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About this booklet

This booklet is frommn Momentum Energy.

This booklet is written in a way that is easy

to understand.

You can read more information about this
topic on our website at

momentum.com.au/payment-

assistance-policy

We add a star before and after *hard words*.

Then we explain what the words mean.

You can ask someone to help you read

and understand this booklet.

Contact information is at the end of

this booklet.
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Energy is important

E *Energy* is an important service.

When we say energy, we mean gas

and electricity.

Access to energy helps people to be part of

their community.

We want everyone to access energy services.

We understand that you might need help to
pay your energy bills.

We help you to pay for your energy in a way
that works for you.

For example

o *flexible payments*
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e *payment plans*

e other support services.
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Flexible payments means you can pay your

energy bills in different ways.

— Payment plans help you manage your
lﬁ[: energy bills.

P le=] | :

I ] For example, you might choose to pay

smaller amounts each month.

Our goals

We will

e help you manage your energy use

help you manage your energy bills

h e give you extra help if you need it

e be fair

M e treat you with respect.
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How can we help?

We have a program called
Keeping Momentum for customers who

need help to pay their energy bills.

If you need help to pay your energy bills,

you can call us.

We will ask you some questions and find a

good way for you to pay your bills.

You can allow someone you trust to help you.
For example, we can talk to a family member

or support worker.

When you are in the Keeping Momentum
program you will only need to talk to staff in

the Keeping Momentum team.
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What you must do

% = There are things you can do to manage your
energy use and payments.
If you want to be part of the
— Keeping Momentum program, you must
le={] |
1] e agree to make a payment plan
He2l |ﬁ[_

e follow the plan and pay your bills on time

e tell usif things change
— for example, if you do not need help to

pay your bills any more

e |et us check the energy use at your home

e work with other groups if needed

e try new ideas to lower your energy costs.
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@ If you follow the program

—

e your energy services will not be cut off

e you will not be contacted by

*debt collectors*.

Debt collectors are people who ask you to

pay your bills.

We can help in different ways
Help to keep paying your bills

If you need help to keep paying your energy

bills on time, we can

e organise set payment amounts for a

certain time

— for example, 1 year
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e set up a payment plan
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@ %06 e give you more time to pay a bill.
[
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Help if you have missed a payment
If you have missed a payment, we can

e organise for you to pay the money in

small amounts over 2 years

e help you find different ways to pay

the money

e help you find ways to lower your energy costs

e tell you about other services that might help

— for example, Centrepay.

Help if you are living with family violence

Family violence is not ok.

We can help.

Visit

momentumenerqy.oom.au/FVsupport
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Help if you find it hard to pay your bills

If you find it hard to pay your bills, we can

make some changes for 6 months.

For example, we can

e put your payments on hold
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H ° *@ e charge you less while you find ways to
&= lower your energy costs.

@ You can ask us to explain the amount you

will need to pay in the future.
If you miss payments, we will work with you
to make a good plan.

We will clearly explain the plan to you.

We might be able to

e check your home and give you ideas

about how to lower your energy costs

e help you for more than 6 months.
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How we communicate with you
We write clear information so you know when
to pay your bills and how to pay your bills.

It is good to contact us early if you find it
hard to pay your energy bills.

We can make a good plan together.

If you do not pay a bill, we will contact you to
see if we can help.

Your privacy

We follow the laws and rules about privacy.
You can read our privacy policy.

Visit

momentumenergy.com.au/privacy-policy
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ENERGY AND WATER
OMBUDSMAN

Victoria Listen Assist Resolve
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How to make a complaint

We follow the laws and rules about

managing *complaints*.

A complaint is when a person is not happy

and they tell someone about it.

We try to fix the problem as soon as we hear

about it.

If you are not happy with how we manage

your complaint, you can email us.

Email iInNfo@mMomentum.com.au

If you are still not happy, you can contact the

Energy and Water Ombudsman or EWOV.
Call 1800 500 509

Email ewovinfo@ewov.com.au
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More information

For more information, contact

Momentum Energy.

Website

momentum.com.au/payment-

assistance-policy

Call 1800 627 228

Email info@MmMomentum.com.au

National Relay Service

If you need help to hear or speak, contact
the National Relay Service.

Call 1300 bbb 727

Welbsite

communications.gov.au/accesshub/nrs

TTY
Speak and Read, Type and Read and

Type and Listen Service.
Call 13 36 77
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http://communications.gov.au/accesshub/nrs
tel: 13 36 77

Language Help

For languages other than English

Call 1800 497 170
Monday to Friday

from 8 amto 7 pm.
Arabic
1800497 170 & e Juai¥l sy dalll b saelise e saall
Persian

1800497 170 s bed b lakal « S sla (s 40 S il 0 5l
JJ_)AS\.i u.nLA.\

Simplified Chinese

NS PBh, 1EEH 1800 497 170

Traditional Chinese
TabE T EAE B, FEECE 1800 497 170

Viethamese

Pé dugc gilp dd vé ngdn nglt, vui long goi s6 1800 497 170




Easy Read Australia created this Easy Read document in March 2023
using Picture Communication Symbols (PCS). PCS and Boardmaker are
trademarks of Tobii Dynavox LLC. All rights reserved. Used with permission.
You must ask for permission to use the images in this document.

For more information, please visit easyreadaust.com.au
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