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The package extends our support to the community through the 
broadening of some of our current measures as contained in our current 
hardship policy and also outlines a number of new pilot support programs.   

These pilot support programs have been agreed with the Victorian State 
Government under a 2-year program.  As a number of these programs are 
of a 2-year duration, they will be reviewed regularly over this period for 
their effectiveness in assisting customers in hardship. It will also be 
necessary to review at the end of the 2-year period, whether these 
programs are able to continue based on the effectiveness of the pilot 
programs in assisting customers in financial hardship better manage their 
energy needs and costs.  This document will be amended from time to 
time, where we modify or update our hardship initiatives based on our 
customer experiences.  
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2 OVERVIEW    

The hardship program remains a central element of the TRUenergy’s 
payment assistance and credit management process.   

TRUenergy offers customers an environment to talk about any financial 
difficulty they may be experiencing.  We also utilise a range of triggers for 
the early detection of customers who may be experiencing financial 
hardship.

Consultants at TRUenergy’s front line, the Customer Interaction Centre 
(CIC) receive training in managing customers experiencing financial 
difficulties and are familiarised with the range of TRUenergy, government 
and community assistance programs available.  CIC staff are trained to 
identify customers in hardship, the type of hardship (short term or long 
term) and either offer the customer to the most appropriate measure to 
assist them or in more complicated situations refer the customer to 
TRUenergy’s Customer Welfare team for more detailed assessment and 
possible case management. 

TRUenergy’s Customer Welfare team has been established within 
TRUenergy’s credit management area.  The Customer Welfare team works 
with customers and their advocates to arrange a suitable payment plan, 
while identifying ways a customer may be able to save on their energy 
bills.  At the core of our approach is respect for our customers, working in 
partnership to help reduce the pressure of energy costs on their 
household budgets and ultimately, help transition the customer back to 
our standard billing processes.  

The Customer Welfare Team receives referrals from other customer 
contact areas within TRUenergy that may come into contact with 
customers experiencing severe financial hardship and who may benefit 
from ongoing case management assistance.  External community agencies 
also refer customers to our specialist hardship team.  Often the Customer 
Welfare team will work with community agencies to assist a customer in 
financial hardship. 

TRUenergy utilise a range of options to assist customers in financial 
hardship, including: 

• A Customer Welfare team that provides individual case 
management and monitoring of all hardship program customers 
and payments 

• Capacity to Pay assessments 
• Flexible instalment plans 
• Energy bill smoothing through our Dual Fuel product 
• Energy efficiency advice and in-home audits 
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