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1. Background

At Aurora Energy, we understand that from time-to-time customers experience challenges in paying
their bills and may need additional assistance. The Your Energy Support (YES) Program Policy identifies
and assists customers who need tailored assistance to manage their energy usage and associated costs.
When we refer to ‘Your Energy Support (YES) Program’ in this Policy, this means hardship program, as
described in the AER Customer Hardship Policy Guideline.

2. Objective

Electricity is an essential service for all small customers, and we believe challenging life circumstances
should not prevent customers from accessing electricity if they are willing to pay their bills but require
some payment flexibility. Aurora Energy’s YES Program supports our customers to support
themselves.

For clarity, despite the provisions of the National Energy Retail Law that relate to gas not applying in
Tasmania, Aurora Energy’s YES Policy goes over and above requirements to provide its services to
electricity customers and we voluntarily apply the YES Policy to our natural gas customers.

We have a proactive intervention approach to customers experiencing challenging life circumstances.
We will champion strategies that provide a better understanding to our customers and the wider
community in the most efficient and wise use of energy.

Our strategies intend to support customers respectfully and compassionately once they have been
identified as customers in need of tailored support.

How we will address you?

Aurora Energy recognises that some terms such as ‘hardship’ or ‘vulnerability’ may make a customer
uncomfortable in discussing their circumstances. We will, wherever possible, focus our language on
what will best enable you to freely engage with us to enable you to get the best support possible.

Aurora Energy will use terms such as ‘tailored support’, ‘difficult life circumstances’ and ‘dedicated
support’ in place of ‘hardship’ or ‘vulnerability' where regulations allow.

3. Our Responsibilities

We pride ourselves on providing a specialised service to assist customers experiencing financial
vulnerability that result in energy affordability issues. Our YES Program has been developed to
provide a dedicated team to focus on assisting these customers.

The YES Program centres on:

. treating customers in a fair and reasonable manner, taking into account all of the circumstances
that impact their ability to pay their bill;

. providing clear information about the hardship assistance we can provide in a timely manner;
and
. ensuring customers are provided all hardship assistance that they are entitled to receive in a

timely manner.
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4. Introduction

This policy applies to all residential customers living in Tasmania who find it hard to pay their energy
bills due to hardship.

This policy explains:

° what we will do to help you manage your energy bills;
° how we consider your circumstances and needs; and
° your rights as a customer in our YES Program.

You can ask a support person to contact us, such as:
° a financial counsellor; or

. someone who helps you manage your energy bills

We need your permission to talk to your support person. If you want to elect someone to act on your
behalf, please get in touch with us via phone or written correspondence, specifically outlining your
request to have your support person act on your behalf regarding your energy bills. We will set this up
for you and will talk with them as we would with you.

In addition to this Policy, we have effective systems and procedures in place to ensure we are
compliant with customer hardship obligations contained within the: National Energy Retail Law and
Rules, AER Customer Hardship Policy Guideline and Aurora Energy’s Your Energy Support (YES)
Program Policy (this Policy).

5. Life circumstances that may drive you to seek support

Customers in need of support refers to circumstances that mean a person may be less able to protect
or represent their interests, engage effectively and/or are more likely to suffer detriment. This includes
having insufficient capacity to pay for energy use.

Aurora Energy understands that there are a wide range of circumstances and drivers that may lead
you to a situation where you are unable to pay your bill.

You might experience difficultly in paying a bill because of factors like:

° death in the family;

° household illness;

. disability or mental illness

° family and domestic violence;
. unemployment; or

. reduced income.

Further, we recognise that not all these instances will present in the same way for each customer.

We will be open and aware of how these factors may present when you are engaging with our YES
Team consultants. To assist identification of these factors, our YES Team consultants are trained to
look out for clear indications of whether these circumstances are present in an interaction with a
customer.
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6. Identifying Customers in need of support and accessing the YES Program

What we will do to help you:

We will tell you about our YES Program if:

. you tell us you are having trouble paying your bill;

. you are referred to our YES Program by a financial counsellor or other community worker;
and/or

. we are concerned that you may be experiencing financial hardship.

When engaging with you we will be mindful of the range of circumstances that may drive your
difficulties in paying your bill.

We will recommend you speak to a consultant to help you join our YES Program if you have:

. a history of late payments;

. broken payment plans;

o requested payment extensions;

° received a disconnection warning notice; or
. been disconnected for non-payment.

We can also support you to join our YES Program if you tell us:
. you are eligible for a relief grant or other emergency assistance; or

. you have personal circumstances where hardship support may help. For example, death in the
family or job loss.

You may have trouble paying your bills for different reasons. Please contact us so we can discuss your
individual situation, you are able to contact our YES team consultants, who are specifically trained to
handle enquires about Aurora Energy’s YES Program and Policy between 8am and 6pm Monday to
Friday on 1300 10 2010.

Our consultants are specially trained to help you with hardship. Consultants will:

° ask you a few questions about your circumstances; and

. work out if you can join the YES Program.

This conversation will allow you the opportunity to discuss how we can further support you. While we

understand you may feel uncomfortable discussing your financial situation, we encourage you to use
this opportunity to seek our assistance.

We will assess your application for assistance from the YES Program within 1 business day from
receipt of your application. The assessment includes confirming financial difficulty is being
experienced regardless of your account balance, your willingness to actively participate in the
program and any prior removals from the program due to non-compliance, such as missed payments.

We will let you know if you are accepted into our YES Program within 2 business days from receipt of
your application.

If you are accepted into our YES Program, we will:

. help you determine what the best plan is for your energy needs;
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. tell you about government concessions, relief schemes or energy rebates you may be able to

receive;
. give you ideas about how to reduce your energy use; and
. talk to you about a payment amount that suits your circumstances.

We can send you a free copy of our YES Program Policy. If you do request a copy, we will send this to
you using your preferred method of receiving written information from us. The Policy will be sent via
post if you have not indicated a preference for how you wish to receive written communication.

If you are deemed ineligible to join our YES Program for any reason, we will tell you why and help you
as much as we can to become eligible.

7. Early Identification of Customers in need of Support

Aurora Energy will proactively reach out and provide you with information relating to our YES program
and other support available to you if we identify the following:

. a history of late payments;

° broken payment plans;

. requested payment extensions;

° received a disconnection warning notice; or

. you have been disconnected for non-payment.

. referral from a community partner/external agency

8. Payment Plan Options

What we will do:

There are different payment options available to YES Program customers, including:

Payment Plans: Your Energy Support (YES) Payment Plans

We are committed to working with you to establish payment plans that are flexible, affordable and
sustainable. We will discuss all payment options outlining their advantages and disadvantages,
allowing you to make informed decisions.

Short Term Payment Arrangements

Short Term payment arrangements are extensions granted when you can’t pay your current account
on time. These arrangements are usually offered as a result of an unexpected, but short-term change
in circumstances.

Payment extensions/arrangements allow you the flexibility to pay-off the account in either a lump sum
or instalments prior to the next bill being issued. For example, customers can make payments at an
amount they choose (minimum payment amounts apply) on a date they decide.

We encourage customers to make payments that at the least will cover their usage.

Long Term Payment Plan

A long term payment plan is a structured payment plan designed to encourage customers to budget
for the cost of their energy use and any accumulated arrears over a long term period. This will assist
them to manage the peaks of their energy use, taking into account their capacity to pay.

Customers can pay in equal instalments either fortnightly or weekly and can utilise Centrepay or direct
debit payment methods.
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Centrepay

You can choose to use Centrepay, if you are eligible. Centrepay is a free service you can use to help
pay your bills. Centrepay can automatically take an amount of money from your Centrelink payments
to go toward energy bills and expenses.

Further information can be obtained from Centrelink at: www.centrelink.gov.au or by phoning
1800 05 0004.

When you are in our YES Program, we will offer you flexible payment options to suit your individual
situation.

To establish your payment plan, we will consider your ‘capacity to pay’ by examining:

° how much you can pay;

° how much you owe;

. how much energy we expect you will use in the next 12 months; and

. any other life circumstances that may contribute to your need for support from Aurora Energy.

This will help us figure out a payment plan that is right for you. We have adopted the AER’s Sustainable
Payment Plans Framework that provides guidance for building payment plans that are affordable and
sustainable.

We will offer a payment plan to suit your situation. This will include payments to cover:
. what you owe; and

L an amount to cover your energy use.

Once we agree to a payment plan, we will send you information including:

° who you can contact for more help;

. how long the payment plan will go for;

. the amount you will pay each time;

. how many payments you need to make;

. when you need to make your payments (this is also called the frequency of the payments); and
. how we worked out your payments.

We will see if another energy plan may be better for you. If you agree, we can transfer you to a better
energy plan for free.

Depending on the rules in our hardship program, we may be able to remove some debt, fees or charges
you owe.

If you miss a payment, we will contact you to see if you need help. We will contact you by text message
when you have missed an instalment. If you have not contacted us by your next instalment due date,
we will make a further attempt to contact you via phone and text message.

If we still have not heard from you after three business days, we will provide written advice of our
intention to remove you from the YES Program via your preferred method of receiving written
information. The written advice will be sent via post if you have not indicated a preferred contact
preference. You will receive a final phone call eight days after the letter is sent if you have still not
contacted us, and removal from the program will occur if this call is unanswered.
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Non-compliance with the Your Energy Support (YES) Program

Furthermore, we will attempt to contact you via the method and steps listed in the previous paragraph
if you do not meet your obligations under the YES Program. Where non-compliance continues,
removal from the YES Program may occur.

We are committed to allowing you access to the YES Program.

You will be eligible to enter or re-enter the YES Program under the following circumstances:

. where you continue to face challenges in paying your bill and/or outstanding debt;

. where you are classified in the electricity market as a small customer

° have an active account with us;

° have an inactive account with us which has an outstanding debt; or

. where you have not been removed previously from the YES Program on two or more occasions

in the past 12 months.
We will ensure that our YES Program Policy is transparent and applied consistently.

We consider the following as your rights:

) to be treated sensitively;

° to be able to negotiate an affordable payment plan with us;

. to be able to renegotiate instalment payments;

° to receive information on grants and concessions;

° to receive information on financial counsellors;

. to receive information on efficient energy use; and

. to not have your power disconnected while actively participating in the YES Program.

We will encourage you to continue making regular payments and reduce your usage to achieve a
goal of successfully completing the YES Program.

What you must do:

Tell us if your situation changes and you can no longer make the payments in your plan. We can then
review your payment arrangements.

Tell us if your contact details change.

We may stop helping you if you:
. stop making payments under your plan; or

. do not tell us when your contact details change.

If you have had two payment plans cancelled in the last 12 months because you did not follow your
plan:

° we do not have to offer you another plan; and

. we might disconnect your energy.

We also expect you to:

o contact us when there is any change in your circumstances;
. contact us when you are unable to make payments according to the agreed payment plan; and
. stay in touch with us.
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We will review a payment plan if you or a financial counsellor working with you advises that your
circumstances have changed. A YES Team consultant will contact you at least once every three months
to confirm your payment plan continues to be appropriate and affordable.

If you are paying less than your usage and accumulating debt, a YES Team consultant will monitor your

account and make contact more frequently. We encourage you to make payments that, at the very
least, cover your usage.

9. Other Supports to Help You Pay Your Energy Bill
In Tasmania, there are other supports to help you pay your energy bills.

What we will do:

We will tell you about other ways you can get help to pay your energy bill, such as:

° Government relief schemes;
. energy rebates;

. concession programs; and

. financial counselling services.

In Tasmania these schemes include:

° pensioner electricity concession;
. life support equipment rebate; and
. medical heating and cooling concession.

Financial Counselling Services

As the cost of energy is often not the only cause of an inability to pay your bills, it is likely that you may
have multiple competing debts. Financial counsellors can assist you to manage your finances more
effectively, and can assist you in dealing with us.

We refer customers to accredited financial counselling agencies, who offer their services at no cost to
you.

Financial counsellors can contact our YES Team directly between 8am and 6pm Monday to Friday on
1300 10 2010

What we need you to do:

If you find out you are eligible for these programs, let us know as soon as possible so we can help
you.

10. Our Programs and Services
As a YES Program customer, you can access a range of programs and services to help you:

Incentives for Payment Plan Participation

In exceptional circumstances, we will provide additional incentives to assist you to stay on the YES
Program and continue to manage your energy costs.

Where you have been identified as being in severe circumstances, we may offer to use incentives to
encourage you to maintain consistent payment behaviour, or to create a situation that will improve
your ability to pay for your usage. We may consider applying a credit on your account, where you are
maintaining agreed payments, or we may waive a portion of the debt.
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We may also consider waiving or partially waiving a debt if you meet one of the following criteria:

. you are suffering severe financial difficulty, or a major personal crisis has occurred beyond your
control, such as a significant health or medical problem. We may require supporting evidence
prior to actioning such a request; or

. we assess that you will have little chance to reduce the debt without assistance.

Other Assistance
We recognise that, in Tasmania, heating is often a significant contributor to a household’s energy costs.

We partner with community welfare organisations to provide alternative efficient and lower cost
heating appliances to those in the most need.

We continually develop other mechanisms to support our YES Program customers. Where a new
assistance program is created, we will publish details in the Your Energy Support Program materials

and on our website. Our YES consultants will also talk to you about any other assistance programs
available.

What we will do:

We will consider your individual situation to find the right programs (e.g. concession programs) or
services that meet your needs.

11. We Want to Check You Have the Right Energy Plan

What we will do:

When you join our YES Program, we will talk to you about your energy use and whether you are on
the right plan.

If we think there is a better energy plan for you, we will:
° explain why the plan is better; and

° ask if you’d like to transfer to the new plan for free.

When we discuss the energy plans available we will assess:

° cost effectiveness;

. any dedicated appliance use;

. previous tariff (including network charge);
. overall power usage;

° previous bills (if available); and

. any information supplied by you.

All of our residential energy plans or contracts do not include the requirement to pay a security
deposit or bond.

We will only talk to you about energy plans we can offer.

12. We Can Help You Save Energy

Using less energy can save you money.
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What we will do:

When you join our YES Program, we can give you tips to use less energy.

Wise, efficient energy use will reduce your bill and help ease financial burden. You may be unaware
of the changes you can make around your house, or to your behaviour, which will save you money.

We are trained to help you with energy usage difficulties and can discuss simple strategies to reduce
your energy use.

Information provided to you over the phone is supported by information that can be sourced on our
website www.auroraenergy.com.au . The website also provides a right plan calculator and high bill
checklist, easy to use tools, to allow you to undertake your own basic home energy assessment.

Energy Auditing

We offer you the opportunity to undertake a free, energy audit service by phone.

An average audit will take up to 60 minutes, and we will take you through your usage and energy costs
and will include tips on how to save energy.

We will also provide you a summary of the discussion, in the form of an easy to read breakdown of
your energy costs.

13. We Will Work With You

If you have joined our YES Program, we will not:
° charge late payment fees;
° require a security deposit; or

make changes to your plan without your agreement. For example, we will not put you on a
shortened collection cycle unless you agree first.

Successful Completion of the Your Energy Support (YES) Program

Where you successfully complete the YES Program, you will be returned to our standard customer
billing and payment cycle. Payment plans are maintained, but any incentives, fee removal and
individual case management arrangements are removed.

Aurora Energy will take the following steps to support you to successfully complete the YES Program;

e talk to you about your energy use and whether you are on the right plan.

o offer affordable payment plans and review your plan regularly

e provide protection from disconnection while on the YES Program

e not charge Late Payment Fee’s or interest while you are on the YES Program

e provide you with financial counselling and welfare payment referrals

e provide you with information regarding Government concessions if applicable.
e any other support listed throughout this Policy

Successful completion is defined as:
° your account no longer has an outstanding balance, is in credit; or

. you are now able to manage on a standard payment plan.
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Aurora Energy will call and text you upon successful completion of the YES program to discuss any
ongoing support requirements such as bill smoothing and successful removal from the program. If we
cannot get in contact with you within 3 business days, we will write to you.

The letter will be sent via your preferred method of receiving written information from us. The written
advice will be sent via post if you have not indicated a preferred contact preference. You will receive a
final phone call eight days after the letter is sent if you have still not contacted us, and removal from
the program will occur if this call is unanswered.

In some cases, customers may benefit from remaining in the YES Program despite meeting its
completion criteria. In these cases, when we speak with you we will offer to continue supporting you
through the YES Program until you are ready to return to our standard billing and payment cycle.

Even if you have successfully completed the Program, you are welcome to seek assistance again if your
circumstances change.

Assessing Affordability

We will always attempt to establish payment agreements that are reasonable, but above all, affordable
for you. When we assess affordability, we will take into account your ability to maintain a standard of
living and basic living expenses (in the case of residential customers).

We will also take into account any arrears owing, and your expected energy usage over a 12-month
period.

We also measure your affordability against your energy usage and employ strategies to help you
reduce your usage if it is unsustainable.

Where available, we will also take into consideration a financial counsellor’s statements about your
overall financial situation.

14. Accessing Information about the Your Energy Support (YES) Program

As part of our continuing focus to identifying customers in need support, we will provide information
on the availability of the YES Program on the following forums:

° on Aurora Energy’s website (wWww.auroraenergy.com.au);

) on all bills;

. on all disconnection warning notices;

. on all impending disconnection notices;

. through community visits and presentations; and

. on all information given to community welfare organisations.

Our YES consultants will use phone, text message, email or write to customers in the YES Program who
have failed to meet their payment plan agreement. When you are participating in the YES Program
you are obliged to communicate with your YES consultants or risk removal from the YES Program.

We are committed to providing information on the YES Program in a way that meets your needs. If you
have a contact method that works best for you, let us know and we will always use that method in the
first instance. There may be some times, like an emergency, where we need to use a different method.

We are also committed to ensuring the YES Program Policy is communicated clearly to community
agencies and support services. We will prepare methods of communication that are modern, relevant
and accessible to ensure this objective is achieved.
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Literacy and Numeracy

We recognise that a number of customers in need of support may also struggle with literacy and
numeracy. We will communicate with you in a way that takes into account your needs and provides all
the information you need in the easiest way possible for you.

Hearing Impaired Services

If you are deaf or have a hearing impairment, you can contact us through the National Relay Service
using one of the following relay call numbers:

° Speak and listen users can call 1300 555 727
. TTY users can call 133 677

Remote or Indigenous Communities

We recognise the challenges faced by some remote or Indigenous communities and we will work with
indigenous elders and community leaders to ensure the same level of access to the YES Program as all
other customers.

Linguistically Diverse Backgrounds

We are committed to providing services to people from linguistically diverse backgrounds, and to
provide access to the YES Program. We will work with community organisations, and will have access
to interpreters to ensure that customers from non-English-speaking households are provided a quality
service.

If you have difficulty with English, an interpreter service is available, at no cost to you, on 131 450.

German

Fiir Kunden, die Schwierigkeiten haben, Englisch zu verstehen, steht unter der Nummer 131 450 ein
kostenloser Dolmetscherdienst zur Verfligung.

Italian

Se un cliente ha difficolta con l'inglese, c' & un servizio interpreti a disposizione, gratuito per i clienti,
al numero 131 450.

Korean

SO A0 A F0| A= A4S R0 F=E SHMEIAE HS5tD ASLICH 13145022

HEFA|7| BRI LICE

[ B

Arabic

1131 450 &0 e Ulae Jreall Aalic 4, ) 5 Aan ji Aok llia ol oy 5l A6ll) (8 4 g 40l Jpeall IS 1Y)
Chinese

IR P A IOB A ERERS, 1BEEE131450, XH ] ARG ERN 0ERS,

Greek

Edv kamolog meAdtng SuokoAeveTal e TNV ayYALKN YAwooa, UTtapxel Swpedv untnpecia Sleppnveiag,
oto tThnAédwvo 131 450.
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15. Training

Staff

Our consultants have been trained to work closely with you, while displaying fairness, empathy and
without being judgemental.

Our training covers issues relating to financial hardship, identification and referral processes and
protocols, and respectful communication with you. As a result, our staff can

° Identify customers experiencing payment difficulties due to hardship
. answer any queries you may have about our YES Program and Policy; and
. assist customers experiencing payment difficulties due to hardship

Aurora Energy regularly reviews and updates all training material and we provide ongoing refresher
training to ensure our consultants are up to date with the latest developments.

Community Welfare Organisations

We will continue to forge strong ties with the community. In partnership with community
organisations, we will conduct sessions to share our energy efficiency knowledge and broader energy
sector expertise to encourage community organisations to share this information with their
membership.

16. Complaints

As part of Aurora Energy’s commitment to customer service, in line with our values, we have adopted
a customer obsessed approach to handling complaints and manage complaints in line with the
Australian Standard AS — 1002:2022 - Guidelines for complaint management for organisations.
(Previously Australian Standards AS ISO 1002-2006)

We work to resolve complaints and disputes at your first point of contact with the YES team
consultants.

If this is not possible, we will escalate your complaint to our Customer Advocacy Team consultants who
will work with you to resolve your complaint in a fair and reasonable manner.

To make a complaint, you can phone 1800 80 0753, or via our website at www.auroraenergy.com.au.
Our Complaints Management Policy is also available on our website.

If you are unhappy with the outcome of the enquiry into your complaint, you can contact the
Tasmanian Energy Ombudsman, an independent, free service on 1800 001 170, via their website
www.energyombudsman.tas.gov.au, email ombudsman@ombudsman.tas.gov.au or in writingto GPO
Box 960 HOBART TAS 7001

17. Privacy
We value your privacy and we are bound by the Privacy Act. We will protect your personal information
in accordance with the Australian Privacy Principles. These principles govern how we can collect, use,

hold and disclose your personal information.

Full details of our Privacy Policy can be viewed at www.auroraenergy.com.au.
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18. Contact Details

If you are in need of support you can contact our YES Team consultants who are specifically trained to
handle enquires about Aurora Energy’s YES Program and Policy between 8am and 6pm Monday to
Friday on 1300 10 2010 or request us to contact you through a request from our website at
WWWw.auroraenergy.com.au. You can also email the team directly on YES@auroraenergy.com.au.

A copy of our YES Program Policy can be downloaded directly from the home page at
www.auroraenergy.com.au. Alternatively, a free copy can be posted to you upon request by
contacting us on 1300 13 2003.

Approved by the Aurora Energy Board on 24 November 2022.

Board Chair
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