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1. Should we make changes to the code of practice to strengthen family violence 

protections? If so, what should change? 

Barwon Community Legal Service (BCLS) provides free legal assistance to people living within the 

Barwon region of Victoria. Our region extends west from the City of Greater Geelong to the 

Bellarine Peninsula, Surf Coast and rural communities in the Colac-Otway Shire. In 2024-2025 

approximately 60% of our clients experienced family violence. Our service includes an embedded 

financial counsellor through the Safe at Home Program, an early intervention model that aims to 

keep women and children safe in their own homes and prevent homelessness, including a focus 

on addressing financial control and coercive control.     

 

1. Reform Focus: Improving compliance with family violence policies 

 

Our feedback: How will this be monitored, and what additional training will staff be provided to 

ensure it is the same level of service at each interaction? 

 

2. Reform focus: Consulting with family violence organisations when developing or reviewing family 

violence policies. 

 

Our recommendation: Retailers must develop policy with guidance from specialist DFV services 

and align with state and federal legislation. 

 

3. Reform focus: Changes to the frequency of staff training. 

 

Our feedback: Training should not just be cookie cutter year after year. It should update and reflect 

changes that are occurring regularly in the DFV space. With a strong focus on financial control and 

coercive control as they are often the cases of abuse that are missed. Staff should be trained to 

spot when financial abuse has occurred as often the AFM doesn’t realise it has happened 

 

4. Reform Focus: Involving consumer representatives in the development or delivery of staff 
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training on family violence. 

 

Our feedback: Much like the handling of policy changes any training created for staff should involve 

the input of a specialist DFV service. 

 

5. Reform Focus: Not requesting documentary evidence from an affected customer as a 

precondition to receiving family violence protections 

 

Our feedback: The customer shouldn’t have to explain in detail the level of DFV that has been 

experienced either. Customers experience should be accepted on face value. 

 

6. Reform Focus: Not selling or referring the debt of an affected customers to a third party. 

 

Our feedback: If debt is at the stage of needing to be referred to external debt collection every 

attempt should be made to engage with the customer to see financial counselling and other 

supports and the debts remain on hold while this is occurring. 

 

7. Reform Focus: Disconnection 

 

If DFV has been disclosed the provider should not be allowed to cancel the customers service. 

 

National consistency- The same family violence protections should apply Australia wide to give all 

AFM’s equal and fair treatment. 



 

 
3 

2. What family violence obligations should apply to exempt persons operating 

embedded networks? Are there particular complexities we should take into account 

when considering new obligations in this context? 

 3. Are changes required to support cultural safety for First Nations customers? If so, 

what are these changes? 

4. What measures could retailers take to support self-identification in a culturally safe 

way?  

5. What should we consider in relation to the handling of data and information about 

First Nations customers?  

6. What should we take into account when considering extending the protections of 

the code of practice to secondary meters? 

 7. Should retailers be required to give customers information about gas disconnection 

or abolishment? If so, what information should they need to provide? 

8. Are there other changes we should consider to support customers who have 

disconnected from gas or closed their gas accounts? 

9. Should retailers be required to collect information from a secondary contact person 

(and potentially additional members of a household)?  

10. Should retailers be required to improve the quality of the customer contact data 

they hold? If so, how? 

11. In your view, is there sufficient clarity in the code of practice about which 

minimum standards of assistance apply to customers with closed accounts? 

12. What considerations should we take into account if we were to clarify protections 

that apply to customers with closed accounts? 

13. What matters should we take into account when considering removing the 

requirement to publish variations to standing offer prices in newspapers (relying on 

online publication only)? 

 14. Do you agree with our assessment of the provisions related to complaint handling 

and dispute resolution that should be made more consistent? 

 15. Do you have any views on the aggregation of multi-site business customers for the 

purpose of disapplying protections in our code of practice? 
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16. What opportunities are there to provide the same protections for embedded 

network customers as for other customers? 

17. Do you see any opportunities for reducing costs and regulatory burden when we 

consider potential reforms to the code of practice? 


