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Schedule A: Discover Energy Hardship Policy Summary

NB: This document will be published on the Discover Energy website and sent to customers
on request and along with HPO1. It is infended as a short guide to the rights and obligations
of customers under the Hardship Program.

An Introduction to Discover Energy’s Hardship Program

Discover Energy operates a hardship program to support our customers through difficult
times. Our hardship program is designed to assist customers who have the intention, but not
the capacity, to pay energy bills. The entry criteria, benefits and program features are
summarized in this document.

1. Why we have the Hardship Program

The Hardship Program is a positive alternative to the standard collection process and is
designed to assist customers experiencing hardship. We have a dedicated hardship team
who will ensure customers are assisted in managing their accounts.

2. Eligibility criteria

To enter and remain on the Hardship Program, customers must meet the following three
criteria:

e Have a current residential customer account
e Being experiencing financial hardship

If customers are unsure whether they meet the above criteria, they should call our staff for
assistance in understanding eligibility.

3. Benefits and Features of the Program
The benefits of the program include:

o Flexible payment arrangements considering customer debt, consumption needs for
the next 12 months and capacity to pay;

e Assistance and advice in managing accounts and energy consumption;
Assistance in applying for and advice on government funded concessions and
rebates;

¢ Free energy audits;
Guaranteed non-disconnection of customer electricity accounts; and

¢ Review of the appropriateness of market contracts at no cost.

4. Contact Us

If customers have questions about this notice or would like to participate in the Hardship
Program, they should contact our helpful and friendly Hardship Team on 1300 946 898. The
Hardship Team is available between the hours of 8:30 a.m. and 5:00 p.m., Monday to Friday.

Interpreter Service

Should you need an interpreter service we will provide access to an interpreter service for
you or alternatively, we will arrange an interpreter when we contact you to provide
assistance.
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Chinese

EMRFEOZFS, FHE 131 450 BHEENEMOZERFE (TIS National), ZXk{hff2(E 1300
946 898 Hii#& Discover Energy, H{M#II #EEfERZ Mon-Fri 9:00am-5:00pm,

Greek

Av xpelaleoTe dlepunveéa, TTAPAKAAEIOTE va THAEQWVACETE OTNnV YTINpeoia Metd@paong Kai
Aiepunveiag (EBvikA YTnpeoia TIS) oto 131 450 kai {ntAoTE va TnAgpwvricouv Discover
Energy o1o 1300 946 898. O1 wpeg Asitoupyiag pag givar Mon-Fri 9:00am to 5:00pm.

Spanish

Si necesita intérprete, llame al Servicio de Traduccién e Interpretacion - Translating and
Interpreting Service (TIS National) al 131 450 y pidales que llamen a Discover Energy al
1300 946 898 Nuestro horario de atencién es Mon-Fri 9:00am to 5:00pm.

Vietnamese

Néu can thong ngon vién, xin quy vi goi cho Dich Vu Théng Phién Dich (TIS Toan Quoc) qua
s0 131 450 va nho ho goi cho Discover Energy qua s6 1300 946 898. Gi¢ lam viéc cla
chung téi la Mon-Fri 9:00am to 5:00pm.

Arabic

13) a5 dalay ) can e el 1) JlatVl deads dea il 4dadl) 4gasll o (TIS National) e 28 1131 450¢ alkall
agie JuaiV) oSS 50 Discover Energyle #8,11300 946 898<idsi ke aMon-Fri, 9:00am to
5:00pm
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