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Understanding 
energy

Supported by

Frequently asked questions 

What are pay on time discounts?

Some energy plans have pay on time discounts, 
which reduce the total cost of the bill when you 
pay your bill by the due date. Discounts do not 
always mean you will get the cheapest bill.  
Some of the cheapest energy plans do not  
have pay on time discounts – they just start  
with cheap energy prices.

Only choose energy plans with a pay on time 
discount if you think you’ll always be able to pay 
by the due date. If not, choose an energy plan 
that does not have discounts.  

How will I know if energy prices change?

Energy companies can only increase your energy 
prices once per year.  The energy company must 
tell you about any price changes, at least five 
days before they change your prices.  If you’re 
unhappy with the new prices, shop around for 
something cheaper.

Energy contract

Once you choose a company  
to buy your energy from, you 
enter into a contract to pay  
for the energy they provide  
to your home. 

The contract sets out:
	→ the prices you will pay  

for energy
	→ how long your contract is for
	→ whether you have to pay an 

exit fee to leave during the 
contract period 

	→ how often you will get your bill 
and how you can pay (direct 
debit, BPay, Post Office).

Energy bills

You can get monthly or 
quarterly bills for electricity 
and bimonthly bills for 
gas. There is important 
information on your bill.  
For tips on how to read your 
bill – see our Bill Reading 
Factsheet. Everyone 
worries about their energy 
bills from time to time. 
The Victorian Government 
has rules to help anyone 
struggling to pay their 
bills. For more information 
see our Payment Difficulty 
Factsheet.

End of contract

If you do not do anything 
at the end of your contract, 
you will automatically be 
put on the Victorian Default 
Offer – the government’s 
price for electricity or your 
companies best offer for 
gas. Alternatively, you can 
go on Victorian Energy 
Compare to see if there  
is an even cheaper  
energy plan for you.

compare.energy.vic.gov.au

I have connected to an 
energy company, what 
do I need to know?



If these sound difficult, ask for  
the Victorian Default Offer.

There are different 
companies that make, 
move and sell energy

Best offer

Government laws mean that your energy 
company must tell you if you could save 
money on another plan with your energy 
company. Look for a box on the front of your 
energy bill every three months that says  
‘could you save money on another plan’.  
If it says that you can save money, call your 
energy company and ask to be put on the  
Best Offer. This is the cheapest energy plan 
for your household with your energy company. 
Every energy company has an interpreter 
service. The telephone number can be  
found on your bill.

Victorian Energy Compare

Victorian Energy Compare is a government 
website that compares all energy plans  
across all energy companies. By answering  
a few questions on the website, it will find  
the energy plans that are the cheapest for 
your home. The website is in English only  
so you may need someone to help you.  
Just go to compare.energy.vic.gov.au

 Victorian Default Offer (VDO) 

If you don’t want to choose an energy plan, 
you can call your energy company and ask  
to be put on the Victorian Default Offer –  
the government’s price for electricity.  

This may not be the cheapest energy  
plan for your home but it’s a fair price  
for electricity set by the Victorian 
Government. This price is the same  
across all energy companies.

Each company has a range of different prices  
for providing energy to your home – these are 
called energy plans. You pay for every unit  
of energy you use plus a daily fee to bring 
energy to your home. 

It is important to choose the right energy  
plan and energy company, as the difference  
in costs between energy companies and 
energy plans can be hundreds of dollars.  
You have the right to choose the best  
energy plan for your home.

 Good to know 

	→ Your energy plan does not affect the quality and 
reliability of the energy you get – all households 
access the same electricity and gas.

	→ Every company has many different energy plans. 
You and your neighbour can be with the same 
company but pay different prices for energy if you 
are on a different energy plan. 

	→ Energy prices change over time, so you need to 
regularly check that you are on the right plan for 
your household.

	→ The Victorian Government has rules to make sure 
that your energy will stay connected even if your 
energy company stops operating. If this happens, 
your account will automatically be moved to 
another company.

 Good to know 

It is usually free to change energy 
companies and plans. At the most, you may 
have to pay $20 to change companies.

Government rules mean that:
	→ Your energy stays connected  

when changing company.
	→ Your new company will take care of  

moving your energy bill to them.
	→ You only pay for the energy you are 

using with one company at a time  
(you will not get double charged).

You have a right to 
choose the best  
energy plan for you

Generators

Make Move Sell

Distributors Retailers

Three options to 
find an energy 
plan for your home

Changing energy 
companies or 
energy plans

Changing energy plans is easy. It is not  
like mobile phone contracts - you do not  
have to pay out your contract. Just call  
the energy company you want to switch  
to and they will help you.

The quality and reliability of our energy 
depends on the companies who make 
and move energy. You cannot decide 
which companies make or move the 
energy to use.

You can choose which company  
to buy your energy from. In Victoria,  
there are over 20 energy retailers  
to choose from.



Is a cheaper energy plan  
available for your home?

In Victoria, energy 
companies must tell you 
if they have a cheaper 
energy plan for your home. 
If this part of your bill says 
you can save, you can  
trust this information. 

How much energy  
are you using?

This tells you on average, 
how many units of energy 
you are using every month 
compared to the same 
time last year. It tells you if 
the amount of energy you 
are using is changing.

Billing period

This is how often you will 
be sent a bill for the energy 
you have used. You can 
ask your energy company 
for monthly or quarterly 
electricity bills.

Account number

This is your account number 
with your energy company. 
Your energy company will 
ask for this anytime you 
speak with them.

Energy costs for this bill

This shows how much it 
cost to provide energy  
to your home in the  
billing period.

Money owed from 
previous bills

This shows how much you 
owe from previous bills.

Total amount owed

This is how much you owe 
from the previous bill plus 
the cost of energy for this 
billing period.

How to use your 
bills to take control.

How much is your bill?

Read our Cheaper Energy 
Plans Factsheet to find out 
how to get the cheapest plan  
for you.

For great tips on easy  
ways to save energy while 
staying comfortable, go to  
our Saving Energy Factsheet.

Reading your bill can be 
daunting and confusing.  
This bill explainer will show 
you which parts of the bill are 
most important so you can 
find the information you need 
and ignore the bits you don’t. 

See our Payment Difficulty 
Factsheet for information  
on your rights to get help  
to pay your energy bill.



Are you getting your 
concessions?

Energy concessions are 
important in making 
energy affordable and  
can save you hundreds  
of dollars a year.

Free interpreter service

All energy companies have 
a free interpreter service. 
If you need an interpreter, 
call the phone number 
shown on your bill and 
follow the prompts.

Go to our Concessions 
Factsheet to work  
out how to save money  
with concessions.

See our Understanding 
Energy Factsheet for our 
guide to how energy works 
in Victoria. We explain 
everything from choosing 
an energy company, energy 
contracts and pay on time 
discounts.
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If you’re having 
difficulties paying  
a bill, call your 
energy company

Payment 
difficulty

The fourth step to take back control of your  
energy bills is to get support to help pay your bill.  
You just need to call your energy company.

In Victoria, the government has rules to make  
sure energy companies help anyone who has  
difficulty paying their bill. You don’t need to  
have a concession card to get help!

Supported by

Good to know

	→ Payment plans are a great way  
to manage your costs. Rather than 
paying a bill in full, a payment plan 
allows you to make smaller, more 
regular payments. For example, 
paying every two weeks instead  
of paying your bill in full every 
month. For many people payment 
plans are far more manageable  
and much less stressful. There are 
no extra costs for paying with  
a payment plan.

	→ Centrepay If you get a Centrelink 
payment, you can set up an 
automatic payment plan called 
Centrepay. Centrepay is free and 
takes the stress out of needing 
to remember to make regular 
payments, by automatically paying 
an agreed amount to your energy 
company. You can start, change or 
stop using Centrepay whenever you 
like. Speak to your energy company 
about setting this up.



What help can I get?

Call your energy company.  
You have a right to:

	→ set up a payment plan that will pay  
off the amount you owe over a two  
year period

	→ advice from your energy company on 
how to save energy around your home

Find out if you can save more money  
on your energy bill by reading our  
Energy Concessions and Cheaper  
Energy Plans factsheets.

Call your energy company.  
You have a right to:

	→ set up a regular payment for an amount 
that you can afford

	→ put a hold on paying anything towards 
the amount you owe from previous bills

	→ advice on which of their energy plans 
will be cheapest for your home (see our 
Cheaper Energy Plans Factsheet to find 
out how to save with a cheaper plan)

	→ help from your energy company to 
access energy concessions and grants 
(see our Energy Concessions Factsheet)

	→ advice on how to save energy  
around your home

Call your energy company.  
You have a right to:

	→ set you up on a payment plan or extend 
the date you need to pay by.

You cannot get disconnected if you  
owe less than $300.

I can pay my next bill

I owe money from a previous bill

I can pay my next bill

I cannot afford to pay my next bill

I cannot afford to pay my next bill

I do not owe money from a previous bill

The rules make sure that you cannot get 
disconnected as long as you are speaking  
with your energy company and paying what  
you can afford to pay.

The rules in Victoria make sure that you  
cannot get disconnected if you:

	→ Owe less than $300 to your energy company.
	→ Are making regular payments on a payment 

plan. If you miss an occasional payment or are 
a bit late that’s ok, just make sure you phone 
your energy company to let them know.

	→ Have applied for a Utility Relief Grant.  
See our Energy Concessions Factsheet  
for more information about this grant.

If your energy company does not offer you any help 
when you need it, then phone the Energy and Water 
Ombudsman of Victoria. The Ombudsman is a free 
service and acts like a referee to resolve disputes  
with energy companies. Just phone 1800 500 509.  
Make sure you have your bill handy so you can give  
them your account details.
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Take the first step 
towards cheaper 
energy bills

Energy  
concessions

Government concessions are an important part of making essential services  
fairer and more affordable.  With energy concessions, the Victorian Government 
pays money to your energy company to make your bills cheaper – your energy 
company does not lose any money.

Energy concessions can save you hundreds of dollars every year. And so, getting 
all your energy concessions is your first step to reduce the cost of your energy bills.

In Victoria, there are lots of different energy concessions. The best way to  
make sure you are not missing out is to call your energy company and ask  
them to check that you are getting all your concessions.

If you cannot pay your energy bills, you may be able to get a Utility Relief Grant. 
With the Utility Relief Grant Scheme, you can get up to $650 for electricity and 
$650 for gas every two years to help pay unpaid bills. Call your energy company 
and ask about the Utility Relief Grant

The first step to taking control of your energy bill  
is getting all your energy concessions. Concessions 
are not just for cheaper medication and visits 
to the doctor.

If you have a Health Care Card, Pension Concession 
Card or Veteran Affairs Gold Card you also have  
the right to get cheaper electricity, gas and  
water bills.

Supported by



Here is what you need to do

Make sure you have:

	→ Recent electricity or gas bill
	→ Concession card

Need an interpreter?

Your energy bill must include contact details 
for a free interpreter service. If you need  
an interpreter, look for the phone number  
on your bill and follow the prompts.

Tell your energy company: 

“I have a concession card. Please can  
you check to make sure I am getting  
all my energy concessions” Check that your concessions appear on  

every bill (see our Bill Reading Factsheet). 
Concessions will appear as credits. If they  
do not appear, call you energy company.

Your circumstances can changes, so  
call your energy company every year to  
ask them to check that you are getting  
all your concessions.

Contact your energy company to update  
your concession details any time you: 

	→ Get a new concession card
	→ Change address

Don’t forget to provide your concession 
details when you change to a new company.

The energy company will ask you for your:

	→ Account number – you can  
find this on your energy bill  
(see our Bill Reading Factsheet).

	→ Name – the name on the bill must match 
the name of the concession card 
(see ‘Good to know’ below).

	→ Address
	→ Date of birth
	→ Information from your concession card:

	→ Type of concession card (Health Care 
Card, Pension Concession Card or 
Veteran Affairs Gold Card)

	→ Name on card
	→ Customer Reference Number (CRN)
	→ Expiry and start date of your 

concession card

The energy company will ask questions to 
work out what concessions you can get.  
For example, they might ask:

	→ Do you have a medical condition?

The energy company will ask for permission to 
contact the Department of Health and Human 
Services (DHHS) to check you are eligible for 
concessions.

If you are eligible, your concession will be 
automatically applied to your bill.

1	 Before you call

2	 When you call

3	 After your call

Good to know

	→ The name on the concession 
card you are using must match 
the name on the energy bill to 
claim your concessions. If it does 
not, ask your energy company to 
add the concession card holder’s  
name to your energy account.

	→ Energy concessions can 
sometimes drop off your 
bill. Check every bill for 
concessions. 

	→ Energy companies can back  
date your concessions up to  
12 months when you call them. 
Take control of your energy 
concessions, remember to call 
your energy company today.
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Get smarter with 
your energy use

Saving energy

Don’t worry about the small things

There is a plenty of advice available on saving energy but a lot of it talks about 
appliances that actually don’t use much energy. For example phone chargers, 
kettles, toasters and stoves are all really cheap to run. You do not need to worry 
about using them.

Focus on minimising the costs of the most expensive appliances – the things  
that heat and cool – your heater, air-conditioner and fridge.

The third step to taking control of your energy  
bill is saving money that you spend on using  
your appliances.

Here are some easy tips on how to reduce what  
you spend on energy while staying comfortable  
in your home.

Supported by



Heating and cooling

Heating tips

Cooling tips

Fridges

	→ Always turn the heating or cooling  
off if you are not in the room or leaving 
the house. Don’t pay for heating or air 
conditioning that you are not using.  
It is always cheaper to turn things  
off and then back on again when  
you get home.

	→ Close doors to areas of your home that 
you are not using. The smaller the space, 
the cheaper it will be to heat and cool. 
You’ll save and stay more comfortable  
by closing doors to keep the heating  
and cooling in this room.

	→ Close your curtains to help to keep  
the heat in during winter and the  
warm sun out in summer. 

	→ Try blocking up gaps around your doors 
and windows. This is easy to do and 
will make your house feel much more 
comfortable.

There are a few simple things you can do to 
reduce the amount you spend on heating and 
cooling your home. The good news is that you 
don’t have to be cold in winter or too hot in 
summer to save money.

	→ Set your air conditioner to 24 degrees  
to save money and stay comfortable.

	→ Use your fan if you have one, particularly 
overnight. You will be surprised at how 
much cheaper it is to cool your home.

	→ If you have outside blinds, put them down 
during summer to keep out the hot sun.

	→ If you have a second fridge or freezer that 
doesn’t have much in it, put these things 
into your main fridge and turn off your 
second fridge or freezer until you need  
it next. This simple step will help halve  
the costs of running your fridge

	→ Set your heater to 20 degrees.
	→ If you are only wearing a t-shirt at  

home, turn your heater temperature  
down or even off. Remember, putting  
on a jumper doesn’t cost anything.

	→ If you have a reverse cycle air conditioner 
(an air-conditioner that heats as well 
as cools), use it to heat. These use less 
energy than plug in heaters and can  
help you to reduce your costs. 

	→ Service your gas heater every 3 years  
if you have one. 

	→ Use electric blankets instead of turning 
your heating on overnight. Its around  
20 times cheaper than a heater.

Never use bottled gas  
inside your home

Gas stoves are very cheap to run and much 
cheaper than buying bottled gas. Never use 
bottled gas appliances inside your home as very 
dangerous Carbon Monoxide gases can build up.

For efficiency and safety, please maintain your 
appliances regularly by a certified technician.
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Could you save 
money on another 
plan?

Cheaper 
energy plans

So, are you missing out on getting cheaper energy prices?

To see if you can save, look at the front of your energy bill.  
See our Bill Reading Factsheet.

Energy companies must tell you on your bill if you could save money on a  
cheaper plan. This is called the “Best Offer”. This is a rule that the Victorian 
Government has to make energy companies tell you if they have a cheaper  
energy plan for your home.

If your bill says you can save, you can trust this information. Just call your  
energy company and ask them to put you on this ‘Best Offer’. This will make  
sure you are on the cheapest energy plan that your energy company has  
for your home. 

The second step to taking control of your energy  
bill is getting cheaper energy prices for your home. 
This isn’t as hard as you might think. 

Energy companies have lots of different plans,  
each with different prices for providing energy to  
your home. You can save hundreds of dollars by 
moving to a cheaper energy plan. The quality and 
reliability of energy does not change when you 
change energy plans or providers. 
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Here is what you need to do

Make sure you have:

	→ Recent electricity or gas bill
	→ Concession card

Need an interpreter?

Your energy bill must include contact 
information for a free interpreter service.  
If you need an interpreter, look for  
the phone number on your bill and  
follow the prompts.

Tell your energy company: 

“My bill says that I can save money with 
another energy plan. Please can you put  
me on this Best Offer.”

If you have a concession card, ask  
your energy company to check if you  
are getting all your energy concessions  
(see our Concessions Factsheet for 
information on how energy concessions  
can help you save)

The energy company will change your plan  
to the best offer while you are on the phone. 
You will then start to pay cheaper prices for 
the energy you get to your home.

It’s that easy!

1	 Before you call 2	 When you call

Good to know

	→ Energy plans are different from mobile  
phone plans. You DO NOT have to pay off  
the rest of your contract when you change  
to a cheaper plan. 

	→ When you change energy plan, the government 
has rules to make sure that your energy 
company can only increase your energy prices 
once per year – this helps to give you certainty 
about the prices you’ll be paying. 

	→ The energy company must tell you about  
any price changes, at least five days before 
they change your prices. 

	→ Make sure you keep checking your energy  
bill to see if you can save and look for the  
box that tells you if you could save money  
on another plan.

If this sounds a bit difficult…

	→ If you don’t want to choose an electricity 
plan, at the end of your contract you will 
automatically be put on to the Victorian 
Default Offer (VDO) – the government’s price 
for electricity. This may not be the cheapest 
energy plan for your home but it’s a fair price 
for electricity set by the Victorian Government. 

	→ The price of the VDO is the same price,  
no matter which company you buy your 
electricity from.

	→ Once you have the VDO, you will stay on it until 
you ask to move to a different energy plan. 

	→ The VDO is a good choice for people  
who do not want to ‘shop around’ to find 
cheaper electricity prices or talk to their  
energy company.
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Your path to 
cheaper energy


