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Introduction 

Acknowledgements 
This submission was written on the lands of the Wurundjeri people of the Kulin Nation. We work in  
solidarity with Aboriginal and Torres Strait Islander people as Australia’s First Peoples and as the  
traditional owners and custodians of the lands and waters on which we all live and work. We  
recognise the continuing sovereignty of Aboriginal and Torres Strait Islander peoples over their lands  
and waters and their inalienable right to self-determination. We offer our respect to all Elders past  
and present.  
 
We would like to thank the Uniting consumers and carers with whom we work every day and those  
who shared their lived and living experiences with honesty, courage and integrity.  

Our experience 
Uniting Vic.Tas (Uniting) is the principal community services organisation of the Uniting Church in  
Victoria and Tasmania. We are more than 3,500 employees and 1,500 volunteers delivering over 650  
programs and services across the full spectrum of community services, intervening early to help  
people avoid crisis, as well as supporting those who live life at the margins. Uniting also undertakes  
research into community needs and advocates for social change to build more just and inclusive  
communities. We celebrate diversity and value the lived experience of people of every faith, ethnicity,  
age, disability, culture, language, gender identity, sex, and sexual orientation. 
 
We work alongside individuals and families that often present with complex health and social needs.  
Some have few immediate or extended family supports, limited material resources, are unable to  
access safe, secure, and affordable housing, are socially isolated and have intergenerational histories  
of childhood abuse and neglect, family violence, substance use and mental health concerns. 
 
Specific to this review and underpinning our expertise at Uniting and our services with corporate and 
government clients, we walk alongside families to help overcome issues and ensure a safe and stable 
home. 
 
We provide: 

- Support to children, young people and families in domestic violence situations 
o This includes addressing behaviour that is: 

 Physically, verbally or sexually abusive 
 Emotionally, spiritually or psychologically abusive 
 Economically abusive 
 Threatening, coercive, or seeks to control or dominate the other person. 

o We provide counselling and group programs: 
 One-on-one counselling for adults, young people and children 
 Group programs for adults such as men’s behaviour change programs, young 

people and children 
 Referral pathways for adolescents. 

- Support to parents to develop the skills they need to raise children with love and resilience 
- Counselling, mentoring and life skills development for children and young people experiencing 

personal or family challenges 

Our family violence responses via counselling, therapeutic work, case management and men’s 
behaviour change align with the MARAM Framework. 
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Strengthening family violence protections 

 
Uniting Vic Tas (Uniting) advocates for a zero-tolerance approach to family violence.  
 
Based on this approach and aligned with our experience and expertise in family violence as outlined 
in the introduction, Uniting is providing a submission to the ESC’s Consultation Paper - Strengthening 
Protections for Energy Consumers in Victoria. At this time, Uniting will be limiting its engagement to 
the “Strengthening family violence protections” section.  
 
Uniting supports the initiatives by the ESC following the Victorian Royal Commission into Family 
Violence in 2015 and ongoing reforms that continue to improve the safety and experience of Victorian 
consumers.  
 
Uniting acknowledges that the ESC, in line with its Getting to Fair: Advancing Equity strategy, is 
responding to people with a lived experience of family violence who believe the industry needs to 
have a greater focus on safety, empathy and fairness. Uniting has conducted several focus groups 
with people with a lived experience, on behalf of clients across different sectors, including the ESC, 
and our comments and recommendations take into account the findings from these focus groups.  
In addition, Uniting engages with clients across these sectors to provide training and consultancy 
related to family violence. This includes conducting lived experience focus groups, development and 
reviews of client family violence policies, processes and training materials; and training of staff to 
better recognise and respond to people experiencing and/or using family violence. 
 
Q1. Should we make changes to the code of practice to strengthen family violence protections? If so, 
what should change?  
 
Uniting supports the move to strengthen family violence protections in the Energy Retail Code of 
Practice (ERCOP). We have provided a summary of recommendations that seek to support the areas 
that the ESC has identified for potential reforms including: 

- family violence policies 
- training  
- communication  
- account security  
- evidence  
- debt collection  
- disconnection. 

 
Recommendation 1: Drive compliance with family violence policies and update 
expectations of policies to promote zero tolerance of family violence and weaponisation of 
an organisation’s products, services and systems. 
  
Uniting agrees the ERCOP should obligate energy providers to comply with their family violence policy 
in line with Rule 76A(c) of the National Energy Retail Rules (NERR). The reforms of the past decade 
have moved to improve awareness and understanding of the barriers and experience of family 
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violence victim/survivors and has introduced significant changes. We support this as a key focus of 
compliance activities to drive continuous improvement. 
 
In its open letter to the energy sector dated 22 May 2025, the Australian Energy Regulator (AER) 
highlighted “the energy sector as the least mature in our collective response to domestic and financial 
abuse, compared to others studied to date (water, banking and general insurance)”, and called on 
the sector to do more. This call to action provides an opportunity for the ESC to lead the Victorian 
energy sector towards better practice through strengthening compliance and minimising harm for 
victim-survivors.  
  
To realise this opportunity, Uniting believes the ESC should obligate energy providers to promote zero 
tolerance of family violence and weaponisation of an organisation’s products, services and systems 
via its family violence policies. This would uplift the experience and safety of victim/survivors further 
and ensure a widening focus on the persons using violence and should acknowledge the gendered 
nature of family violence.  

Recommendation 2: Energy providers must consult with organisations with expertise in 
family violence when developing or reviewing family violence policies. 
 
Uniting supports the ESC’s proposed reform to obligate energy providers to consult with organisations 
with expertise in family violence when developing or reviewing family violence policies which will avail 
the expertise of practitioners who understand the impacts of family violence on affected persons and 
the nuances of perpetrator behaviour as it applies in general and to each business. It is essential to 
note that this should be recognised as a fee for service arrangement for any organisation seeking 
engagement related to family violence policies. Recent requirements in another sector were not clear 
on this, raising expectations that organisations would be resourced and available to provide this 
expertise for little or no cost.  
 
Uniting’s experience in consulting with businesses on its family violence policies has resulted in 
Uniting addressing shortcomings, filling gaps and realising opportunities for compliance and better 
practice. The gaps and opportunities typically related to the above areas the ESC has identified for 
potential reforms and more including implementing a management-led organisation-wide approach to 
addressing family violence. 
 
Ensuring key guidance is provided through the ERCOP to not only guide businesses on inclusions in 
family violence policies but also on how to embed the intent through its systems and processes, will 
further ensure that affected persons can be assured of a consistently high level of support across 
energy providers, particularly when their experience of family violence requires them to leave and 
change provider. This should acknowledge the barriers for customers to disclose their experience and 
reduce the need for affected persons to repeat their story/produce documentary evidence. This would 
also acknowledge how the intersecting aspects of an affected person’s identity can compound their 
experience of family violence and should aim to build supports that cater for different 
intersectionalities. 

The better practice handbook provides the toolkit1 to achieving this. 

 
1 Family violence resources for businesses | Essential Services Commission 
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Recommendation 3: Energy providers must consult with organisations with expertise in 
family violence to ensure training is based on trauma-informed principles, and provided to 
people leaders, front line and specialist staff. Expand training requirements to cover 
financial abuse and perpetrator behaviour. 
 
Uniting supports this proposed reform to strengthen the family violence protections. Specialist 
organisations with family violence expertise that centres their practices around affected persons can 
effectively translate their lived experience into training content. Some specialist agencies such as 
Uniting can also apply a strong understanding of perpetrator behaviour in an intimate partner context 
and in other family relationships including elder abuse, to its training programs. Uniting has seen 
organisations engage with training to increase awareness and capability across the organisation by 
ensuring people leaders as well as frontline and specialist staff undertake the training. This helps to 
build staff capability at all levels and reduce or mitigate against risk of harm by persons using 
violence. 
 
Uniting believes businesses should consult with specialist family violence organisations to ensure their 
training is based on trauma-informed principles. As with consultation in relation to family violence 
policies, the provision of training is a fee for service arrangement, clarification of this with any 
enhanced obligation should prevent any unreasonable expectations on those organisations with 
expertise in family violence. 
 
Uniting applies its evidence-based trauma-informed principles when developing and delivering its 
suite of family violence training modules. Uniting’s suite of family violence training helps businesses 
build their capability in recognising, understanding the nature and prevalence of family violence and 
responding appropriately to affected persons as well as persons using violence.  The regularity and 
refreshment of training should reflect changes to team composition (attrition of staff), the prevalence 
of cases relating to family violence and how the team are handling these. Training face to face should 
be the priority, given the complexity of the topic and the way staff engage with the content.  
 
The risks of not engaging a specialist family violence organisation are significant and include: 

- exposing affected persons to safety risks 
- exacerbating the experience of affected persons, particularly those who already face 

disadvantage and marginalisation 
- exposing staff and the organisation to non-compliance or breaches 
- building inappropriate capabilities and ineffective skills among retailer staff 
- exposing staff to customer interactions they are not equipped to manage 
- colluding with persons using violence or enabling them to harm an affected person/s. 

 
Uniting supports any proposed obligation for energy providers to ensure the following topics are 
covered to strengthen protection for affected persons: 
 
Financial abuse – Financial abuse represents a significant part of how persons using violence 
weaponise businesses products, services and systems. Even physical acts of violence such as 
damaging retailer property are done to cause financial harm to the affected person. The impact of 
financial abuse is also a main reason affected persons feel they cannot leave a violent relationship. 
Uniting supports the obligation on businesses to improve the awareness and understanding among 
relevant staff of the range of tactics of abuse most commonly used by persons using violence, 
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particularly those known to weaponise its products, services and systems. This includes financial 
abuse.  
 
Persons using violence – In conjunction with a whole of business approach contained in 
Recommendation 4 below, Uniting supports an obligation on energy providers to include a focus on 
perpetrator accountability. This aligns with a key prevention initiative in the National Plan to End 
Violence against Women and Children 2022–2032, which calls on corporate Australia to “Recognise 
and champion the critical role the corporate sector plays in preventing gender-based violence by 
fostering gender equality in the workplace and designing products and services that are safe and 
prevent misuse, while also focusing on perpetrator accountability2." 
 
Uniting encourages the ESC to advance its leadership in lessening the burden of safety for victim-
survivors by obligating energy providers to better understand perpetrator tactics through training and 
analysis. Without training and analysis of perpetrator tactics, harm minimisation through 
safety-by-design will be limited. Uniting notes that the AER through the NERR, requires energy 
retailers to provide data on the number of affected persons identified by energy providers but don’t 
require any data on perpetrator tactics, the risks identified through customer interactions, nor 
through safety by design initiatives. Uniting encourages the ESC to lead by enforcing reporting on 
these metrics to build the sector’s collective knowledge and response to weaponisation of its 
products, services and systems. 
 
The Energy Sector will only make a true difference to improved outcomes for victim-survivors when 
its systems constrain perpetrator behaviour, not when victim-survivors are expected to navigate 
unsafe environments.  
 
The Persons Using Violence Awareness training developed by Uniting in consultation with Yarra Valley 
Water in 2024, has assisted businesses to build the comfort levels of frontline and specialist staff to 
respond to persons seeking to use violence or those they suspect are seeking to exploit the 
businesses’ products, services or systems. The training builds awareness of (i) how the tactics of 
abuse change upon separation or intervention by authorities, and (ii) the range of tactics used to 
weaponise that businesses’ products, services or systems. Importantly, this training helps staff to 
recognise risks earlier and provide safer, trauma-informed assistance to affected persons. 
 
Uniting also supports an obligation on energy providers to incorporate the risk management 
processes associated with family violence into its overall risk management framework. If a retailer 
must mitigate against electrical failures or gas leaks impacting the safety of its customers and the 
community, then it should be obligated to mitigate against safety risks to affected persons 

 

Intersectionality – Uniting believes training covering an understanding of intersectionality allows 
specialist staff to better understand the full scope of challenges an affected person may face. Support 
for an affected person should not be a ‘one-size-fits-all’ approach and should recognise the unique 
experience of abuse within the context of their existing disadvantage and marginalisation. 
Considering all intersecting factors will equip specialist staff to provide support which genuinely meets 

 
2 The National Plan to End Violence against Women and Children 2022–2032 | Department of Social 
Services 



 

 
 

24 April 2026  |  8 
Strengthening Protections for Energy Consumers in Victoria 
Submission by Uniting Victoria and Tasmania 

the affected persons’ specific needs. It can also serve to build greater trust among such customers, 
empower them to seek help and disclose harm.  

 
Recommendation 4: Update the ERCOP to provide measures for energy providers to embed 
safety through systems and procedures across whole of business.  
 
Uniting supports the inclusion of safe methods of communication, account security, evidence and debt 
management as key items in the ERCOP review. Importantly, Uniting considers that there is an 
increasing need to look at whole of system arrangements to embed safety by design principles. In 
recent work we have undertaken we have observed that organisations that lead through a whole of 
business approach are able to assess and mitigate the risks different parts of the organisation play in 
relation to the impacts of family violence. This can include IT systems and teams, engineers, finance, 
sales and front-line billing, credit and vulnerability/hardship teams. This enables businesses to set up 
to anticipate weaponisation and not merely respond to harm. 
 
 
Insights and recommendations provided through the lived experience research Uniting undertook for 
the ESC3 provide an approach that can support energy providers in designing their services in relation 
to safe methods of communication, disconnection and account security including to:  

- consider ways to minimise risk where both parties have access to the account details 
- consider safety by design principles and mitigate against risks enabled by products, services 

and systems 
- remove the need for customers to contact the person using violence 
- strengthen audits to monitor any breaches 
- improve the breadth and depth of financial assistance options and debt management relief 

options provided to affected persons 
- improve the support available to affected persons via internal or external support options 

In particular: 
 
Evidence - Uniting supports the strengthening of the ERCOP in line with the NERR to remove any 
requirement to provide documentary evidence from an affected person as a precondition to providing 
family violence protections. Many Uniting consumers participating in focus groups have shared the 
burden of providing documentary evidence to obtain protections. In particular, CALD participants 
expressed difficulty in meeting the demands for documentation and evidence, which they find 
overwhelming and invasive.  
 
Debt management – Uniting’s work in providing lived experience insights to the debt collection sector 
confirms that debt related to an affected party, is being sold to third parties. This places 
victim/survivors at greater risk of being burdened with a debt that should have been managed with 
the energy provider as it is likely a result of financial abuse and should sit with the person who has 
used violence.  
 
 

 
3 Family violence resources for businesses | Essential Services Commission 
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Q2. 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? 
 
Recommendation 5: Ensure affected customers who live in embedded networks the same 
protections and outcomes of those affected customers of licensed retailers.  
 
Consumer protections that vary based on the type of home a person lives in, remains wholly 
unsatisfactory.  
 
On this basis, Uniting supports the expansion of protections for consumers who live in embedded 
networks. This includes the ESC’s approach to replicate or translate the outcomes of existing 
protections afforded customers of licensed retailers. We support the ESC considering the framework 
for exempt sellers in the NERR, however do consider that staff training and family policies must be 
included in line with the remainder of the ERCOP review. Customers should not be burdened with the 
failures of market design that have enabled exempt sellers to flourish. 
 
Uniting acknowledges the challenges faced by smaller sellers, e.g., Deemed exempt sellers to comply 
with such obligations, and encourages the ESC to collaborate with organisations representing the 
different subsets of these sellers to determine appropriate training and policy solutions to achieve 
compliance.  
 
 

Contact 

Please contact Janine Rayner, Head of Social Impact and Engagement at Uniting Vic Tas at 
 if you have any questions about this submission. 

 
 




