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Acknowledgement of Country

Ngala kaaditj Whadjuk Noongar moort keyen kaadak nidja boodja.

~

We would like to acknowledge the Traditional Custodians of this land, the Whadjuk 
people. We recognise and appreciate a continued connection through stories, traditions 

and living cultures and commit to building a brighter future together.
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OUR SERVICE AREA
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HARDSHIP IN THE REGIONS

Current 
Hardship 
Accounts

893

Total 
Balance Owing 

Hardship

$1.32M

Residential 
Customers in 

Hardship Status

2.42%

88
Hardship Entries

64
Hardship Exits
*Average Per Month

‘Harboured’ 
Customers

(FDV)

30 32 Disconnections
27 Reconnections

0.8 Days to 
Reconnect

*Average Per Month

Customers on 
Prepayment

1431
Customers on Life 

Support

206

36,884
Residential Customers in the Regions

Claiming 
Concessions or 

Rebates

15.93%

>40%
Incl. ‘Hidden Hardship’
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Hardship and Vulnerability Management 
Common Referral Pathways and Outcomes

Customer Relationship Officer (CRO)
Based locally in the regions (Kimberley, Pilbara and Gascoyne/Midwest)

Payment Extension/Time to Pay

Payment Arrangement

HUGS Application

Debt Waiver/Debt Matching

Prepayment

HEES Referral ** 

Customer engages direct

Financial Counsellor/Customer 
Advocate 

Warm Transfer from Contact 
Centre after prelim. 

assessment

Hardship Probability 
Algorithm*

Community Engagement

*Currently being updated/re-engineered
** In Trial Phase only

All Customers requiring assistance are case managed on an individual basis by a dedicated Horizon Power Customer Relationship Officer (CRO)
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CONCESSION CAMPAIGNS

CUSTOMER SERVICE ON THE MOVE

INCREASING CUSTOMER AWARENESS 
AND ASSISTANCE AVAILABLITY
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HARDSHIP PROBABLIITY ALGORITHM 
- WILLINGNESS AND ABILITY TO 

MAKE PAYMENT
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PREPAID POWER



PROTECTED 

FAMILY VIOLENCE
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HOUSEHOLD ENERGY EFFICIENCY 
SCHEME (HEES)
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Sunshine Saver
Helping the vulnerable access renewable energy with no upfront cost

You don’t need 
to own your own 
rooftop to enjoy 
the benefits of 

renewable 
energy.  Horizon 

Power is 
investing in 
renewable 
energy and 
sharing the 

benefits back to 
the community – 
providing greater 
access for those 
who can’t access 

traditional 
rooftop solar.

* Demonstration Product – Esperance only at this point
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Kimberley Community Solar Saver (KCSS)

The Kimberley 
Communities Solar Saver 
Project is a distributed 
solar farm concept

Will Impact 433 
households and aim to 
deliver estimated bill 
savings of ~$450 per year 
(typical household)

Beginning in mid- 2024 
with completion 
expected late 2024
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Questions?

Troy Mulder

Retail Operations Manager

E:  troy.mulder@horizonpower.com.au

P: 0460 011 053

mailto:troy.mulder@horizonpower.com.au
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IMPACT OF ‘BOX’ AIR 
CONDITIONERS ON 
ENERGY CONSUMPTION
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Kimberley Flood Support and Relief

Existing charges cancelled Outstanding debt forgiven

Daily supply charges waived Prepaid emergency credit 
forgiven

Disconnection moratoriums 
(Post Paid and Prepaid in 

impacted areas

Dedicated customer 
support Line and team

Standard fees and charges 
waived for recovery works

Case by case assistance – 
temp. accommodation 

impacts
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