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Financial Hardship Policy
Our staff operate under our Financial Hardship Policy
and an industry Code of Practice. Our policy is to
ensure that customers identified as experiencing
financial hardship are treated fairly and are protected
from our debt recovery actions, whilst they are making
every effort to resolve their account and communicate
with us. Our policy encourages our staff to negotiate
solutions that customers experiencing financial
hardship can reasonably afford to pay.

If you are experiencing financial difficulty, please
contact us immediately. By notifying us early, you will
have access to a greater range of alternatives and our
customer service staff will work with you to develop
an appropriate payment solution.

Please contact South East Water on 131 851 for 
more information.

Financial Assistance Team
We have a specialised Financial Assistance team who
have extensive training to ensure that customers
experiencing financial hardship are given the support
they need and are treated with respect and sensitivity.
Our Financial Assistance team also work closely with
the team at Good Shepherd Youth & Family Service, 
to assist our customers in accessing any support
available to them.

Conserve water and save money
South East Water can offer free advice to help you
achieve a more water efficient home and garden,
which may also translate into real savings on your
water account. To find out more contact us today on
131 851 or visit us at www.southeastwater.com.au
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For all other languages, please call 9209 0129.

Interpreter service



Utility Relief Grant Scheme
Provides a once-off payment from the Department of
Human Services for customers experiencing temporary
financial crisis.*

Financial Counselling
South East Water and Good Shepherd Youth & Family
Service have established a partnership to provide free
financial counselling assistance to customers who may
be experiencing financial hardship. Financial counsellors
can offer support, advice and assistance on debt
management and other issues that you may wish to
discuss confidentially.

For further information please contact South East Water
on 131 851, or alternatively, contact Good Shepherd
directly on 1800 999 712. South East Water also offers
an interpreter service on (03) 9209 0129.

South East Water Hardship Relief Fund
For customers experiencing extreme financial hardship
and who are eligible for a State Government Concession,
South East Water can provide additional financial
assistance in the form of a once-off Hardship Relief
Grant, free minor plumbing repairs or a water
conservation assessment.*

* Specific terms of eligibility apply

The following is a list of options available to help
you with your water account. Please contact South
East Water’s customer service staff on 131 851 to
discuss a solution.

South East Water recognises that some of our
customers may be unable to pay their water 
and sewerage account, due to financial
circumstances, which could include:

• Low-income

• An unexpected reduction in income

• A large unexpected expense on an 
essential item

• Unemployment 

• Illness

• Relationship breakdown

• Drug or gambling addiction

• Domestic violence

If you are experiencing financial difficulties,
South East Water can help by providing a
range of payment options to ease the 
financial burden and keep you connected to
our vital services.

Concessions
Customers who receive income support from the
Commonwealth Government may be eligible for a
concession on their water and sewerage charges.

Payment extension
Payment extensions can be granted for a period of 
14 days past the due date. Payment extensions can
also be granted for longer periods depending on
individual circumstances.

Instalment plans
Instalment plans can be negotiated to assist
customers experiencing financial difficulties, allowing
customers to pay their account with regular affordable
instalments.

Direct Debit
Setting up a direct debit from your bank account allows
you to conveniently pay your accounts in full or in
affordable instalments.

Centrepay
Centrepay is a free, direct bill paying service offered to
customers receiving benefits from Centrelink. This
service allows you to have regular payments for your
water account deducted directly from your benefits.


