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Welcome

At LPE, we're proud to be the largest
embedded network provider in South East
Queensland, powering more communities
than anyone else in the region.

We believe energy should be simple, reliable, and
affordable. That's why we've built our services around
what matters most: people, communities, and trust.

Our goal is to deliver better local solutions and be the
provider of choice for community living.

Every day, our team lives our values:

Teamwork — working together with our customers
and communities.

Integrity — being transparent and fair in everything
we do.

Service — delivering support when you need it most.

Growth — improving the way energy is delivered
and used.

Performance - keeping our promises and powering
your home with reliability.
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What is an Embedded Network?

An Embedded Network (EN) is a private
electricity network that supplies multiple
homes or businesses within a community,
such as apartment buildings, townhouse
complexes, apartment developments, or
shopping precincts.

In an EN, the site owner appoints an EN
Manager like LPE to manage electricity
supply. LPE bulk-purchases energy from a
retailer and “on-sells” it to residents through
individual meters, often at lower rates than
buying directly from a retailer.
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When you choose LPE,
you're not just signing up for
electricity—you're joining a
community where these values
guide everything we do.

The benefits of being in an EN with LPE
Being part of an EN can offer:

« Lower electricity costs — Savings for owners and
tenants through bulk energy purchasing.

+ Simplified billing — One provider managing metering,
bills, and debt control.

+ Better energy management — Improved monitoring of
energy use and site infrastructure.

Sustainability insights — Aggregated data helps
reduce costs and support sustainability reporting.

« Access to innovative solutions — Options like solar,
battery storage, centralise hot water, and EV charging
for communities and new developments.

At LPE, we aim to deliver local, reliable, and affordable
energy solutions tailored to the needs of each community.

Your power of choice

As an embedded network customer, you have the right

to choose your electricity retailer. LPE is an accredited
Embedded Network Manager, ensuring your connection is
correctly registered and your billing is transparent.

Since December 2017, Power of Choice reforms mean
you can:

Compare offers and energy plans through authorised
retailers outside your network

Install smart meters and access detailed usage data
Switch to another retailer if you wish

If you're considering a switch, let us know so we can guide
you through the process and help you compare offers.

You can also visit energymadeeasy.com.au to
explore options.

This information pack is provided by Locality Planning
Energy ABN 15 148 958 0671 under the requirements of the
National Energy Retail Rules and in connection with our
energy contract.
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A guide to
our energy
contract

Eligibility for electricity services

LPE is an off-market electricity retailer. Our services are
only available to customers living in an embedded network
operated by us.

Commencement

Our energy contract begins the day a customer accepts
our Electricity Supply Agreement (ESA) (be that online or
over the phone).

Electronic transactions

By providing us with your email, you consent to receive
contract information electronically. If you prefer, you
can choose to receive bills by post by contacting our
support team.

If you pay by direct debit, you authorise the bill amount —
or your agreed bill smoothing instalment amount (if set
up) — to be withdrawn from your nominated account or
charged to your credit card on the due date.

Cooling off

When you sign up with LPE, you have a 10 business day
cooling-off period. During this time, you can cancel your
contract at any point by letting us know in writing or over
the phone.
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Fees &
Charges

At LPE, we keep our fees simple and
transparent, so you always know what to
expect.

« Late payment fee: If your bill isn't paid by the due date,
a late payment fee may apply.

+ Fee-free payment options: We always provide at least
one method to pay your bill without any fees.

« Disconnections and reconnections: These fees reflect
the costs incurred by LPE.

Current amounts are published on our website and may
change from time to time.

You can view our full schedule of fees at: localityenergy.
com.au/help-centre/our-standard-fee-schedule

VIEW OUR FULL SCHEDULE OF FEES
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Bills & Payment

Energy bills

Customers will receive an energy bill
at least every three months. They
will be sent to the postal or email
address set out in the Electricity
Supply Agreement (ESA).

Understanding your bill

We want it to be easy for you to see
what you're paying for. To help, we've
created a simple guide explaining
how to read your bill, including

what each section means and how
charges are calculated.

You can view the guide How to Read
My Bill here: localityenergy.com.au/
our-help-centre/how-to-read-my-bill

HOW TO READ MY BILL

Payment methods

Online or by phone — Pay with
MasterCard, VISA or American
Express at localityenergy.com.
au/pay-my-bill or by calling us
on 1300 443 735 (merchant
fees may apply).

Direct debit — Set up automatic
payments from your bank
account or credit card.

BPAY — Pay directly from your
bank using your BPAY details.

In person — Pay by cheque or
EFTPOS at any Australia Post
outlet.

PAY MY BILL

Manage your account
online

You can access your account
anytime through our self help portal,
where you can:

View your bills and payment
history

Make payments and set up direct
debit

Update your contact details

Manage your concession
card details

Access the portal here:
localityenergy.com.au/my-account

SELF HELP PORTAL
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Hardship & Payment Plans

At LPE, we understand that unexpected
financial challenges can make it difficult to
pay your energy bills. If you're experiencing
hardship, we are here to help.

Our support includes:

+ Tailored Payment Plans — Flexible arrangements to
help you manage your energy costs.

+ Fee Considerations — We can review late payment
fees and other charges if you qualify for hardship
support.

Confidential Support — All discussions are treated with
discretion to protect your privacy.

+ Ongoing Review — We work with you to regularly
review your plan and ensure it continues to meet your
needs.

We encourage you to contact our team early if you need
assistance.

For full details or to apply for support, visit our
localityenergy.com.au/our-help-centre/hardship-policy/
or call us on 1300 443 735.

VIEW OUR HARDSHIP POLICY
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Termination, Disconnection
& Reconnection

Disconnection & reconnection

If your supply address is disconnected, you may be liable
for disconnection and reconnection charges.

10

Fees — The current charge for disconnection
or reconnection is $110 each.

We'll always give you the required notice
before disconnection.

Once the reason for disconnection is resolved
(e.g. overdue payment made), we'll arrange
reconnection as soon as possible, usually
within 1-3 business days.

Account closure

Our energy contracts have no fixed term. Your Energy
Supply Agreement (ESA) will end if you:

enter into a new energy contract with us or
another retailer, or

request to terminate.

You'll need to give us at least 5 business days’ notice
so we can arrange a final meter read and close out
your account.

Customer Welcome Pack
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Disputes &
Complaints

Dispute resolution

At LPE, we want every customer to feel heard. If you're
unhappy with any aspect of our service—including
marketing, advertising, or promotional activities—you can
contact our support team, and we'll work with you to find
a solution.

Customers can do this by:
Phone: 1300 443 735

Monday to Friday, 8:30am — 5:00pm
AEST excluding public holidays

Online: localityenergy.com.au

Once a complaint is received, it is allocated to a dedicated
case manager and handled according to our complaint
procedures. You will be kept informed of progress at least
every 5 business days until the issue is resolved.

If you are not satisfied with the outcome, or the problem
remains unresolved, you can escalate to the relevant
ombudsman:

New South Wales can contact the Energy and Water
Ombudsman (EWON) on free call 1800 246 545 or at
ewon.com.au.

Queensland can contact The Energy and Water
Ombudsman Queensland (EW0OQ) on free call
1800 662 837 or at ewog.com.au.

Service standards

We are committed to providing excellent service to our
community. Our goals include:

Responding to queries and complaints quickly and
fairly.

Keeping you informed if we need more time to resolve
an issue.

Continuously improving our service based on
customer feedback.

At LPE, we handle complaints with teamwork, integrity,
and service, ensuring every customer feels supported
and valued.

Customer Welcome Pack
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Concession & Rebates

At LPE, we want to help our community reduce energy costs wherever possible. If you're eligible,
government concessions and rebates can help lower your energy bills.

How to find out more:

+ Commonwealth pensioners: If you receive financial support through Centrelink, you may be eligible for a Utilities

Allowance. Services Australia — Utilities Allowance

Queensland residents: Various electricity and gas rebates are available to help reduce your energy costs.

Queensland Government — Energy Concessions

« New South Wales residents: Assistance is available through a range of concessions and rebates.

Service NSW — Concessions & Assistance

+ Need help? Call us on 1300 443 735, Monday to Friday, 8:30 am - 5:00 pm AEST (excluding public holidays).

Our team is happy to help you understand your eligibility and guide you through the application process.

QLD Government Assistance

Electricity & gas rebates

If you're a pensioner or senior in Queensland, you may
be eligible for government rebates to help reduce your
energy bills:

Electricity Rebate: $340.85* per year (including GST)

+ Reticulated Natural Gas Rebate: $74.92* per year
(including GST)

*Amounts are subject to change in line with government policy.
Eligibility

Rebates are available (subject to eligibility criteria) to
people who hold any of the following:

+ Pensioner Concession Card

* Health Care Card

Repatriation Health Card for All Conditions
(Gold Card) and receive the War Widow/er Pension or
special rate TPI Pension

* Queensland Seniors Card

Commonwealth Health Care Card (Electricity
Rebate only)

+  Asylum Seeker status (ImmiCard) with Bridging Visa
Subclass 050, 051, or 070 (Electricity Rebate only)

More information and applications: gld.gov.au/community/
cost-of-living-support/concessions/energy-concessions/
electricity-gas-rebates
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Home Emergency Assistance Scheme
Eligibility

If your household faces a short-term financial crisis or an
unforeseen emergency, the Home Emergency Assistance

Scheme can help with electricity or reticulated natural
gas bills.

+ Rebate: Up to §720* every 2 years

+  How it works: LPE will help you apply after confirming
eligibility.

Medical cooling and heating electricity

concession scheme (MCHECS)

This scheme supports electricity costs for people
with a chronic medical condition that is aggravated by
temperature changes. Conditions may include:

Multiple sclerosis

Autonomic system dysfunction

Significant burns

Severe inflammatory skin conditions
Rebate: $340.85* per year (including GST)
Eligibility: Reviewed every two years

To apply, complete the MCHECS application form
available here: gld.gov.au/community/cost-of-living-
support/concessions/medical-concessions/medical-
cooling-heating-electricity-concession-scheme

*all rates are subject to change
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NSW Government Assistance

NSW residents may have access to a range of rebates
in relation to energy bills:

Family Energy Rebate

Low Income Household Rebate
Seniors Energy Rebate

Life Support Rebate

Medical Energy Rebate

Gas Rebate
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For most LPE customers in NSW, you'll need to apply
directly through the NSW Government to receive these
rebates. To check your eligibility and apply, visit: energy.
nsw.gov.au/households/rebates-grants-and-schemes/
find-energy-rebate

If you're unsure whether to apply directly to the
government or through LPE, please contact us and
we'll guide you.
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Life Support

If someone in your household relies on Life
Support Equipment, it's important to plan for
any unexpected energy outages and ensure
your equipment is registered with LPE.

Life Support Equipment includes, but is not limited to:
Oxygen concentrator
Intermittent peritoneal dialysis machine
Kidney dialysis machine
Chronic positive airways pressure respirator
Crigler-Najjar syndrome phototherapy equipment
Ventilator for life support

Any other electrically powered equipment certified by
a registered medical practitioner as necessary for life
support at your supply address

Registering Your Life Support Equipment
To confirm registration with LPE:

1. Contact our team on 1300 443 735, Monday to Friday,
8:30 am - 5:00 pm AEST (excluding public holidays).

2. We will send you a Medical Confirmation Form, which
must be completed and returned by the due date.

3. Your medical practitioner must verify that someone at
your supply address requires Life Support Equipment.
Return the completed form to LPE:
Email: lifesupport@localityenergy.com.au

Mail: PO box 5737, Maroochydore, QLD BC 4558

Important: Failing to register or return the completed
form may result in your premises not being recognised as
having Life Support Equipment, which could affect your
support during outages.
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Family
Violence
Support

At LPE, we understand that some customers
may be experiencing family or domestic
violence. Your safety and wellbeing are our
priority.

For more information, please read our full policy here:
localityenergy.com.au/our-help-centre/family-violence-
policy/

If you're affected by Family Violence, we offer confidential
support and flexible assistance, including:

Payment plan options to help manage your bills

Priority communication through a safe and
confidential channel

Referral to professional support services if needed

All requests are handled with discretion and care,
respecting your privacy and safety.

If you need support or want to discuss how we can assist
you, please contact our team on 1300 443 735, and we'll
work with you to find the safest solution.

You can also access free confidential support through:

1800 RESPECT - 1800 737 732 (1800respect.org.au)

VIEW OUR FAMILY VIOLENCE POLICY
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Translation Services

£y, (Arabic)

Shigd (Bs Fuad Crgad Gidgd p2ld. Wowledd als] Cab
TIS 50 14 13 Y,cned Yt 2d Yy3a

Sanski (Bosnian)
Mi pruzamo besplatne prevodilacke usluge. Nazovite

Prevodilacku sluzbu — Translating and Interpreting Service
(TIS)na 13 14 50

[EZE (Traditional Chinese)
BT BAR L FRARTS © 35 8L O SRR BR (T1S) k& oK =5
SKEB - #a3L - 1314 50.

e (Simplified Chinese)

AR AL UAETEIRSS © TP > HEORRIFEIR S AL
(TIS) » 545131450 -

Hrvatski (Croatian)

Pruzamo besplatne usluge tumacenja. Nazovite Sluzbu za
prijevode i tumacenje (Translating and Interpreting Service
- TIS) na broj: 131450, za pomo¢ kod tumacenja.

Deutsch (German)

Wir stellen einen kostenlosen Dolmetschdienst zur
Verfligung. Verlangen Sie die Hilfe des Ubersetzu- ngs- und
Dolmetschdienstes (TIS) unter der Rufnummer 13 14 50.

€AAnviKa (Greek)

Mapexovpedwpedvurinpeciadlepunvewy.Emkolvwvnote
ue v Yrinpeotla Metappaoctwvkatl Atepunvewy (TIS)
oto 13 14 50 yia BonBela.

Italiano (Italian)

Noi offriamo un servizio interpreti gratuito. Per assis- tenza
contattare il Servizio Traduzioni ed Interpreti (Translating
and Interpreting Service) (TIS) al numero 13 14 50.

MakepoHcku (Macedonian)

Hue naBame 6ecnnaTHW NpeBeayBayku ycnyrn. JaBeTe
ce Ha Cnyx6aTtasanpeBeayBarbe (Translating and
Interpreting Service — TIS) Ha 13 14 50 3a nomoLL.

Pycckuii (Russian)

Mbl 6ecnnaTHo NpefoCcTaBnseM NepeBoAYMKOB. Ecnu
BaM Hy>KHaMoOMOLLb,MO3BOHMTEB [epeBOAYECKYHO CIYXOY
(Translating and Interpreting Service — TIS) no Homepy 13
14 50.
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Cpncku (Serbian)

Mu npy>kamo 6ecnnaTHe ycnyre Tymaya. HazoBuTe 3a
nomoh Cny»6y3anpeBofherse ycnyre npesoamniaua 1
Tymaua (TIS) Ha13 14 50.

Espaiol (Spanish)

Ofrecemos un servicio gratuito de intérpretes. Llame a
TIS —Translating and Interpreting Service (Servicio de
Traduccion e interpretacion) al 13 14 50 para obtener
ayuda.

Dinka (Sudanese: Dinka)

Wo ye koc war thook abac. Thiec akutnom de wer

koc thook (TIS) ne 13 14 50 ago yin kuony. Thok Nath
(Sudanese: Nuer) Ka muktépda luc ney naath thok baan.
Ke kui lugka yo tni muktap luca thuok ika ni (TIS) ke
talepoon 13 14 50.

Tiirkge (Turkish)

Ucretsiz tercimanlik hizmeti saglamaktayiz. Yardim igin
13 14 50 numaradan Yazili ve S6zIU Tercimanlik Servisi'ni
(Translating and Interpreting Service — TIS) arayiniz.

YKpaiHcbka moBa (Ukrainian)

MW HaflaeMo 6e3KOLLUTOBHI NMOCAYrK Nepeknagada
3a10NOMOroto 3BepTaiTecsao NepeknaaaubkoicnyK6m
(Translating and Interpreting Service — TIS) no TenedoHy
1314 50.

Tiéng Viét (Viethamese)

Chung toi ¢ dich vu thong dich mién phi. Haygoi cho Dich
Vu Théng Phién Dich (TIS) qua s6 13 14 50 dé nho gilp dé.

National Relay Service

If you have a hearing or speech impairment, you
can contact LPE through the National Relay Service
(NRS). The NRS provides a free, confidential way to
communicate over the phone.

TTY / Textphone users: Dial 133 677
Speak & Listen users: Dial 1300 555 727

For more options: relayservice.gov.au
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How to contact us

@ Web

® Enquiries

&  Email

&) Postal address

localityenergy.com.au

1300 443 735
Monday to Friday
8:30am — 5:00pm

info@localityenergy.com.au

PO Box 5737,
Maroochydore BC QLD 4558

@ LPE
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