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ABOUT EWOQ
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offices in Brisbane, Rockhampton, and Cairns.
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We have 44 employees and have an identified position for an Indigenous Community
Outreach Officer and are in the process of establishing an identified position for an
Indigenous Early Resolution Officer.
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Through our outreach program, led by our Community Outreach Officer, we attend
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financial counsellors to spread the word about our service and get to know the
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CASE STUDY:
PROVIDING SUPPORT
FOR A BILL DISPUTE

An identified Indigenous customer received his
final bill from his energy provider showing $400
00 MOID 0MOmMOmMOmMOD 00 000D OmMmOo0ma om
then received a second final bill. The customer
believed that the data for the second final bill
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himself, we offered to refer his case to a higher
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The provider confirmed it had resolved the
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broken seal, which does not affect the meter
read data. The provider reduced the final bill to
$400 and provided the customer with a $50 per
week payment arrangement for the final bill,
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opportunity for Aboriginal and Torres Strait Islander peoples and others in our nation.

| am proud of the work we have done to further our relationships with Aboriginal
and Torres Strait Islander communities and First Nations peoples, working to raise
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With the release of our second Innovate Reconciliation Action Plan (RAP) | welcome
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It has never been more important to ensure all Queenslanders are aware of, and have
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disaster, and now the rising costs of living affecting many of us.
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and/or Torres Strait Islander in the 2022-23 financial year with a higher likelihood
IINO00MOOMO OMINMOMO0OONOOMOMDOMDTIDOINO000M 0000MmO0 0000 Omomm
000MOMO0M DMIMOMDmMOMOMINOMO00ID DD OOD D OD0mMIM MO0 0 00D 00 0mmom
and Torres Strait Islander peoples to become confident and informed consumers,
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us moving in the right direction — to walk as one. | look forward to sharing our
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A MESSAGE FROM

RECONCILIATION

AUSTRALIA
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of its second Innovate Reconciliation Action Plan (RAP).
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diverse spheres of influence to support the national
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With close to 3 million people now either working or
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government, and not-for-profit organisations that have
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The four RAP types — Reflect, Innovate, Stretch
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An Innovate RAP is a crucial and rewarding period in an
organisation’s reconciliation journey. It is a time to build
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An integral part of building these foundations is reflecting
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previous RAPs. Learnings gained through effort and
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understand its core business, sphere of influence, and
diverse community of staff and stakeholders.
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Strait Islander peoples rooted in mutual collaboration
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This Innovate RAP is an opportunity for Energy and
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staff to contribute to this process, Energy and Water
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Gaining experience and reflecting on pertinent
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Queensland on your second Innovate RAP and | look
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Chief Executive Officer
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OUR VISION FOR
RECONCILIATION
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reconciliation is an Australia where there is equal opportunity for Aboriginal and Torres Strait Islander
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the gap between First Nations peoples and others in our nation.

Our second Reconciliation Action Plan (RAP) — our Innovate RAP — showcased our ongoing
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Islander communities and First Nations peoples. We made improvements to the way we work, putting
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are now embarking on our second Innovate RAP to build new and stronger relationships with our key
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Our vision for our second Innovate RAP is for Aboriginal and Torres Strait Islander peoples to become
confident and informed consumers, be aware of the energy needs in their communities, and ensure
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by continuing to promote a culture of respect for Aboriginal and Torres Strait Islander peoples both
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influence across our sector, and for industry to join us in collaboration and connection so that we can
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OUR VALUES
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different positive future. Our values help guide us on
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OUR RAP

Why are we developing
a RAP?
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and Torres Strait Islander peoples. By working with
Aboriginal and Torres Strait Islander organisations, we
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significant events within our communities, and engage
with community Elders, leaders and First Nations
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0MDOD 0D ODDIDO0MMOL MOML 00000 M DOoOmo
collaboration with Aboriginal and Torres Strait Islander
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Through our second Innovate RAP we will continue
00MOOD00IDOn OO0 0MOMDO0MONO0MOMDO0 0000 0mo
MO0000MONMOOnOM 000MO0MIDD000D0mmonna
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relationships of shared significance.

Our RAP champions

Our second Innovate RAP is championed by the Energy
000 OO0 0 00000 DOODO00M ID0dn00anomonon

0 0DIOMINOOODD O 0 0O0ODOno M O0moOn 00 0 0oaoo
Outreach Officer.

Our RAP working group

0 0D 0IDO0OMIOD 000D0Omodnoon 0 0 M000MMIMOmo0 M 00 00MID0 MOoMmooaoog
organisation and each office location, including senior leadership and team members
who identify as Aboriginal and Torres Strait Islander. Our RWG includes:
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«  Community Outreach Officer, our RWG Chair
At least one representative from the following teams:
000D O00moma
0000 0000 MNMO0M om0 m
- 0000 DOmMOOnoo0mmoonono ooo
0ININO0OD DOMONDIMO0mM 000moooo
At least one representative from each office location
First Nations team members (internal and external).
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focused on Aboriginal and Torres Strait Islander cultures, and continue to build

00 0MO000MOD0ODoMmoo

‘Reconciliation is a journey that many of us engage in
everyday in one form or another. For me it is about all of
us walking alongside together to face the challenges and
adversities, but to also collectively find ways to resolve
community worries, to support each other the best way
possible and to strive for a brighter future for everyone
across our great nation. Since starting work with EWOQ
and chairing the RAP Working Group, this space is shifting
for me, and | feel excited to be a part of continuing our
EWOAQ reconciliation journey which started in 2014.’

Karina, Community Outreach Officer

[
)
=
c
)
=

<
N
o
N
i

|
[
()
=)
C
)
=
<
N
o
N
(o))

N




dvy @1erouu|

o

OUR
RECONCILIATION

JOURNEY

EWOAQ stall at Cairns NAIDOC Week event 2022.
0 0OEDOM 00MODoC 0 D MD00M 00 0MOmomm

Our reconciliation journey to date

0 IMO000MOMNOmMO0On0 0M 00000 00OmOm 0O MO000MmMO00M MDIDO0MO00MM 00m
of a dedicated Indigenous Conciliation and Outreach Officer, now called Community
Outreach Officer. The development of our Reflect RAP (October 2018 — September
(113 3 [ CII 1 A0 0 3.9 00 3 D £ 9 (00 9] 0 03 (3 0 .0 60 0 EN 00 0 0 (I O 2

Our first reconciliation action plan—our Reflect RAP —outlined our plan for
O00000MOIDIDO0MO0mOmOnM 0DMIIiMOMDDOnooomomn DM O0ODmoInooa
Torres Strait Islander communities. Launched in October 2018, this RAP gave us
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»  We launched our first Innovate RAP in January 2020, enabling the team to progress
000D 0IDDMOmMOmOD M OmMOMDi0MmMINDmMOD 00MOM DO ON D00 D0MDOm oD 0moOmn
Our team members celebrated the significance of Aboriginal and Torres Strait
Islander contributions, as well as fostered a shared sense of unity and identity.

In July 2021, we launched an online cultural training program, Starting the
000D MO0 0mMD DO0D0ODO0 MO0 MIDOMDOMIDMOCMO0 M 0O0mMO MoIDmm
competency and capacity across our team. By 30 June 2022, 88% of team
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We finalised our first Innovate RAP in December 2021, our achievements centred on
strengthening and growing our First Nations networks and partnerships while
providing a service with manners, respect and courtesy to First Nations customers.

« 00D00000ODO00DM 0MODOnooo DM 000m O M MIMODMO0IDDOmMOD 0 00aDO
partnerships, using our influence in the wider community to engage, encourage
and promote partnerships with Aboriginal and Torres Strait Islander communities
d00MmOoomoanooo

Continuing the journey

On the recommendation of Reconciliation Australia, we started a reflection period in
January 2022. During the reflection period, the RAP working group continued to meet
0 00 IIDMmMO0O0m 000D MO0ONO0DOD MO 000MOmoDDodDOnOmM ModDotmMoMooaooa
organisation. This included marking key days of significance and encouraging team
members to join NAIDOC Week and National Reconciliation Week celebrations.
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had completed and reflecting on those that we can continue to build on to achieve

the connections we had previously. We have considered different ways to interact with
000 0 00OMWOONmMO00MOO00MOMOMO0 MM OMmMOMDO00 00D MDO00MOno0n 0Mmomomao
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to-reach communities. We completed our First Nations engagement toolkit in 2023 to
00MOMOODO00MODIDOIDMIMOOn00MO0 MOOD0D00MO0nImoa

With our second Innovate RAP we outline our commitment towards reconciliation over
MI0mMO0OI 0mMO0MIo0m 0MOMmMOMOMOomMO0000MOMINODO0MIMOMIoD 0 D 00



How many customers identify as Aboriginal and/
or Torres Strait Islander people
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a culture of respect and understanding for Aboriginal and Torres Strait Islander people.

We have asked our customers whether they identify as Aboriginal and/or Torres Strait Islander since July 2019,
which has given us more accurate insight into the number of Aboriginal and Torres Strait Islander peoples

who use our service. We use this information to monitor trends affecting Aboriginal and Torres Strait Islander
00000 DMmMO0mMODo00m IDODo0oODODODMmMOODOmMO0mo00oDooanoon

From July 2021 to June 2023, we closed 500 cases for customers who identified as Aboriginal and/or
Torres Strait Islander.

2021-22

O00MOO00MmMO0000 ON0000 000 00 M 0 00 000 00 O 0 0000 0 0 00 00000 M Omnmo0 0Mn mooomom
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232 201 000 Mooom or Torres Strait Islander, 65% were about
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2022-23

000MO000MmMO000NONO0M O OO0 0000 o000 00 0 00000 M 000 00 00 0N mo o0 00m
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268 229 000 Mooom or Torres Strait Islander, 72% were about

billing and 6% about credit in 2022-23.

Credit issues are more common for Aboriginal and/or Torres Strait Islander customers
compared to those who do not identify as an Aboriginal and/or Torres Strait Islander.
Payment difficulties, hardship and disconnections were commonly raised credit-
MIDOD 000MO0N MUOmMOC 0D@DODOmMOIMDODODIo0MD D IDImooobodnoobmoog
0IDmO0MOON DOONDOnoIoon M0 MOD MmO 0M0MO0@O000000MO00R00M Lmmo

CASE STUDY:
UNEXPECTEDLY HIGH
BILL LEAVES CUSTOMER
IN SHOCK

An identified indigenous customer received

an unexpectedly high bill for $934.95. The
0000 DONDOMOMO0MMmMO0MOm MOm 00On 000
DI IMITND 00MD 0000 MDDIMO00moo0 0
DIOO0MO00O000MOON0m DMMDO0 000

0 DODMDDMOMOODOODNDMOIDOm bmOmooo
00MIMDOmMODmMO 0MmMO0D 000M 0OIDO0moom
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owing of $934.95.
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We investigated the issue to find out:
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» what financial assistance was available
MODOMOOmo om

We confirmed that the provider had given
MIMNDODOOIMM DONOODINOMO0MO 0O0o0o
MINIIITDO0MM D0WO0DmMOMOMOmM 0mm
read data. No billing errors were identified.

The provider made a commercial offer to

waive $934.95 which left a zero-account
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EWOQ team members Tammy Ali and Cindy Nguyen
manning EWOQ stall at Cairns NAIDOC Week 2023 event.

CASE STUDY:

EWOQ visited Thursday Island in May 2023
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‘l met some amazing people in my
time on Thursday Island and found
the trip to be insightful and valuable.’
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Community outreach

0000MODOD 0ODO0M 0N IDIMOODIDIMODO0 0 DOMMDOODOD0MOO0MDoaD aomoo
awareness of the services we offer as part of our community outreach program.
Since our first Innovate RAP was put into action, we have continued to grow our
connections with Aboriginal and Torres Strait Islander support networks.

COVID-19 had a significant impact on our community outreach activities and face-to-
face interactions with Aboriginal and Torres Strait Islander communities during 2020.
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issues and concerns about electricity within First Nations communities were heard.
We also provided training opportunities for First Nations community workforce
during the first half of 2021.
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We have taken part in NAIDOC Week celebrations in Brisbane, Rockhampton, and
0 0IDOODMDOMOCODmOmooma

We visited community leaders in Cherbourg, Kuranda, Atherton, Thursday Island,
Mount Isa, and Bundaberg to discuss energy issues unique to their communities
MMo00000DO00Moomonon

We attended the Financial Wellbeing Information Exchange Forum hosted by The
00000 MODOMININMO0M DOm0 MM MO0ODO0 0 MDMO0MONMO 0000Moooanom
services. FLAG aims to increase financial capability and knowledge for Logan
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000 O O0IDm 00 00Mm 0000
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and engaged with the Moreton Bay Murri Network attending the Murri Expo at
Morayfield in 2022.

We delivered an information session to team members at Ngoonbi Community
Services Indigenous Corporation in Kuranda in 2022, discussing ways that we can
00IDDIDNININOONO0MOIN MO 0000mMO0000Do0D0mmanm



+ We arranged to meet with Central Queensland Indigenous Development in
early 2023 to provide overview of what EWOQ does and how we can support
First Nations customers across Queensland. A key conversation topic was
about developing a version of our Easy English brochure in First Nations Murri
MODO000ODDONDOmM 0MO00MOmMO0OD0mmma

+ Engaged with Deadly Indigenous Youth Doing Good (DIYDG) in Cairns ahead
of NRW 2023 to talk about opportunities to collaborate. DIYDG are a youth led
0MO0IOODCDOD000000DMO0DMOMIIMI0MOND 000 DMOMO000MOD0m D0Mm O
DIDODIDONOOMDOCDMO 000 DOMOMmOtOD000MOn0OD ID00MOoOn 0no0nnooooono
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00 0MmDmoma
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Service (DCYS) Youth Forum to celebrate National Reconciliation Week 2023.
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available to transport students from school to the event and back. It also
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deliver an educational Truth Telling session during National Close the Gap Day
by engaging with Elders and staff who work across Cape York, Mossman, and
MOmMOODOm D 00 000D MIMDO0M MM MO0 0MO0O0 M DODMOM meoooo
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organisation partner with us on delivering an event for National Reconciliation
0 000moooa
We attended the Winds of Zenadth cultural festival on Thursday Island during National
Reconciliation Week 2023 with an information booth that allowed our team to engage
0 D00 mDodnoo O DOIDmMODMoOno0mo0mMO00me 00ODOC00MOMIDO Momooaooo
Northern Peninsula Area region.
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Our partnerships and current activities
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journey. With our Community Outreach Officer based in Cairns, we have built

strong connections with Aboriginal and Torres Strait Islander communities in North

0 00000MO0OD DMDOODMIDD0MO0MD0MDODMIMOONDDO000NO0M DM 0000 moanoon
Torres Strait Islander communities and stakeholders across Queensland as part of
this Innovate RAP.
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Bay Murri Network Yarning Circle, and the Darumbal Community Youth Service Inc.

Our Community Outreach Officer continues to engage with the Murri Network
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Community

0 0MO00mM 0MMmMO0MOIDO0mMmMOD0Onom 0MmMOODmMOnDo0MOm Mhmoooa
and representative Aboriginal and Torres Strait Islander organisations
NMO000DOn 0bo0omooo

Indigenous Consumer Assistance Network (ICAN)

ICAN provides consumer education, advocacy, and financial counselling services

to Indigenous consumers across the nation. We have a formal partnership with

ICAN and attend quarterly meetings of the ICAN North Qld Indigenous Consumer
Taskforce. The Indigenous Consumer Assistance Network Ltd (ICAN). Stakeholders
involved in the taskforce deals with specific portions of legislation, allowing

000000 DODOCCOODmMOmMOOCD MO0MODO0MINDMIDmMOMMD Moo MODDOnmomoo
OO0 IMNCOmOn MDMO0mO MODO0DO0D 0 DOMOODM Mo000moo 0 00000000moon
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experienced by Aboriginal and Torres Strait Islander people and communities, and
000 @ 0MOobmomo

Thriving Communities Partnership (TCP)
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financial services, telecommunications, and transport.

The TCP recognises that Aboriginal and Torres Strait Islander peoples are far more
likely to experience financial hardship and a lower general standard of living than
non-Indigenous Australians and are working towards providing Australia’s first
00000 MIMIND MDIDO0mMO0DOD0INOIC MO MM O00MOIMO0 DM MOMID0OD0 000000
0MD0MOOnDOMImO DD DOnO00DmMOD 00MD0MO0mD 0ODDMOMOMDMOD MOmMO0mm
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Australian Training Works
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further in recruiting a trainee in our Dispute Resolution team in the identified role of
Early Resolution Officer.

Inter-agency

Local Thriving Communities (LTC)

LTC is a significant, long-term reform that will result in a visibly unique way of

00000 000D 0MIOM IDMO0 0 00@noomo M 00000 00000MO0mM 0000 0oamo
Department of Treaty, Aboriginal and Torres Strait Islander Partnerships, Communities,
and the Arts (DTATSIPCA). LTC requires government and community to work together
to move decision-making closer to Aboriginal and Torres Strait Islander communities,
00 DMO0MOMD MM MOMOMDO0mMo0000O0MmMOMO000MOnDOODmMOn Co0MOmoaoom
O0MMOmMOCmOmMO0 M oDO MM DODOD DODOMO000MODO00mMOD 0 00aOm

We have engaged with DTATSIPCA to contribute to the interim Local Decision-
Making Body for Southern Tablelands (Atherton) and Northern Tablelands (Mareeba)
through information-sharing and ongoing consultation. Interim Local Decision-
Making Bodies are also being developed in the Jumbun Community, Innisfail and

0 DID0MO0ODOm 0O00MoMOnomoa

North Queensland Indigenous Consumer Taskforce

Developed as a coordinated approach to tackling Indigenous consumer disadvantage in
MOIDDmMOMOO0O0 OO 0MMODINDmO DM0MIDIDOIMO0MDOMOCMINODODMNoOn oM moo
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resources and information about current consumer issues in Indigenous communities
throughout North Queensland. We have been part of the North Queensland Indigenous
Consumer Taskforce since 2013 in partnership with ICAN, Australian Competition and
Consumer Commission, Australian Securities and Investments Commission and the
Queensland Office of Fair Trading. Other taskforce members include Shelter Housing
000nOm DMDOMMOM 0I00m 00 0 00ADmMO00ID 00000000 MOm 0000000

Tablelands Interagency Group (TIG)

TIG is a collection of local community service organisations and government
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Our Community Outreach Officer participates in TIG meetings to ensure we
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EWO Jane Pires and team members Cindy Nguyen and Karina Hocke
visit Ergon Energy power station on Thursday Island.
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ANZOA is the peak body for Ombudsman schemes across Australia and New
Zealand. Through our association with ANZOA, we are a part of their Indigenous
Engagement Interest Group, which meets quarterly and focuses on improving
complaint handling practices and procedures for Indigenous consumers in Australia
and New Zealand.

ANZEWON

ANZEWON is a network of energy and water ombudsmen and utilities complaints
commissioners from across Australia and New Zealand. They work together to
explore and address industry and policy developments that affect Australian and
New Zealand consumers. The network supports collaboration and learning to avoid
duplication of effort which ensures members can progress projects with greater
efficiency and effectiveness.
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Financial Counselling Australia (FCA)
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in Hobart (2018), Melbourne (2019), Darwin (2021), and Cairns (2022). , . . B
Working at an organisation who has a

Financial Counsellors’ Association of Queensland (FCAQ) RAP in place was a new experience for me.
We support the FCAQ and attend the state conference each year. In July 2022, Through watching how EWOQ recognises
000D 0 00000 0DOD0O0M MOOOD DOMmOD0ODO00O0ODo0 MO MD M N oNM0o0moanom First Nations peoples and shows respect

coming years. Specific community information was shared with relevant government : : : :
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and Torres Strait Islander communities in Queensland. Jane returned in July 2023 to to make a, difference in my own life outside
MOMDOm X O000D Mo000mOm I0M DmOm00M 00 MO0MOmIM 00000W00AN00000MO0 of work. I'm proud to work for ENOQ and
how financial counsellors can best support customers access support programs. be a part of its reconciliation journey.’
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RELATIONSHIPS
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1.  Establish and maintain mutually beneficial
MINONO00mMOmM 0O 000nmomoon
O00D0M MIMNMAO000NmMO000MOmmonn
0MO0mMmOOmoom

Deliverable
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Torres Strait Islander stakeholders and organisations through
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Review the effectiveness of our community outreach and
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information sharing with Aboriginal and Torres Strait Islander
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Investigate options for a First Nations sponsorship framework
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improve outcomes for First Nations peoples, with a focus on
financial education and awareness.
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for First Nations peoples by raising awareness of our service
among financial counsellors and communities particularly in
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Deliverable Timeline Responsibility §
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three external NRW events each year, such as the Darumbal 27 May - 3 Jun 2025  Officer S
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Cultural Festival on Thursday Island, and Bribie Island Elders
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and celebrate NRW.
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Continue to register all our NRW events on Reconciliation ooooooo 0 DO00DOD DOoOmomooo
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needs of First Nations peoples:

Participate in a minimum of four meetings with the ANZOA 0 000D OMmmmmon 000 0 000Dm omooooo

Indigenous Group 0 0oobooa Officer
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Deliverable Timeline Responsibility
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Continue to engage with Aboriginal and Torres Strait Islander Ooomooo 00000 bOo00MIDmooa
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RESPECT
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First Nations Peoples. We continue to deliver a service built on respect, manners, and courtesy. Team members at EWOQ have taken this
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recognised First Nations organisation and have composed their own authentic Acknowledgment of Country statement.
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Deliverable Timeline Responsibility
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Deliverable Timeline Responsibility
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