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Purpose 
This policy outlines how Greater Western Water (GWW) employees and contractors support 
all customers affected by family and domestic violence and the importance of prioritising 
the privacy, safety and confidentiality of customers affected by family and domestic 
violence.  

GWW recognises the significance of family and domestic violence as a problem in society 
and our obligation to contribute to prevention efforts and mitigate risks of its products, 
services, systems, and processes being exploited to cause harm.  

GWW condemns the perpetration of family and domestic violence in all its forms and 
recognises the short and long-term significant impacts family and domestic violence has on 
all victim survivors, their families and society.  

GWW understands the unique role essential services can have in supporting victim 
survivors of family and domestic violence and is committed to supporting 
our customers affected by family and domestic violence. This aligns with our vision for 
thriving people and Country. Our people are our employees, partners, customers and 
communities. Our vision is to deliver trusted water services in a way that supports people 
to thrive economically, socially, environmentally and culturally. 

This policy informs our decisions and actions when supporting customers affected by family 
and domestic violence, and ensure we meet the obligations outlined in the Essential 
Services Commission Water Industry Standard - Urban Customer Service Version 4, 
incorporating amendments as at 1 July 2024 (Water Industry Standard).  

Scope 
This policy applies to all customers who are identified as affected by family and domestic 
violence. GWW understands that customers may be identified as affected by family 
violence themselves by self-identifying, by GWW, by an independent financial counsellor or 
case worker, or by another professional acting on behalf of and with the consent of the 
customer. This includes any business customer that requires the support outlined in this 
policy. For example, a family-owned business owner operating under a business name may 
also be eligible for support as described in this policy. We are also aware that any of our 
customers could be affected by family and domestic violence, and that they may not want 
to be identified and may be supported differently.  

Objectives 
The objective of this policy is for GWW employees and contractors to support all customers 
affected by family and domestic violence. Through this policy, we commit to supporting our 
people to prioritise the privacy, safety and confidentiality of customers affected by family 
and domestic violence with specialised, tailored services for customers who need our 
support, build trust amongst our community, and bring our vision of ‘thriving people’ to 
life. 
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In meeting our objectives for Customer Experience, GWW supports our vision and strategic 
objectives: 
 
Our vision is for thriving people and Country.1 

• Improving customer experience by understanding what matters most to our customers 
and communities. We will continue to: 

Definitions 
Term Definition 

Family violence as 
defined under the 
Family Violence 
Protection Act 2008 
(Vic) 

Family violence is defined under the Family Violence Protection Act 2008 
(Vic) as: 
(a) behaviour by a person towards a family member of that person if 
that behaviour: 

(i) is physically or sexually abusive; or  
(ii) is emotionally or psychologically abusive; or 
(iii) is economically abusive; or 
(iv) is threatening; or 
(v) is coercive; or 
(vi) in any other way controls or dominates the family member 
and causes that family member to feel fear for the safety or 
wellbeing of that family member or another person; or 

(b) behaviour by a person that causes a child to hear or witness, or 
otherwise be exposed to the effects of, behaviour referred to in the 
paragraph (a). 

Contact Us 
• When it is safe to do so, we recommend that customers contact us on 13 44 99 and 

select the family and domestic violence option in the menu for prioritised support 
Monday to Friday 8.30am to 5pm. 

 
1 GWW 2030 Corporate Strategy  

Implement our Community Engagement 
Framework to ensure customer and 

community voice is heard and used in 
decision making 

Support customers experiencing payment 
difficulties in the face of cost-of-living 

pressures

Improve our customer service to ensure 
customers feel supported raising issues and 
are confident in our ability to resolve them

Build awareness of all types of family and 
domestic violence
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• In cases where family violence is identified (including through disclosure), we will refer 
the customer directly to our Community & Care team specialised support. All their 
details and information will be kept strictly confidential.  

• Our Community & Care Team undergo specialised family and domestic training annually 
to ensure they can provide a safe and respectful environment to support disclosure.  

• Once a customer is in our program, they will be given a direct line to call so they won’t 
have to repeat their story.  

• We provide a free translation and interpretation service for non-English speaking 
customers. Customers should call 9313 8989 and tell us their preferred language to 
connect to an interpreter.  

• For hearing impaired customers, we offer the National Relay Service on 13 36 77. 

• We also provide access to translated information in 23 different languages, which can 
be viewed on our website. 

Commitment 
We recognise that victim survivors of family and domestic violence experience a broad 
range of behaviour that is not limited to physical violence. This can often include economic, 
emotional or psychological abuse, coercive control and other forms of family and domestic 
violence that will require different kinds of support, depending on individual circumstances. 

We recognise that family and domestic violence affects people of different genders, and we 
acknowledge that the probability of violence against women is higher. Gender inequality 
may be compounded by other forms of disadvantage or discrimination that a person may 
experience based on Aboriginality, age, disability, ethnicity, gender identity, race, religion, 
sexual orientation and other attributes. 

To achieve our vision when supporting customers affected by all forms of family and 
domestic violence, we commit to the following: 

• We will incorporate safety by design principles in the development of products, services, 
systems, and processes and auditing of these to mitigate the risk of people exploiting 
our products, services, systems and processes to use violent and/or controlling 
behaviours to harm family members. 

• When a customer advises GWW that they are affected by family and domestic violence, 
we will offer them the opportunity to have their account locked down. This means their 
account will be managed and viewed only by our Community & Care team, empowering 
the customer the right to choose the level of security applied to their account. GWW 
does not require evidence and will take people at their word. 

• We will proactively identify customers who may be affected by family and domestic 
violence to introduce them to our Community & Care team for support. 

• We will work with the customers affected by family and domestic violence to provide a 
careful and sensitive response to achieve the best outcomes for their individual 
circumstances safely, respectfully and confidentially. 

tel:93138989
tel:133677
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Protecting confidentiality, privacy and safety 
• We respect the privacy and confidentiality of all our customers and individuals. We 

protect all customer records, including the information of customers that may be 
affected by family violence. For specific information, see GWW’s Privacy Policy 

• We will empower and support customers to manage any financial impacts and help 
them keep their information safe. We will provide ongoing account management that 
aims to meet their needs in the moment and supports them to move forward. 

• We will provide a safe environment for customers to access relevant information and 
support. We acknowledge in the community the fear of consequences of disclosing their 
circumstances, mistrust of service providers, shame, embarrassment, language, cultural 
barriers and the fear of the perpetrator finding out.  

• For all customers, we will not discuss the details of the joint account holder, including 
with any perpetrator – specifically; 
o For joint owners accounts where both names are on the title to the property, we will 

not discuss any personal details (including postal or contact details) with the other 
owner/s;  

o For tenancy accounts in a joint name, we can create a new account for customers, in 
their name only. 

• Each case will be managed with sensitivity and respect. We acknowledge that each 
individual will need to be assessed on a case-by-case basis. When supporting those who 
are experiencing difficulties we will: promote the agency of the customer and family 
members at risk by considering their wishes and plan for the safety of all family 
members. 

• The Customer Support Program can apply a secure flag for additional safety measures 
to protect against perpetrator access as only our Community & Care team will have 
access to secure customers’ personal information. These support measures ensure no 
contact is required by affected customers, with the perpetrator in relation to that 
customer’s GWW account. 

• If we apply a flag to the customer account, that flag will further protect privacy by: 
o masking all personal information so only the Community & Care team can see the 

detail keeping it confidential in line with our policies and relevant legislation; 
o alert other GWW employees to transfer any calls or enquiries to the case 

managers who are trained and skilled to effectively manage perpetrator 
interactions, ensuring the privacy, safety and confidentiality of customers 
experiencing family and domestic violence are protected; 

o enable additional security measures for joint accounts when perpetrators still 
require some access to the account. This may include a password or secret 
question and answer. 

https://www.gww.com.au/sites/default/files/2023-08/Privacy_Policy_June_2023.pdf
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Financial assistance and debt management 
• We will provide personalised assistance to customers affected by family and domestic 

violence who are experiencing or are affected by financial difficulties, either short or 
long-term.  

• GWW provides protection from the perpetrator applying for a refund of payment made 
by the person affected by family and domestic violence. 

• For customers affected by family and domestic violence we provide access to the full 
range of financial supports offered through the Customer Support Policy2, considering 
the customer’s situation and capacity to pay, which may include: 
o flexible payment arrangements, grants, debt waivers or deferment, referral to Utility 

Relief Grant Scheme and concessions; 
o exemption from further recovery action or restriction of supply, including waiving 

any prior interest accrued on outstanding amounts, exemption from further accrual 
of interest, waiving or suspending late fees and suspending the sale of debt or legal 
action; 

o provide information on how to reduce water use, improve water efficiency and 
referral to relevant government water efficiency programs. 

• We will provide additional support and assistance for customers affected by family 
violence who are left with debt. We recognise customers with joint accounts face 
barriers to accessing support with debt. We provide tailored support and security 
measures for these customers. 

• We may waive all or part of their debt based on several factors, including: 
o the amount of debt; 
o the circumstances in which the debt was incurred (including if it was incurred 

because of financial abuse); 
o the payment assistance options that have been (or could be) effective; 
o the customer’s personal circumstances and capacity to pay the debt. 

If a customer’s circumstances change, we will work with them to ensure that the debt 
assistance applied also changes and adapts as required. 

Training and awareness 
• We support all employees and contractors working with customers who may be affected 

by family and domestic violence to deal compassionately and sensitively with 
customers, through:  

 

 
2 Refer to the Customer Support Policy for the full range of financial supports. 

https://services.dhhs.vic.gov.au/utility-relief-grant-scheme
https://services.dhhs.vic.gov.au/utility-relief-grant-scheme
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o induction and annual training for all employees, covering privacy and family and 
domestic violence awareness training with supporting processes to build and 
maintain the required knowledge to respond appropriately to customers affected by 
family and domestic violence; 

o through specialist training of all customer facing employees to recognise family and 
domestic violence in all its forms, how to respond appropriately and referral options 
for specialist support. This includes how to deal appropriately with perpetrators while 
prioritising the confidentiality, privacy and safety of the victim survivor; 

o providing access to supervision or counselling to support employees in their roles 
when working with customers affected by family and domestic violence; 

o building awareness of gender equality and how GWW is progressing gender equality 
through a Gender Equality Action Plan. 

• While GWW strives to provide exceptional customer service, we understand that some 
customers may not be satisfied. Our Complaints Resolution Policy outlines our 
commitment to addressing complaints fairly, promptly and professionally. Customers 
have the right to lodge a complaint with the Energy and Water Ombudsman Victoria or 
other dispute resolution forum if they are not satisfied. 

  

https://www.ewov.com.au/
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Community help and support 
Support 
Service Description Operating 

Hours Contact Details 

13Yarn 

The first national crisis support line for 
mob who are feeling overwhelmed or 
having difficulty coping. They offer a 

confidential one-one one yarning 
opportunity with a Lifeline-trained 

Aboriginal and Torres Strait Islander 
Crisis Supporter. 

24/7 139276 (13YARN) 
13yarn.org.au 

1800RESPECT 
1800RESPECT is the national domestic, 
family, and sexual violence counselling, 

information, and support service 
24/7 

1800 737 732 
1800RESPECT.org.au 
Text 0458 737 732 

Asylum Seeker 
Resource 
Centre 

Provides support to people seeking 
asylum. 

Mon, Tue, 
Thu & Fri 

10am-4pm 

03 9326 6066 
Asrc.org.au 

Beyond Blue 
Free online and telephone helpline for 

people with depression, anxiety or 
other mental health issues 

24/7 1800 224 636 
beyondblue.org.au 

Djirra 
Supports Aboriginal people who are 
experiencing or have experienced 

family & domestic violence. 

9am – 5pm               
Mon - Fri 

1800 105 303 
djirra.org.au 

Elder Abuse 
Help Line 

Free information and support services 
for people who experience or witness 

the abuse of an older person Operating 
hours vary. 

Vary 

1300 353 374 
Health.gov.au/contact
s/elder-abuse-phone-

line 

EveryMan Men’s counselling, violence prevention, 
and accommodation support Mon - Fri 02 6230 6999 

www.everyman.org.au 

Foodbank 
Victoria 

Provides meals to Victorians in need 
through their charity partners. 

8am-3pm 
Mon-Fri 

03 9362 8300 
Foodbank.org.au 

In Touch 
Services, programs, and responses to 
family violence in migrant and refugee 

communities. 
9am – 5pm 

1800 755 988 
If you need an 

interpreter, please call 
TIS on 131 450 
intouch.org.au 

Kids Line 
Free, confidential online and phone 
counselling service for young people 

aged 5 to 25. 
24/7 1800 55 1800 

kidshelpline.com.au/ 

Legal Aid Vic Legal help and other support for 
violence, abuse, and personal safety 

8am – 6pm                 
Mon - Fri 

1300 792 387 
legalaid.vic.gov.au 

https://intouch.org.au/contact-us/
https://intouch.org.au/contact-us/
https://intouch.org.au/contact-us/
https://intouch.org.au/contact-us/
https://intouch.org.au/contact-us/
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Support 
Service Description Operating 

Hours Contact Details 

Lifeline Information on family violence, crisis 
support, and suicide prevention services 24/7 13 11 14 

Lifeline.org.au 

Men’s Referral 
Service 

Central point of contact for men who 
want to talk about their use of violence 
and gain support to stop it. Support and 

referrals to male victims of family 
violence. 

24/7 

1300 766 491 
Health.gov.au/contact

s/mens-referral-
service 

MensLine 
Telephone and online counselling 
service for men with family and 

relationship concerns 
24/7 1300 78 99 78 

mensline.org.au 

National Debt 
Helpline/Financ
ial Counselling 

Australia 

Professional financial counsellors who 
offer a free, independent and 

confidential service. 

9.30am-
4.30pm  
Mon - Fri 

1800 007 007 
Ndh.org.au 

Orange Door Free service for adults, children and 
young people who are experiencing or 
have experienced family & domestic 

violence 

9am – 5pm             
Mon - Fri 

orangedoor.vic.gov.au 

Qlife 

Qlife provides anonymous and free 
LGBTQIA+ peer support and referral for 

people in Australia wanting to talk 
about sexuality, gender, bodies feelings 

or relationships. 

3pm-
midnight  
everyday 

1800 184 527 
Qlife.corg.au 

Rainbow Door Specialist advice to LGBTIQ+ people 
and their friends and families. 

10am – 5pm 
everyday 

1800 729 367 or text 
0480 

017 246 
rainbow-door.org.au 

Safe and Equal 
The peak body for specialist family 

violence services, to provide support to 
victim survivors in Victoria. 

9am – 5pm               
Mon - Fri 

03 8346 5200 
safeandequal.org.au 

Safe Steps 
Family Violence 

Response 
Centre (Victoria 

only) 

Specialist support services for anyone 
in Victoria who is experiencing or afraid 

of family & domestic violence 

24/7 1800 015 188 
Safesteps.org.au 

Uniting 
Run nationally by the UnitingCare 
network to support people fleeing 

family violence. 

9am- 5pm              
Mon - Fri 

1800 387 387 
unitingvictas.org.au/se

rvices/family-
services/family-

violence-
services/escaping-
violence-payment/ 



 
 

Family and Domestic Violence - Customer Policy 
 
 

Doc Name: POL-Family and Domestic Violence-Customer Version Number: 03 
Owner: Manger, Customer Assist Approved: 17/4/2025 
Approver: General Manager, Customer Experience / ELT Doc ID: POL1007606 
This document is uncontrolled when printed or saved locally Page 9 of 10 

 
 

OFFICIAL 

OFFICIAL 

Support 
Service Description Operating 

Hours Contact Details 

Women’s 
Information & 

Referral 
Exchange 
(WIRE) 

Offers free support, referrals and 
information for women, non-binary and 

gender diverse people. 

9am – 7pm 
Mon – Thu 
9am-5pm 

Friday 

1800 134 130 
Wire.org.au 

Strategy/implementation  
This policy is implemented through our annual business planning cycle, which monitors our 
policies and identifies areas for action, resourcing requirements and timeframes for 
delivery. It guides our Residential Customer Charter 2024-2028, Customer Support 
Program, Customer Experience employee behaviours and related management processes.  

All Customer Experience employees will be trained in the Family and Domestic Violence 
Policy and related processes during induction, supplemented by refresher training and 
coaching to ensure customers are treated with sensitivity and respect.   

The policy is published on the GWW website, and every effort will be made to provide 
resources in different languages. A copy can be emailed or posted to our customers on 
request. 

Roles and responsibilities 
The Board is responsible for overseeing implementation of this Policy. 

The Executive Leadership Team (ELT) is responsible for incorporating our responsibilities 
under this policy into our business planning activities.    

The General Manager of Customer Experience is responsible for directing, reviewing, and 
reporting on the implementation and ongoing management of the Family and Domestic 
Violence Policy for our customers.  

Senior Leadership Team and Team Leaders are responsible for ensuring customer facing 
employees are trained in the Family and Domestic Violence Policy (including related 
programs) and can sensitively engage with customers. 

All employees are responsible for complying with relevant GWW policies, guidelines and 
processes related to this policy for developing an understanding of how their work functions 
are affected by this policy. 
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References and related documents 
Other relevant GWW Policies, Procedures and Guidelines include:  

Ending family violence – Victoria’s 10-year plan for change 

Essential Services Commission Water Industry Standard - Urban Customer Service 
Version 4 incorporating amendments as at 1 July 2024 

The Residential Customer Charter 2024 -2028 

Customer Support Policy 

Information Security Policy 

Privacy Policy 

Complaints Resolution Policy 

Social Policy 

Risk Management Policy 

Family and Domestic Violence - Employee Policy 

Review Process 
The policy will be reviewed annually  

Approved by the Executive Leadership Team (ELT) 17 April 2025  

Next due for review by the ELT in April 2026 

Version control table 

Version No. Doc Owner Change / Update Date 

1.0 Customer Assist 
Manager 

Create separate Family 
Violence policy for 
employees 

August 2023 

2.0 Customer Assist 
Manager 

External review by Safe & 
Equal 

April 2024 

3.0 Customer Assist 
Manager 

External review by Uniting 
(Victoria and Tasmania) 
Limited 

February 2025 
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