ENERGY AND WATER

What happens when your complaint is escalated?
Our complaint progression process et L st

EWOV

The energy or water company

You or the energy or water
company do not accept the Fair
and Reasonable Assessment

You - the consumer

We consider why you don't
agree with the assessment and may
ask for further information

We determine if the
explanation meets our criteria for Criteria for further consideration
further consideration Is there error or omission in the Fair and
Reasonable Assessment or in the
investigation? Or is there new information
We tell you relevant to the complaint?
and the energy or
water company your
complaint will be closed with
the findings in the Fair
and Reasonable
Assessment.

We tell
you and the energy or
water company that we will
continue to investigate your
complaint
(we may ask for further
information ) Note: At the Recommendation stage the
complaint may close by conciliation or a

. written Recommendation report.
Recommendation

We consider the additional
information and issue a
Recommendation

You and the energy/water company @
accept the Recommendation
You or the energy/water company
do not accept the Recommendation

Criteria for further consideration
Is there error or omission in the
Recommendation or in the investigation?
We ask you or the energy Or is there new information relevant to the
or water company to tell us why complaint? Does EWOV consider a final
you don't agree with the decision is required?
Recommendation

If you accept the Ombudsman'’s final decision,
We determine if the the energy or water company must comply
explanation meets our criteria for with the decision.
further consideration If you don't accept the Ombudsman's final
decision, the decision is the final step in this
process and the complaint will be closed.

We tell you and the Final decision

energy or water company your

complaint will be closed with the The Ombudsman reviews your
findings in the complaint and makes a final

Recommendation decision



