What happens when your complaint is investigated?

ENERGY AND WATER
OMBUDSMAN

Our investigation process

EWOV

The energy or water company

We review the complaint

You - the consumer

Confirmation call

Note:
We call to confirm the details Our investigator will call you and the energy or
of the complaint water company separately to clarify the issues

in dispute, the information we need, our
jurisdiction and our process.
Issues

summary

We write to you and the energy
or water company to Note:

summarise the details of The Issues Summary will include details

the complaint discussed in the confirmation call, summarise
the issues in dispute, the information we need,
our jurisdiction and our process.

If required, you and the
energy or water company give
us additional information

Note:

Conciliation is optional, it will be
used where appropriate at the

We review all the available discretion of the investigator.

information

Conciliation

We communicate with you
and the energy or water company
to try to resolve the
complaint

You and the energy/
water company agree
to a resolution

You or the energy/water company
do not agree to a resolution

We issue a Fair and

Note:
Reasonable Assessment

Note: You will need to explain why
you do not agree and provide
supporting information.

You and the energy/
water company accept
the assessment

You or the energy/water company
do not accept the assessment

Refer to our complaint

progression process



