
Extract from Hansard 
[COUNCIL - Wednesday, 21 April 2010] 

 p1744a-1744a 
Hon Kate Doust; Hon Peter Collier 

 [1] 

SYNERGY BILLING SYSTEM — REBATES 

143. Hon KATE DOUST to the Minister for Energy: 

I refer to Synergy’s new billing system. 

(1) Is the minister aware that in some instances the new billing system has not correctly applied rebates 
available to holders of a Seniors Card, Health Care Card, Pensioner Concession Card or Veterans’ 
Affairs Gold Card, including additional rebates for eligible customers with dependent children? 

(2) If so, what is the cause of this problem, when will it be fixed, and how many customers have been 
affected? 

(3) What has the minister done to correct this problem, and what advice does he have for struggling 
families and pensioners who need these rebates to deal with his government’s tariff hikes? 

Hon PETER COLLIER replied: 

I thank the honourable member for some notice of the question. 

(1)–(2) I am aware of issues affecting some accounts whereby rebates have not been applied correctly. This has 
occurred when customers reside in premises that have sub-meters, and for such customers Synergy will 
ensure the rebates are backdated. Synergy has been actively seeking to resolve these issues, and expects 
to have a permanent solution implemented as soon as possible. There are also instances in which rebates 
have been removed as a result of data matching undertaken by Centrelink. This is not caused by 
Synergy’s billing system, and customers should contact Centrelink to ensure their concession 
information is up to date. To provide a specific number of customers affected would require undue 
resources. 

(3) I have sought regular updates from Synergy on the progress of the resolution of this and other issues 
associated with the implementation of its billing system. With respect to this specific issue, Synergy 
will backdate any applicable rebates or concessions, and is providing customers timely payment 
arrangements. In addition, the government has increased funding for rebates, the Hardship Utility Grant 
Scheme and the Hardship Efficiency Program. Any families or pensioners struggling to pay their 
electricity bills should contact Synergy as soon as possible to discuss any assistance available and 
suitable payment arrangements. 

 


