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IN THE MATTER OF the Inquiries Act 2014 (Vic)

AND IN THE MATTER OF a Board of Inquiry into the McCrae Landslide

WITNESS STATEMENT

Catherine Wolthuizen states —

1. I am the Ombudsman and CEO of the Energy and Water Ombudsman Victoria
(EWOV), and am duly authorised to make this witness statement.

2. This witness statement is provided in response the Board of Inquiry into the McCrae
Landslide (the Board) request dated 23 April 2025.

3. This witness statement is limited to the questions posed by the Board to EWOQOV on
23 April 2025.

4. EWOV is an industry-based ombudsman scheme, providing fair, independent
dispute resolution to Victorian energy and water consumers and providers. We use
alternative dispute resolution (ADR) to reach fair and reasonable outcomes to
complaints. EWOV deals with a complaint if the energy or water provider is a
participant of EWOV Limited. Our service is free to consumers.

5. The EWOQV Charter articulates what EWQV does as an ADR Scheme. A copy of the
EWOQV Charter is attached as Annexure A.

6. The Board has asked specific questions as they pertain to EWOV’s role concerning
each of the following:

6.1. Erosion management in Victoria.
EWOQV has no specific responsibility, power, duty or function as an ADR Scheme

in relation to the prevention and management of landslides and landslips in
Victoria, including erosion management.



6.2.

6.3.

6.4.

6.5.
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Stormwater management in Victoria.

EWOQV has no specific responsibility, power, duty or function as an ADR Scheme
in relation to the prevention and management of landslides and landslips in
Victoria, including stormwater management.

Maintenance or the replacement of infrastructure and assets including but not
limited to roads, pipes and channels, being works which contribute (directly or
indirectly) to the prevention and management of landslides and landslips in
Victoria.

EWOQOV has no specific responsibility, power, duty or function as an ADR Scheme
in relation to the maintenance or the replacement of infrastructure and assets
which contribute directly to the prevention and management of landslides and
landslips in Victoria.

Responding to complaints or concerns raised by persons such as (but not limited
to) landowners, land managers, or local authorities about changes or issues in
the landscape or infrastructure (including local water infrastructure) that may, on
an objective assessment, indicate the risk of a landslide or landslip occurring.

EWOV’s primary objective is the investigation and resolution of complaints raised
by consumers directly affected by an electricity, gas, or water service in Victoria,
where such is provided by a member or contracting participant to the EWOQOV
Scheme (Participant). A list of Participants is available on EWOV’s website here:
https://www.ewov.com.au/members/find-a-member.

Clause 2.7 of EWOV'’s Charter articulates the complaints that EWOV handles
and includes complaints about infrastructure.

Complaints relating to defective water infrastructure may therefore be within
EWOV'’s jurisdiction. A consequence of defective water infrastructure could
conceivably be a risk of a landslide, which may be brought to EWOV’s attention
as part of a complaint. If this was to occur, EWOV would consider this risk as part
of its overall investigation of the complaint.

Commissioning or undertaking risk assessments to determine the likelihood and
severity of landslides and landslips in Victoria.

EWOQV has no specific responsibility, power, duty or function as an ADR Scheme
in relation to commissioning or undertaking risk assessments to determine the
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likelihood and severity of landslides and landslips in Victoria. However, as part
of the investigation of a complaint, EWOV could seek evidence in relation to the
risk of a landslide.

7. This statement made by me, accurately sets out the evidence that | would be
prepared, if necessary, to give before the Board as a witness.

8. The statement is true to the best of my knowledge and belief.

Dated this day 30 April 2025

Personal Information

Catherine Wolthuizen
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Annexure A

ENERGY AND WATER OMBUDSMAN (VICTORIA)

CHARTER

This version is published on 14 March 2018
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THE EWOV SCHEME

Welcome fo the Energy and Water Ombudsman {Victoria) (EWOV) scheme. This
Charter explans whal the EWOV scheme does.

The Ombudsman and Ombudsman's staff handle complaints about electricity, gas and
waler services in Vicloria.

Water services include sewerage and drainage services a5 well a3 other waler senices.

The Ombudsman and Ombudsman's stalf are independent of govemment, industry and
COMSUMET Qroups.

This Charter explains the types of complaints the Ombudsman and staff can handle, and
how we handle them,

When handling complaints or making procedures for handiing complaints we will
consider:

(@) relevant laws,

(b) any relevant licence;

{c)  any relevant indusiry code;
(d)  good practice,

(g} any benchmarks the Commonwealth Government publishes about dispule
resolution schemes; and

n what is fair and reasonable,

We aim to handle complaints in a fair, reasonable, independent, economical, informal
and timely way.

We also aim to uphold princaples of natural justice, access, effectiveness and community
AWAreness.

EWO.0001.0001.0001_0005
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COMPLAINTS WE HANDLE

This secthon explains the types of complaints we will handie.

We handle complaints made by consumers

A person or business who can complain to us is called a coOnSumMer, meaning:

(ay aperson or business that consumes an ebectricity, gas or water senice in Victona;
or

(b} a person or business directly affected by an electricity, gas or water senvice in
Victoria.

This includes a person or business direclly affected by faiure (0 provide [he sendce. A consumer
can be an individual, @ company oF anather lype of endify.

We handle complaints about participants

We can only handle a complaint about participants in the EWOV schemse,

The EWOV scheme is a customer dispute resolution scheme approved by the Essential Senices
Comwmiszion which is the independent regulstor of elecinicly, gas and waler services in Victonia.

Prosiders of certain services must under their fcences, under & law or under an indusfry code anfer
this type of scheme. These include :

= an elecincy distibutor, suppler or seller under the Electnicily indusiry Act 2000 (Vic),
uniess an exempbon under that Acf applies;

* g gas disfributor or retader under the Gas Industry Act 2001 (Vic);
* 3 waler corporalion estabiished under the Water Act 1389 (Vic), and

. :mwmgu{:m;mmmmwmm
Victonan | PG Retal Code

Some ypes of sellers and distibutors of glecincily 1o “embedded networks” thal may be required fo
ender the EWOV scheme include:

= g seller thal sells elecinicity fo cusiomers within @ sife the seller owns, occupies or
aperafes,

= amelirement vilage thal selfs electricify to residents of the refirement wilage, and

= g seller thal sells alectricity in a comvan park, holiday park, residental land lease park of
manufaciured home estade.

All of the service providers abowve can enfer the EWOV scheme by becoming o member of the

EWOV scheme. They do this by apphang for membarship and being accepted, under the process
in EWOV's Constitution.

An entity in the elecincity, gas of waler industry can also become @ contracting participant by
agresing with us fo parficipate in the EWOV scheme.

A member may agree with us 1o be a confracting pavticipant in relalion 1o electricily, gas or waler
senices B provides and that would athaeniise be outside the soope of the EWOV schame,

EWO.0001.0001.0001_0006
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Members and confracting parficipants are called participants in the EWOV scheme,

A consumer can check on our websile whether a business is a participant in the EWOV
scheme.

Qur website gives Ists of

Ppe— fici

¢ s pavbepants; and

. : -
The Ombudsman wil ensue thal these Isis are accurgle and up-io-dale,
‘When complaints can be made
‘We usually only handle a complaint gfter it has been made to the pariicipant.
We wont wsually handle a complaint unless the consumer or their representfaine has already
complained fo the parficipant [direclly or through a representadive of he padficipant) and ghven the
participant a chance o congider the complaint
i we wonT handle & complain! because the consumer hasn® given the parficipant & chance fo
consiger it, we may reder the consumer or their complaint fo the parbcpant so the participant can
consigder i
We may investigale a complainl that hasnt been made o the parficipant if we think il is necessany
Iy avodel undue delay in handling the complainl. In thal case we will 1l the paricipant thal we are
Inveshigating.

When we get a compilaint we will consider when the events leading to the compiaint
happened and when the consumer discoverad the issue they are complaining about

{a)  If the paricipant involved is exempled by the General Examplion Order 2017 from
the requirement to obtain a icence to sell or distribute electricity, we won't usually
handle the complaint unkess the events leading to the complaint happened after 30
June 2018.

These parficipants can include, for example, selflers and distribufiors of eleclnicly o
"embedaed nefworks” such as

+ a safler thal selils elecingly fo cusiomers within a site the seller owne, ooCUpes oF
opevaies;

= g refirement wilage that sels elecinicily fo residents of e refirerment wilage; or

= g seller that sells elecinicily in o covavon park, holiday park, residential land lease pank
or manufactured home esiale.

(b} IF the participant invalved is a contracting participant, we won usually handle the
complaint if the evenis leading fo the complaint happened more than 1 year before
the contracting participant entered the EWOV scheme.

{c) Otherwize, if it has been less than 1 year since the consumer discovensd the Bsue,
we can handle the complaint.

{d) Ewven if the complaint doesnt meel the above timeframes, we can still choose 1o
handie the complaint.
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adelay may have on the parficipant, IF we choose nol 1o hande the complant, we may be
abie 1o suggest other ways the consumer could iy fo resolve he izsue.

Complaints we handle

27 We handie the following types of compiaints by a consumer,

(@)

)

{c

(d)

complaints about provision or supply of (or failure to provide or supply) electricity,
gas or water senices by a participant under a licenca, an agreemsant, 3 bw (inciuding
an exemption from a kaw) or an industry code;
»  fauks with, or failure to sunply, an eleciriciy, gas or water sendce or related goods;
s transfer of senices fom ome participant fo another
+ supply ually;
*  Supply refabily,
*  lpck of nofice of matfers ey fo affect supply,
=  cusiomer service;
= marketing: and
*  infrastructure such as meters, poles, wires and pipes.
complaints aboul payment services, billing and credit,
= general biling, billing emors, catch up bills, delayed bills, bill payment and refunds;
+  payment opions offered to consumers; and
»  debt recovery and credit defoult Fstings.
complaints abaut disconnection, restniction and refundable advances; and
Thiz includes compiaints about-
» actusl or planned disconnection or resinction of senvices for non-payment; and
. wmlMMlemmml
complaints from owners or oCcupiers of land or other property about the way a
participant has exercised its statutory rights in relation to that land or property or
neighbouring land or property.
Examples inciude a compiaint about:
*  how the parbcipant has vsed ite stafufory nghts fo access or use the land,;

*  how ihe participant has used its slatufory ights 0 BCoSss OF e nelghbouring land,

EWO.0001.0001.0001_0008
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*  fadure fo tell the conswmer about ihe proposed use of the shatuory rghts;
*  fadlure by the participant to limi hamn or inconvenance if reguired fo do 2o, or
& fadure 1o pay fair and reasonable compentabion if requined o do 5.

We also handle the following types of complaint by a consumer:

(a) a complaint refermed to us by the Essential Services Commission in relation to a
participant's elactricity, gas or water sanices business; and

(b} any other type of complaint refered to us by a participant, f we and the consumer
have agreed 1o this refermal.

We will also handle a complaint by a consumer about a paricipant’s employes, agent,
contractor or officer. We will only hold the participant responsible if we think it & fair and
reasonable o do 5o

For example, in some cases we mighl Mink & i far and reasonable fo hold a parficipant
respongible If another person & fying fo collect o he consumer cwes o owed fo the
parficipant

Complaints we don’t handle

‘We don't handle complaints about:

{a) the setting of prices or tanffs;

(b} & participant's commercial activities that ane:

L)} outside the scope of any water, electricity or gas icence it holds (unless it
is a contracting participant);

(i)  for a participant that does nol hold any water, eleciricity or gas licence —
not within or closely related to its cone walter, akecincity or gas services; or

(iiiy for a partcipant that hobds a water, elecincity or gas licence and is a
confracting participant fior other water, electricity or gas services — outside
the scope of any licence and not within or closely related to the other
waler, eleciricity or gas senvices,

{c) specific issues being considered by a court or tribunal, or that have already been
considersd by them;

We will pubiish & policy about when we can el @ parficipant not io star or pursue ksl
action fo recover o debf that is the subject of 8 complaint we are handling. A parficipant
must nof breach the policy.

For exampie, the policy may state that the Ombudsman can tedl a participant not fo sfart or
pursce legal action fo recover 8 debl if the Ombudsman thinks the consumer is in a
vuinerabie position.

The policy wil not prevent a parficipant from sterfing or purswing legal achion whers
necessay fo:

+  prevent the imitadion period for the legal aclion expining,
*  respond io any step taken by the consumer in the legal action; or

*  do anything requirsd by the court or tribural
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(e)

(g)
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We discourage paricipants from faking any other legal action about & compiaint we are
handling.
Consumers can sfart legal acbion after complaining fo ug, but If they do we will stop deaiing

if @ conswmer or parficipant stops legal proceedings that relate o a complaint issue, or i @
parficipant has started but iz not purswing legal proceedings that relsde fo o complaint issue,
we may consider thal issue.

a matter that we have agreed with the Essential Services Commission or another
government autharity will be handed by them;

consumer contributions to the cost of capital works;
events beyond a participant’s reasonabile control and their consequences,
a participant if the complaint is made by
(i  ancther partcipant; or
(i) an eectrcity seller or disiributor that does not hold a licence o sell or
ﬁ;ﬁﬁm}emmis exempt from the requirement to obtain a

undess we think there is a good reason wivy we should handle the complaint;

For example, we mught think there iz a good reason for us fo hanale the complaint if the
complaining participant is much smaler than the other participant.

govemnment policies, laws, licences and codes;

We can handie complaints relating fo commersial policies of povemment-owned or
govemment-controlied pabicipants.

actions taken by a participant under a direction, notice or similar document given 1o
the pariicipant by someone with the regulatory or administrafive power to give i

The direclion, nofice or docoment must nelate fo:

»  the refiable supply of water senices, gas or alecincily;

*  (he secunty of @ waler senIces, gas or elecincily system;
* g waler SeNices, gas of slecincily emengency; of

*  the safely of walsr SeNvices, Gas or electicily,

I we cant handle a consumer’s complaint we may refer the consumer fo an organisation that we
Ehirvk can,

EWO.0001.0001.0001_0010
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HOW WE HAMNDLE COMPLAINTS

This section explains how a consumer can complain and how we will handle the
complaint.

No charge to consumers

We will not charge consumers for handling a complaint, or make consumers pay a
participant's costs.

How to complain

A consumer can complain by speaking to ug or wiiting to us.

For example, a consumer can complan by caiing us, e-mailing us or wisiting our websiie.
A consumer can also ask someone else 1o complain 1o us for the consumer.

W can ask for proof ihat the consumer permits us to deal wilh the ather person

When we get a complaint, we will promptly 12/l the participant about it.

Often we will tefl @ more senior person of the paricipant than the person the consumer has been
dealing with

Resolving complaints

We will work with the consumer and the participant to see if they can agree how 1o
resolve the complaint.

e use vanous methods fo help the consumer and the parficipant fo resofve o complaing.  We will
tell the consurmer and the panicipant what we expect thewm fo do fo heip resoive the complaint.

We can get information

We can tell the paricipant to send us any information or documents they hawe, or that
someone else holds for the participant, that are relevant to the complainl. The
participant must give us the information and documents.

W will fall the participant how long they have fo give us the informabon and documants. We will be
reasaonable in sefting this deadline bof it will nof be more than 28 days.

if a pamcipant has information o documents relevant fo the complainf but they confain someans
else’s confidental information, we siill wand fo see them. The parficipant doesn have fo give us
the confidenbal information and documnents if the pavticipan! can't gel permission from the olher
persan, buf he participan! must make reasonable efforts lo gef permission.

If 8 dispute anses about giving us informalion or docurments, we can decide ¥ the parficipant must
pive us the informalion or docurments (except someone else’s confidential information).

We can take action to make sure the participant gives us the information and
dotuments.

Thiz could inciude refeming the malier io the participant’s chiel execulive officer, EWDVs Board or
the Eszsenbal Senices Commizsion.

EWO.0001.0001.0001_0011
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If a complaint is not resolved by agreement

If the consumer and the participant dont agree how to resolve the complaint we may
investigate the complaint.

Wee will felfl the consumer &nd the partcipant if we plan to inveshigate the complain.
We may choose not to handle, or to stop handling. a complaint

‘Wae may choose nol to handle, or o stop handling, a complaint at any time if it is fair and
reasonable to do 50.

= we think it is reasonabie for the consumer fo pay some or all of the parficipant’s charges and the
consumer refuses to pay this amount,

= we have asked the consumer lo give us documents or informalion that we think may be relevant
to their complaint and the consumer has nol done o,

= we are unable fo confadt the consumer because they change their confact dedails and don feill
us the new details,

*  fhe consumer doesnt slay in contact with us or respond fo our affempls fo confact fhem,

& another persan or body can handle the complaint more effectively or convemiently than us. i
iz happens we can (I the consumer Sgvess) ask the ofher person oF Dody o handie the
complaint and give them the documents and information we have about It We will then tell the

*  (he consumer makes the complaint for an unacceptable reason, for example oy fo annoy the
participant;

= we fhink the participant has made a fair offer fo resoive the complaint and the consurmer hasn't
accepted if; or

= {he consumers behaviour has been wireasonalie.
We can decide a complaint

If we finish investigating and the consumer and the participant have not agreed how fo
resolve the complaint, we will either;

{a) dismiss the complaint; of

(b} decide the resolution of the compkaint, and tell the participant the actions they must
take or not take.

‘When we dismiss or decide the resolution of a complaint at the end of an investigation,
we will give the consumer and the paricipant wrilten reasons,

The reasons will includs the facts of e complaint and why we redched the decision or dismissed
the complaind,

We will puidlish the reasons, without identifying the consumer of the panicipant

EWO.0001.0001.0001_0012
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What we can decide

When we decide the resolution of a complaint, examples of the actions we can tell the
participant 1o take are to

{a) pay compensation 1o e consumer,

(b}  provide an electricity, gas or waler service to the consumer;
{c)  supply the goods or senvices that were complained about;
(d) fix the issue complained about;

(e} cancel or change a charge for a service; or

{fi  putin, leave out or fix an entry in a record.

We cant tell the parficipant fo do anything thal wouwld breach a code, licence, regulaBion or law. If
we disagree with a paricipant abouf the effect of a code, Beance, reguiation or law we can al the
participant's cosf ask the Essertal Senices Commission, semor counsel or the courts foc

»  determine the effect; or

*  advize.

‘When we decide the resolution of a complaint, the total value of any action we tell the
participant 1o take in relation 1o

(a)  that complaint; and

{b) any related complaints by the same cofsumer, arising from the same event or a
senes of related events that happened within a short time period,

must not be mare than 520,000, unless all parties agree to a higher value that is not mone
than $50,000.

If we gel muitipe complaints about o parficipant from different consumer s about one event or o
series of refafed events, for example an issue with the parficipants biling system that affects
mulliple consumers, the $20,000 lmil applies sspavately io sach complaint and nol i all of the
complaints In aggregate.

The $20,000 kmr does not stop e from handiing o higher value complaint and working with the
consumer and the parficipant to see if they can agres how o resofve the complaint.

The next steps after we decide the resolution of a complaint

When we decide the resolution of 3 complaint, the consumer must 2l us if they accept
our secsion.

The conswmer must tell us within 21 days.

If the consumer accepts our decison, they must agree not to take any further action
agains! the participant about the complaint,

If the consumer accepls our decision, the participant must comply with the decision. We
can take action to ensure the pa‘hmmi complies.

This aclion could include referring the matier to he parficipant’s Chief Executive Officer, EWOVs
Board or he Essential Sendices Commission

EWO.0001.0001.0001_0013
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319 If the consumer doesn't accept our decision, the paricipant doesnt hawe to comply with
our decision and the consumer can take any further action they want about the
complaint
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INFORMATION HANDLING, REFORTING AND DEALING WITH A
PARTICIPANT'S AGENT

How we deal with information we collect
We will comply with privacy laws and our privacy policy for information we collect.

If we are required by law to disclose information we get, if possible we will tell the persaon
who gave us the information $0 that they can seek to challenge the disclosure,

Reporting to participants and the Essential Services Commission

We can give a participant and the Essential Services Commission a report if we consider
that the paricipant's general electricity policy, water services policy, gas policy or
commercial practices have:

{a) contributed to 3 complaint;

(B) caused of may cause a numbser of similar complaints; or

{c)  made it harder o investigate or handle a complaint,

We can also refer a matter in refation to a participant that holds an electricity or gas
licence to the Essential Services Commission if we think there is a problem with, or
change in, the participant's policy, practice or conduct that adwersaly affacts, or could
adversely affect, a number of customers (a systemic issue).

The Essential Services Commission Act 2001 (Vic) gives us this power.

A gysiemic izsue includes, for example:

* @ change fo the participant's biling, mefenng, supply or Gther gysfams;

* an absence of @ policy, procedure or guideling in nefation fo & matter;

* inadequaie policies, procedures or guidednes;

® 3 failure fo comply wilh the Essenlial Services Commission Ad 2001 (Vic), he Eleciricity
Inctusiry Act 2000 (Vic) or the Gas Industry Act 2001, or

= the conduct of the parficipant’s employes, agenl, officer or conracior.

if we refer a sysiemic issue fo the Essenbal Services Comwnission we most also prowvide any
informadion abouf the sysfemic issue Bal is available fo us.

The Ezsenfial Services Commission must oo on the maifer os sioied in the Essentinl Services
Commission Act 2001 (Vic).

We will report to the Essential Services Commission when required under a licence or
agreement

We can also give confidential reports on any subject o participants, the Board and the
Essential Services Commission.

EWO.0001.0001.0001_0015
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‘When we report or refer a matter to the Essential Services Commission that relates to a
complaint we can stil handle that complaint unless another clause of this Charler
prevents LS.

Publishing reports

‘We can publish reporis about our activities and about issues that relate to the EWOV
scheme and electricity, gas and waler services.

Exampies of imfprmalion Mal we can publizh i our repons e

* complainf sfatisics and trend analyses,

& infarmalion about our work an igsues thal affiect @ number of consumers, and
* case studies based on complaints we have handied.

Dealing with a participant’s agent

If a participant asks us to, we can deal with their agent instead of them. Bul we can
always deal directly with the participant if wa wish_

The agent could for example be an eniify relafed fo the parficipant, sweh o ifs parent coMpany, oF
@ third party with which fhe parficipant has a commercial reladionship.

A communication fo or from the agent will cownt ag & communication with the parbcipant  Any other
mmethaMwmmVMﬂmmtha
For example we can:

= commanicate with the agent sbout @ complaint against the paricipant;

* gend the agent our invoices for the paricipant.

= gend the agent a notice about & meating the parbicipant is imiled to;

*  require the participant 10 uphold any agreement e agent anfers with us or @ consumer about
the comsumers compiaint or resolution of the complaint

= fall the agent thal the perficipant must give us any informabon or documents the participant o
the agent has hal are elevant to @ compiaint; and

= fell the agent what achons the participant must take or nof twe, when we decide the resolution
of & cormplaint against the participant.

EWO.0001.0001.0001_0016
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MANAGING THE EWOV SCHEME

The EWOV scheme is operated by a company called Energy and Water Ombudsman
{Victoria) Limited (EWOV Limited).

The EWOV scheme is managed by an Ombudsman and a Board of Direclors. This
section explains their responsibiities.

The Ombudsman’s responsibilities

The Ombudsman is responsible for:

{a)
(b}
{ch

(d)

(&)

L]

handling compdaints;
making procedures for fair, reasonable, informal and timely handling of complaints;

making position statements that state our general approach to handling common
complainl issues;

prepanng drafl policies for the managemeant of the EWOV scheme iIf requested by
the Board;

For exampie, these may incude policles about:

*  privacy;

*  oooupational health and safely;

*  anfidisonimingdon and harassment,

*  Fisk management;

*  re-mburgement of expenses fo our staf and

*  wse of computer syslems.

managing the EWOV scheme's day-to-day operations;

This includes:

=  appointing and terminating the appointment of staff (but nof an Acting Ombudsman);
= making sure we have up-fo-date gty of parficipants avadable fo the public; and

» keeping dota mbout fhe complaints we handle and requests for information we get, for
reporting purposes and fo identiy issues leading to similar complaints.

managing the EWOV scheme's finances;

The Board has final responsibiify for the EWOV scheme’s finances. The Ombudsman
manages the EWOV scheme's finances under the Board's oversight.

The Ombudsman must
*  prepare proposed annual funding figures and hudgeds and submit them fo the Board,

= subtwmit io the Board any proposed amendment fo 8 budget

EWO.0001.0001.0001_0017
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control (under the Board's oversighf] and monior the EWOV scheme's finances,
pive the Boand reguiar repons sbout the EWOV scheme's inances; and

make sure our spending 12 efficlent and kept within the approved budgel.

{g) working with the Essential Services Commission and other govemment authorities;

The Ombudsman may make working procedures with thass bodies. The working

will include the areas of responsibiity of the Ombudsman and the other authorties for the
handing of complaints. DBefore making any working procedure the Ombudsman must
digeuss i wilth the Bognd and consider any comments the Board makas

{h)  working with industry bodies and community and consumer groups; and

(i) managing the owerall performance of the EWOV scheme.

This inciudes:

meating any goals set by the Board;

prepaning proposed annual business plans and submithing them o the Board;
submitting o the Board any proposed amendment o 8 business plan;

in consuitation with the Board, preparing the EWOV scheme annual report,

attending Board meetings (but the Ombudsman cannof vole in thess meefings), unless
the Board chooses nol o invife the Ombudsman fo paricular mestings or pants of
mestings;

attending mestings of any Board commiltes when imaited by the committes;

making general sisiements in public about the EWOV scheme;

making submizsions o government and other bodies on policy matters; and

making recommendations o the Board about whether any chonges should be made fo
the EWOV scheme,

The Ombudsman can delegate responsibilities

Only the Ombudsman (or an Acting Ombudsman) can do the following things:

(a) decide the resolution of a complant; or

(b)  give writlen reasons for the decision.

The Ombudsman can delegate any ofher responsibility to any of our staff unless
delegation is restricted by a law, an industry code of an industry standard.

The Board’s responsibilities

The Board is responsible for:

{a) managing EWOYV Limitad's business, affairs and propery;,
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The Board has fral responsibily for (hese hings bt may delegale responsibiities o the
Ombunicrmarn smd stolf

monitoring the overall performance and results of EWOV Limited and the EWOY
scheme;

This inciudes reguwlarfy reviewing the scope, perfomance, sfficency and effectvensss of the
EWOV scheme and whether any changes should be made fe EWOW's Constififion or ifhis

selting goals and the averall strategy for ENOV Limited and the EWOV scheme;

receiving annual business plans (and any proposed amendment to a business
plan) from the Ombudsman and deciding whether o approve them,

The Board must approve a business plan or any amendment fo a business plan before the
Ombusigman impkaments it

managing the EWOW scheme's finances,

The Board has final responsibility for the EWOV scheme's finances. This includes:
o aversesing the Ombudsman's managemant of our spanding,

= oversesing our capital management, funding and cashfions;

*  ensuring we have suficient funding:

= sefting financial defegalions;

*  recehwving proposed annuad funding figures and budgets from the Ombudsman and
using the process staled in EWOV"s Conshitidion lo af the annual funding figure and
budget for sach year, and

*  recehing any proposed amendment to a budget from the Ombudsman and deciding
under EWO\s Constifution whether o approve it

owerseeng EWOV Limited's systems for nsk management, auditing and legal
compliance,

appointing and teminating the appointment of the Ombudsman;

The Boand can also appoint and lerminate the appainiment of an Acting Omibudsman.
determining policies for the management of the EWOV scheme;

For example, hese may include policies about:

& Oivacy,

*  pocupaional heallh and Safefy;

*  anti-Fscrinmnation aed harassment,

*  rigk management,

*  re-imbursement of expenses fo our stall, and

*  uge of compaler Sysiems,
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The Bogrd may ssk the Ombudsman fo prepare drafts of these polices.

(i} advising the Ombudsman on allocating resources within the budgets approved by
the Board,

() advising the Ombudsman on promoling the EWOV scheme and preparing our
annual report;

(k)  maintaining the Ombudsman’s independence.

Changing this Charter

The Ombudsman of ihe Board can at any time sugges! a change o this Chaner.

The Ombudsman and the Scard will discuss any suggesied change.

If the Board recommends a change Lo this Charer, it will prepare a resolution 10 make
the change to be voted upon by the EWOV scheme's members at a general meeting of
members.

Before pulting the resolution o the EWOV scheme's members fhe Board must discuss ifs
comments they make.

The Board must give the Ezsental Senvices Comrmizsion @ copy of any proposed resolufion o be
considered by e members in the generl meeling fo vavy this Charler.

If the EWOV scheme’s members pass the resolution for the change at a general meeting
of members in accordance with EWOV's Constitution and any relevant law, the change
will be made to this Charter.
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