Family & Domestic

Violence Policy

Your safety is important to us:

If there is an immediate threat to your safety, please
call 000. For additional assistance, please contact
1800 Respect (1800 737 732).

We’re here to support you

We recognise that family and domestic violence (family
violence) is a serious and widespread occurrence in our
society. We are committed to supporting customers
who are experiencing family violence with empathy
and sensitivity. We will ensure the security and privacy of
your account information and financial circumstances.

What is Family and Domestic Violence?
The Australion Government defines family violence as
any behaviour that is violent, threatening, controlling
or intended to make you or your family feel scared
and unsafe (Unwanted Behaviour). Family violence is
not perpetrated only through physical violence. It may
also include, but is not limited to, the following kinds of
Unwanted Behaviour:

sexual

emaotional or psychological

verbal

spiritual or cultural

economic or financial

tfechnological

social
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Our Training
Your safety is our priority.

We understand that family violence is complex and

sensitive. That’s why we train relevant staff to understand

the potential severity and consequences of family

violence, treat you with respect and provide you with

practical support. Training includes:

a. how to identify the signs of family violence,

b. how to engage effectively and appropriately with
affected customers

c. how to apply this policy

Training is delivered to staff who:

a. engage with customers;

b.  manage, train or otherwise direct staff who engage
with customers; and

c. are responsible for the development and
deployment of relevant products, processes and
systems.

Your Account Security & Privacy

We are committed to the security of your personal

information and will engage with you 1o determine your

preferred methods of communication. You may:

a. provide us with more than one preferred
communication method;

b. ask us not to use a particular method to contact
you; and

c. change your preferred contact methods at any
fime.




We understand it may be difficult for you to safely or

conveniently speak with us. You can therefore authorise

us to licise with the support person of your choice, who

may be:

a. afinancial counsellor.

b.  someone who helps you manage your energy bills;
or

C. anyone else you deem appropriate.

To authorise a support person:

* contact us on 1300 920 557 to add your support
person;

* request a 'Letter of Authority’, which will allow you
to detail who your support person is, and when we
may speak with them.

We will then work with your support person in line with
your authority.

If you wish to have our ‘Letfter of Authority’ form
sent to you via email or in the post, please
contact us on 1300 920 557 or email us at
wce.hardship@alintaenergy.com.au

Once completed, please return this form to us.

Managing Debt and Payment Difficulty
Alinta Energy understands that financial difficulty can
affect anyone, and we will provide you with assistance
during these trying fimes.

We believe in freating our customers with respect,
empathy and in a non-judgemental manner. We also
understand that your circumstances are unique: we
and will work with you to identify the type of assistance
that best suits your situation.

Our options are designed to assist you, whether you are
in arrears or Not.

We can assist you with:
a.  managing your ongoing cost of energy; and,
b. overcome your energy debot.

We monitor overdue accounts as part of our normal
business operations, which helps us identify who may
need extra support. We also encourage you to contact
us to access assistance as soon as possible after you
start fo experience financial difficulties.

Specific practical assistance we can offer includes:
a. arranging more time for you to pay;
b. setting up periodic instalment payment plans;

i.  [assisting you to set up] Centrepay and direct
debit;

i. refening you to external organisations that can
provide you with financial counselling;

ii. —assisting you to obtain relevant Government
and non-Government grants via utility
assistance programs; and

iv.  providing practical energy efficiency advice to
reduce your ongoing energy usage.

Interpreter Service

To access an Interpreter Service, please call

1300 195 575 or you can find further information at
alintaenergy.com.au.




External Support Contact number and information

Australia Wide:

Emergency 000

1800 737 732  www.1800respect.org.au

National support available 24/7 for people experiencing sexual assault, domestic or
family violence, their friends and family and for professionals supporting someone
experiencing, or af risk of experiencing sexual assault, domestic or family violence.

1300 789 978  mensline.org.au
The national telephone and online support, information and referral service for men with
family and relationship concems. Callers have access to 24-hour support, anywhere

National 1800 RESPECT

Mensline Australia

anytime.
131114 www.lifeline.org.au
Lifeline Lifeline is a national charity all Australians experiencing emotional distress with access to

24 hour crisis support and suicide prevention services.

Western Australia:

1800 007 339 www.dcp.wa.gov.au
A state wide 24 hour service providing support for women, with or without children who
are experiencing family and domestic violence.

Women’s Domestic Violence
Helpline




