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MEDIA RELEASE
3 October 2011
Complaints steady but Queenslanders still struggling to pay utility bills
High bills and billing errors, debt collection and disconnections due to non-payment were the top complaints from Queensland’s energy and water consumers last financial year according to the Energy and Water Ombudsman Queensland’s (EWOQ) 2010-11 annual report which was released today.
“In total, EWOQ closed over 12,700 cases in 2010-11, remaining steady with 2009-10 figures,” Energy and Water Ombudsman Forbes Smith said.
“Billing and credit issues again topped EWOQ’s case load, making up nearly 60 per cent of all complaints investigated.

“Energy affordability was an issue for many people and, with energy and water prices forecast to rise from year to year, this problem is likely to continue. 
“I urge people who are experiencing difficulties in paying their bills to contact their energy or water supplier immediately to discuss payment options and find out ways to keep costs down in the future.
“The increase in complaints about inaccurate information, poor and unprofessional service, and the failure to respond to customers’ queries is disappointing. 

“It was also brought to our attention that a number of South East Queensland residents were transferred between energy retailers without consent or in error.

“EWOQ officers worked closely with the complainants and retailers involved to clarify transfer errors and restore customers to their correct retailer.
“Many Queenslanders have been able to choose their energy retailer for over four years now, and I am pleased to see that for the first time marketing-related complaints decreased slightly.
“However, I remind energy and water suppliers that any breaches of legislation or failures to meet basic consumer protections are unacceptable.”

Of the total 12,702 cases closed in 2010-11:

· 2,089 (16%) were complaint investigations

· 1,084 (9%) were general enquiries
· 3,302 (26%) were referred back to the energy or water supplier (because the entity had not been given the opportunity to resolve the complaint in the first instance)
· 4,819 (38%) were Referral to Higher Levels (RHLs), and 

· 1,408 (11%) were referred to other organisations.
Of the 2,089 complaints investigated by EWOQ in 2010-11:

· 1,892 (90%) related to electricity complaints
· 164 (8%) related to gas complaints
· 33 (2%) related to water complaints.
"Having assisted over 12,700 Queenslanders last financial year, EWOQ is firmly established as an essential and valuable service for energy and water customers who are unable to resolve a complaint with their supplier,” he said.
Queensland energy and water consumers can contact EWOQ for assistance on freecall1800 662 837 or www.eoq.com.au.
“It is important that people give their energy suppliers the opportunity to resolve the problem first, but if they are not happy with the response from their energy or water company, free assistance from EWOQ is readily available,” Mr Smith said.
ENDS

EOQ media contact: (07) 3087 9456 or marketing@ewoq.com.au  

Forbes Smith is available for interviews.

The 2010-11Annual Report is available to download from: http://www.ewoq.com.au/AboutEWOQ/Corporatedocuments/AnnualReports.aspx 
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