
Title 
 
 

 
 

 

1. OVERVIEW 

1.1 Purpose 
We have a commitment to the well-being of our customers and this policy serves to establish 
support and access services for current or former Nectr customers who are victims of family 
violence or otherwise affected by it (referred to herein as 'affected customers').  

Family and domestic violence can be inflicted by various individuals, including partners, family 
members, caregivers, and housemates. Nectr recognises that family and domestic violence can 

affect anyone regardless of their location or community and actively encourages all affected 

customers to seek assistance in accordance with this policy, which is readily available on our 
website.  

It's important to note that this policy complies with the Family Violence Policy requirements 

outlined in Part 7 of the Energy Retail Code of Practice (ERCOP) and Part 3A of the National Energy 

Retail Rules. 

1.2 Scope 
This policy extends to all Nectr customers including current and former customers who have 

experienced family violence or are impacted by it (referred to as 'affected customers'). It was last 

reviewed in March 2025 and will undergo review at least once every two years thereafter. In the 

event of any discrepancies, this policy will hold precedence over any terms and conditions outlined 

in an affected customer's market retail terms and conditions. 

1.3 What is family violence? 
Family violence can be described using various terms and phrases, including: 

• Domestic abuse; 

• Spousal abuse; 

• Relationship violence; 

• Interpersonal violence; 

• Marital abuse; 

• Abusive behaviour within the family; and 

• Home-based violence. 

These terms may be used interchangeably to refer to patterns of abusive behaviour within family 

or close relationships. 

 

Family Violence involves actions by one person towards another, which can include various forms 

of abuse: 

• Physical or sexual abuse;  

• Emotional or psychological abuse;  

• Economic or financial abuse;  

• Threats and verbal abuse;  
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• Coercion or manipulation; 

• Property damage; and 

• Controlling or dominating behaviour that causes fear for the safety or wellbeing of the 

family member or others. 

It's important to note that Family Violence also extends to situations where a child is exposed to 

such behaviour. 

"Economically abusive" or "financially abusive" behaviour may occur when someone, like a partner, 

child, or other family member, manipulates decision-making or controls access to money or 

property without consent. 

 

2. TRAINING 
We're committed to ensuring that everyone who interacts with you or any affected customers receives 

proper training. This includes our employees, agents, contractors, and their managers. The training 

provided by Nectr will cover several important areas: 

• Identifying affected customers by understanding the signs and language which may 

indicate a person is an affected customer; 

• Recognising and communicating with affected customers; 

• Understanding the significance of ensuring the safety of affected customers; 

• Grasping the dynamics and repercussions of family violence; 

• Implementing our family violence policy effectively; 

• Ensuring affected individuals do not have to provide documentary evidence to 

implement our family violence policy; 

• Ensuring affected individuals don't have to repeatedly recount their experiences; 

• Engaging with affected customers in a supportive and effective manner; 

• Handling personal information with sensitivity; 

• Providing information on external family violence support services; and 

• Providing payment and debt support to suit your unique situation. 

 

3. CUSTOMER SAFETY AND SECURITY 
If there is anyone in immediate danger, please call 000. 

We take customer safety and privacy seriously. When we identify that you are an affected 

customer, we will make a record on your account to reflect this to ensure we can easily 

and reliably provide additional protection for you. We won't share any confidential details 

about you with anyone else, not even a joint account holder, without your explicit consent. 

Your details will only be provided to a third party with your consent or in situations where 

we are compelled to disclose your information by law. We will explain these circumstances 

on your first contact with us to discuss your situation. 

When we say, "confidential information," we mean anything that could identify or locate 

you, such as your whereabouts, contact details, financial situation, or personal 

circumstances. 

To ensure we communicate with you in the way you prefer, we'll: 



• Ask you on your first contact with us the preferred method of communication that is 

safe for you; 

• Provide alternative communication options which may include phone, SMS or email if 

your preferred method isn't feasible;  

• Make a record of your preferred method of communication; and 

• Offer to add a password to your account for added security. 

You can find our detailed privacy policy on our website, which outlines how we handle 

your information. 

 

At Nectr, we've developed a secure process to protect your privacy depending on your unique 

situation, especially if you've been affected by family violence. This includes: 

• Easily identifying your situation if you've been identified as an affected customer;  

• Offering to add a password to your account to increase your account security; 

• Ensuring we don’t tell anyone what we discuss; 

• Ensuring we don’t ask you to repeat details of your circumstances; 

• Ensuring we ask you if any secondary account holders should be removed from the account or 

if you are the secondary account holder asking if you would like your details to be removed 

from an account; 

• Ensuring ongoing and effective communication with you; 

• Keeping a record of any agreements we make regarding your ongoing support and 

engagement; and 

• Ensuring we adhere to strict internal IT and data security policies. 

 

4. PAYMENTS AND DEBT MANAGEMENT 
We recognise that family violence is a likely cause of payment difficulty and hardship and 

will aim to assist you as early as possible if you are having trouble paying your bills. We 

will always take your circumstances into account and can provide you with several 

different payment options and temporary assistance which may include:  

• Due date extensions; 

• Payment plans;  

• Centrepay; 

• Not applying late payment fees; and 

• Not disconnecting your energy if you have debt, other than in accordance with the 

energy laws and regulations. 

 

If you are having longer term payment difficulties, you can access additional information 

on how we can help via our assistance page on our website and learn about how to enter 

our hardship program at nectr_hardship_policy.pdf.  

Before we take any steps to recover overdue payments or limit your electricity supply, we'll carefully 

consider a few things: 

• How our actions might affect you, given your circumstances;  

https://nectr.com.au/terms_contracts/nectr_hardship_policy.pdf


• Whether other individuals might be jointly responsible for the energy usage leading 

to the debt or arrears. 

 

5. EXTERNAL SUPPORT 
We'll make sure to give you details about family violence support services in a way that's safe, 

respectful, and suits your situation. Nectr understands the importance of connecting you with the 

right help when you need it most. 

On our website, you'll find a list of specialist organisations that offer support to those experiencing 

family violence. Here are some of the services included: 

 

Police/Emergency Response 

If there is an immediate threat to a person’s safety 

Phone: 000 

 

1800 RESPECT 

A national family violence and sexual assault counselling service is available 24 hours a 

day, 7 days a week. 

Phone: 1800737732 

Website: https://1800respect.org.au/ 

 

Lifeline 

Provides personal crisis support services to all, including to those affected by family 

violence. 

Phone: 131114 

Website: https://www.lifeline.org.au/ 

 

MensLine Australia 

A national telephone and online support, information and referral service for men with 

family and relationship difficulties. 

Phone: 1300789978 

Website: mensline.org.au 

 

6. CONTACT US 
If you have any questions or wish to discuss this policy, please contact a member of our 

Customer Care team. 

Nectr Customer Care can be contacted in any of the following ways:  

• Email: hello@nectr.com.au  

• Phone:1300111211  

• Mail: PO Box 1957, North Sydney, NSW 2059. 

 

7. COMPLAINTS 
We aim to provide excellent customer service. The success of our business depends on 

our customers having a positive experience. 

We welcome complaints, as we see them as an opportunity to learn and improve. If you 

do lodge a complaint, you can expect a quick and comprehensive response. 

https://1800respect.org.au/
https://www.lifeline.org.au/
http://mensline.org.au/
mailto:hello@nectr.com.au


All our customers have the right to contact the relevant energy ombudsman in their state 

at any time for independent advice and assistance. The contact details for the relevant 

ombudsman in the states we operate in are provided below: 

 

Energy & Water Ombudsman NSW  

Free post: Reply Paid 86550, Sydney South NSW 1234  

Free call: 1800 246 545  

Free fax: 1800 812 291  

Email: complaints@ewon.com.au  

Online: www.ewon.com.au/complaints  

 

Energy & Water Ombudsman QLD  

By Post: PO Box 3640, South Brisbane BC QLD 4101  

Free call: 1800 662 837  

Fax: (07) 3087 9477  

Email: complaints@ewoq.com.au  

Online: www.ewoq.com.au/complaints/submit-a-complaint  

 

Energy and Water Ombudsman SA  

By Post: GPO Box 2947, Adelaide SA 5001  

Free call: 1800 665 565  

Online: www.ewosa.com.au/submit-a-complaint  

 

ACT Civil & Administrative Tribunal (ACAT)  

By Post: GPO Box 370, Canberra ACT 2601  

Free call: (02) 6207 1740  

Fax: (02) 6205 4855  

Email: acatenergyandwater@act.gov.au  

 

Energy and Water Ombudsman VIC  

By Post: Reply Paid 469, Melbourne VIC 8060  

Free call: 1800 500 509  

Fax: 1800 500 549  

Email: ewovinfo@ewov.com.au  

Online: https://www.ewov.com.au/start-a-complaint  

 

mailto:complaints@ewon.com.au
http://www.ewon.com.au/complaints
mailto:complaints@ewoq.com.au
http://www.ewoq.com.au/complaints/submit-a-complaint
http://www.ewosa.com.au/submit-a-complaint
mailto:acatenergyandwater@act.gov.au
mailto:ewovinfo@ewov.com.au
https://www.ewov.com.au/start-a-complaint


8. INTERPRETER SERVICES 
We understand the importance of effective communication, which is why we offer 

interpreter services to ensure that language barriers don't hinder our ability to assist you. 

Our interpreter services enable clear and accurate communication between our staff and 

customers who speak languages other than English. When discussing important matters 

related to your account, we aim to ensure that all our customers receive the support they 

need, our skilled interpreters are here to help bridge the language gap.  

 

Interpreter 

For help using an interpreter visit TIS  

Phone: 131 450  

 

National Relay Service 

For help using an interpreter visit NRS 

Phone: 133 677  

 

9. RELATED POLICIES 
• Hardship Policy 

• Victorian Hardship Policy 


