile (02) 4351 5533

¢ Email info@sanctuaryenergy.com.au

o |etter to: Sanctuary Energy

Att: Customer Relations Manager
PO Box 3378
Tuggerah NSW 2259

6. Interpreter service

Should you need an interpreter service we provide an interpreter service for
you or alternatively, we will arrange an interpreter when we contact you to
provide assistance.

FEIRFEEOGER, 555E 131 450 Fif&HEEf 052R%5%E (TIS National), Z:=Rk{hf4EE 1800 109 099 Fi#% Sanctuary Energy, #iM&)
T{ERFf 2 Mon-Fri 9:00am-5:00pm,
Av xpelaleoTe diepUNVEA, NAPAKAAEIOTE va TNAEQPWVAOETE aTnV Ynnpeoia MeTtappaong kai Alepunveiag (EBvikn Ynnpeaoia TIS)
oTo 131 450 kal {nTnoTe va TnAepwvnoouv Sanctuary Energy oto 1800 109 099. O1 wpeg AeiToupyiag pag ivar Mon-Fri
9:00am to 5:00pm.
Si necesita intérprete, llame al Servicio de Traduccién e Interpretacion - Translating and Interpreting Service (TIS National) al
131 450 y pidales que llamen a Sanctuary Energy al 1800 109 099. Nuestro horario de atencion es Mon-Fri 9:00am to
5:00pm.
NéEu can thong ngdn vién, xin quy vi goi cho Dich Vu Thong Phién Dich (TIS Toan Qudc) qua s6 131 450 va nhd ho goi cho
Sanctuary Energy qua s6 1800 109 099. Gid lam viéc cua chuing téi la Mon-Fri 9:00am to 5:00pm.

e Sanctuary Energy il s Juaiy) agie cillally (131 450 &5 e (TIS National) dgadl s ddasll das il daady Juai¥) sla )l caa jie ) dalay 23S 1)

Mon-Fri, 9:00am to 5:00pm  tke &5 .1800 109 099

Page 5 of 5 v1.0 Draft E



