FAMILY VIOLENCE POLICY

Site: Hope Island Shopping Centre
Policy Owner: PGA (Hope Island) Pty Ltd
Effective Date: 1/7/26

Purpose

This policy applies to all residential and small business energy customers at [Insert Site Name] who
may be affected by family violence. It explains how we will help you if you tell us that you are
experiencing family violence, including our obligations to protect your energy-related information
and support you if you are having difficulty paying your energy bills.

This policy is in addition to any rights you may have under relevant legislation, including tenancy
and domestic and family violence legislation.

If you consider you are in immediate danger, call emergency services on 000.

What is Family Violence?

Family violence is when someone in a family, domestic, intimate or family-like relationship:

e |sviolent or threatening;
e Coerces or controls you; or
e Tries to make you feel unsafe.

Family violence can include, but is not limited to:

o Financial abuse, such as controlling your money, taking away your financial
independence, or refusing to provide necessary financial support.

o Emotional or psychological abuse, such as manipulation, intimidation, coercion, threats,
or behaviours that undermine your confidence.

e Physical abuse, including the use of physical force against you, another person, or an
animal.

e Sexual abuse, including any forced, unwanted, or exploitative sexual activity.

e Social abuse, such as isolating you from family, friends, work, culture, or support
networks.

e Elder abuse, including acts or omissions that cause harm or distress to an older person
where there is an expectation of trust or a power imbalance.




What We Will Do to Help You

If you tell us that you are affected by family violence, we will take extra precautions with your
energy-related information. We will:

e Treatyourdisclosure respectfully and sensitively.

e Onlydiscuss your energy account with you or a person you nominate.

e Notrequire evidence of family violence before providing assistance.

o Notaskyou to repeatedly explain your circumstances.

e Consider your safety and wellbeing when communicating with you regarding your account.

You Can Choose How You Want to Communicate With Us

We will ask for your preferred method of communication and will only use that method when
discussing your energy account. Communication methods may include:

e Telephone

e Email

e Written correspondence

e Through an authorised support person

If your preferred communication method is not practical, we will discuss alternative safe
communication options with you.

You Can Nominate a Support Person

You may nominate a support person to communicate with us on your behalf.
A support person may include:

e Afamily member or friend

e Afinancial counsellor

e Asocial worker

o A domestic violence support worker
e Alegal representative

e Any other person you nominate

We will only communicate with your nominated support person with your consent and according to
your instructions.




We Will Keep Your Energy-Related Information Safe

If you tell us that you are affected by family violence, we will take reasonable steps to protect your
personal and energy account information.

This includes:

e Storing electronic records in secure password-protected systems.

e Restricting access to authorised employees, contractors, and agents who require access to
perform their duties.

e Securing any paper records in locked storage.
¢ Maintaining confidentiality wherever possible.

With your consent, we may place a confidential note on your account so authorised personnel
managing your account can:

e Use your preferred communication method.
e Take additional precautions when handling your information.

e Ensure your circumstances are considered when making decisions relating to your
account.

We will not disclose your energy-related information to any person unless:

e You authorise us to do so;
e We are required by law; or
e Disclosure is necessary to protect the safety of a person.

Family Violence and Financial Abuse

Family violence can include financial abuse, which may make it difficult to pay your energy bills.
Examples of financial abuse may include:

e Opening an energy account in your name without your knowledge or consent.
e Opening ajoint account and refusing to contribute to payment obligations.

e Using accountinformation to manipulate, intimidate, or control you.

e Preventing you from accessing money needed to pay household expenses.

We recognise that family violence may contribute to payment difficulties and will consider this
when providing support.




Assistance Available if You Are Experiencing Payment
Difficulties

If you are affected by family violence and are having difficulty paying your energy bills, please
contact us as soon as possible.

Support options may include:

e Flexible payment arrangements.

e Payment plans.

e Temporary payment extensions.

o Waiving late payment fees where applicable.
o Referrals to financial counselling services.

Late Payment Fees

Where family violence has contributed to payment difficulties, we may waive late payment fees
associated with your energy account.

Payment Plans

Where appropriate, we will work with you to establish a payment plan that reflects your
circumstances and capacity to pay.

Hardship Assistance

Residential customers experiencing payment difficulties may access support available under our
Hardship Policy.

A copy of our Hardship Policy can be requested from Property Management at any time.

Disconnection of Supply

We will consider how family violence has affected your ability to pay your energy bills and will not
disconnect your energy supply where doing so would place your safety at risk or where unpaid bills
have resulted from circumstances associated with family violence.

Support Services

If you are affected by family violence, the following services may be able to assist you.

Family Violence Support Services

Service Contact Details
1800RESPECT 1800737 732




Service Contact Details

Lifeline 131114
Kids Helpline 1800 551800
13 YARN 139276
Men’s Referral Service 1300 766 491

Elder Abuse Helpline (QLD) 1300651 192
DVConnect Womensline 1800811 811
DVConnect Mensline 1800 600 636

Financial Assistance

Service Contact Details
National Debt Helpline 1800 007 007

Financial Counselling Australia www.ndh.org.au

Complaints and Ombudsman

If you have a complaint relating to your energy account that cannot be resolved directly with us, you
may contact:

Energy and Water Ombudsman Queensland (EWOQ)
Phone: 1800 662 837
Website: www.ewoq.com.au

Contact Us

If you require assistance under this policy, please contact:

Handler

PROPERTY

Phone: 3257.2538
Email: PM@handler.com.au

All enquiries will be handled respectfully and confidentially.

Policy Review

This policy will be reviewed periodically to ensure compliance with the Australian Energy
Regulator’s Retail Exempt Selling Guideline and to maintain best practice support for customers
experiencing family violence.
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