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Family Violence Policy
For Exempt Customers (Residential & Small Business)

Bundaberg Park Village & Midtown Caravan Park

Radius Real Estate Pty Ltd (ACN 637 418 994) as trustee for Bundaberg Trust
20 Childers Road, Kensington QLD 4670

■ If you are in immediate danger, call emergency services on 000 (Triple Zero)

Introduction & Our Commitment

At Bundaberg Park Village and Midtown Caravan Park, we recognise that essential services like energy can be
misused by perpetrators of family violence to cause harm — for example, by limiting access to heating or
cooling, controlling bills, or creating debt as a form of abuse. We have a critical role in supporting customers
affected by family violence and reducing this harm.

This policy sets out how we will support affected exempt customers (residential and small business customers
who may be affected by family violence) in a way that prioritises your safety, protects your privacy, and provides
practical assistance with energy bills and account management. It applies to all customers at our caravan parks
who purchase energy from us as an exempt seller under the Retail Exempt Selling Guideline.

We have developed, and will maintain and comply with, this plain English family violence policy in accordance
with Condition 27 of the AER Retail Exempt Selling Guideline (as in force from 1 January 2026), the AER's
Family Violence Guidance for Exempt Sellers, and the AER's Exempt Seller Family Violence Policy Template
(version 1).

Our core commitments: We will always put your safety first. We will take disclosures of family violence
seriously and respond with empathy, respect and strict confidentiality. We support customers who identify as
being affected by family violence without requiring proof or evidence as a precondition, and we will not impose
unreasonable conditions on accessing support. These protections are provided in good faith for genuine
situations. Deliberately false or misleading disclosures made to obtain an improper financial or other advantage
may constitute a breach of your site agreement or residency obligations and will be dealt with accordingly.

What is Family Violence?

Family violence is when someone in a family, domestic, intimate or family-like relationship:

• is violent or threatening

• coerces or controls you

• tries to make you feel unsafe

Family violence can include, but is not limited to:

• Financial abuse — controlling money, accruing debt in your name, taking away financial independence, or
refusing to contribute to living expenses (including energy bills).

• Emotional or psychological abuse — manipulation, intimidation, or behaviours that undermine you or
make you feel controlled.

• Physical abuse — intentionally using physical force against you, another person, or an animal.

• Sexual abuse — any forced, unwanted or exploitative sexual activity.

• Social abuse — isolating you from family, friends or culture.

• Elder abuse — single or repeated acts (including threats or failure to act) that result in harm or distress to
an older person, often involving a power imbalance or expectation of trust.
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• Spiritual abuse — ridiculing or preventing you from participating in religious or spiritual beliefs and
practices.

• Cultural abuse — using your cultural identity to inflict suffering or as a means of control.

Coercive control describes the pattern of abusive behaviours used to dominate, manipulate and entrap
victim-survivors, closing off options for safety and support. Family violence can be cyclical and has long-term
physical and psychological impacts. Children and young people can also be affected directly or indirectly.

Family violence affects members of all communities. Because of institutionalised systems of power, it can be
more likely for people experiencing other forms of discrimination (including First Nations people, people with
disability or chronic health conditions, culturally and linguistically diverse people, recently arrived migrants, and
LGBTIQA+ people).

How We Will Support You If You Are Affected by Family Violence

Disclosures of family violence will be handled on a case-by-case basis. You do not need to make an explicit
declaration such as “I am affected by family violence”. We will actively listen for disclosures in all conversations
and offer appropriate support promptly. We will engage with empathy and respect and take disclosures
seriously.

It is not our role to provide crisis support or to identify or hold perpetrators to account. We will also consider the
safety of our staff.

Standardised Protections We Provide (per AER Template)

If you tell us that you are affected by family violence, we will take extra precautions with your energy-related
information. We will only discuss your energy contract or energy bills with you, or someone you choose to
communicate with us.

We will not ask you to give us evidence that you are affected by family violence before we can help you. We will
not ask you to repeatedly disclose your personal circumstances.

Preferred Method of Communication

We will request your preferred form of communication and we will only use that form of communication to talk to
you about your energy account. If we cannot use your preferred form, we will offer other ways to communicate
with you.

Your preferred method may be email, phone (at certain times/days), post to a PO Box, or communication solely
through a nominated support person. We will record your preference on your file and check it before every
contact. You can update it at any time.

You can nominate a support person (family member, friend, financial counsellor, social worker, or someone who
helps you manage bills). We will only communicate with them if you give us permission and their contact details.
We will verify their identity to ensure it is not the perpetrator. If we become aware of attempted contact by a
perpetrator, we will let you know if it is safe to do so.

Account Flagging & Secure Processes

With your permission, we will ‘flag’ your energy account (using a discrete numerical, alphabetical code or symbol
on your paper or digital file) so that relevant staff know to take extra precautions and engage you via your
preferred method — without you needing to repeat your situation. The meaning of the flag is on a need-to-know
basis only. If you are a joint account holder with the perpetrator, we will ensure they are not made aware of the
flag.

Your energy account information will be kept confidential and secure. Paper files are stored in locked
cabinets/drawers. Digital files are on password-protected computers with access restricted to staff who need it
to perform services related to your energy account. We may use additional protections such as PINs or security
questions known only to you.

We will not disclose or provide access to your affected exempt customer information (anything that could identify,
communicate with, or locate you, including contact details, whereabouts, or financial/personal circumstances
related to your energy account) to any other person without your consent, unless required by law. This includes
not sharing with joint account holders or perpetrators.
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Support If You Are Having Trouble Paying Your Energy Bills

Family violence can have serious long-term financial impacts, including through financial abuse (e.g., accounts
put in your name without consent, refusal to contribute to bills, excessive energy use to accrue debt, or
damaging credit). We will take this into account.

We will waive any late payment fees associated with your energy debt.

We will take into account the potential impact of debt recovery action on you (including whether other persons
are jointly or severally responsible for the debt) before transferring any debt to a third-party debt collector. Debt
recovery is a last resort. We may choose not to commence or transfer debt recovery action where family
violence has been disclosed, especially for joint accounts, to avoid disadvantaging you or putting you at further
risk.

We will work with you to set up a payment plan suited to your circumstances and refer you to our hardship policy
(where applicable to your exemption class) and other supports.

Disconnection Protections

Subject to the Guideline, we will not disconnect or de-energise your energy supply if:

• the de-energisation will impact your safety

• other persons are jointly or severally responsible for the relevant non-payment, or

• the non-payment is a result of financial abuse.

Before any disconnection, we will sensitively check (when safe to do so) whether these circumstances apply. If
we cannot confirm they do not apply, we will not disconnect.

When We Will Offer You This Policy & Support

We will offer to provide you with a copy of this family violence policy, and information about the assistance
available if you are affected by family violence and the process to seek it:

• At the start of your tenancy/residency/site agreement

• Upon your request at any time

• When you inform us you are experiencing payment difficulties

• When a disclosure of family violence occurs (respecting your decision if you decline)

• When this policy is first established or updated

This policy (and any updates) will also be available in site offices and communal areas where appropriate, and
on request.

Support Services & Referrals

We will provide you with information about the impact of family violence and refer you to appropriate support
services. Here are key national and Queensland services:

Service Contact Details

Emergency 000 Immediate danger – Police, Ambulance, Fire

1800RESPECT (National) 1800 737 732
Text: 0458 737 732

24/7 confidential counselling, information & support for domestic,
family & sexual violence. Online chat & video at
www.1800respect.org.au

DVConnect Womensline (QLD) 1800 811 811 24/7 free confidential support for women & children in QLD
experiencing DFV. www.dvconnect.org/womensline

DVConnect Mensline (QLD) 1800 600 636 Support for men in QLD who are using or experiencing DFV
(9am–midnight). www.dvconnect.org/mensline

National Debt Helpline 1800 007 007 Free financial counselling & debt advice. www.ndh.org.au
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We can also assist you to connect with local Bundaberg region support services where appropriate. Please ask
any staff member.

Staff Training, Awareness & Implementation

All staff and any person acting on our behalf (including contractors or agents) who engages with exempt
customers must review this policy and act in accordance with Condition 27 obligations. We incorporate this into
onboarding and refresher training. We maintain secure processes for identifying flagged accounts, recording
preferred communication methods, and protecting information.

We are committed to Safety by Design principles in our systems and processes to help keep customer
information safe.

Quick Reference Guide for Customers

You can expect us to:

✓ Develop and comply with this family violence policy (including referrals to support services)

✓ Offer you a copy of this policy and explain available assistance at the start of your residency/tenancy, upon
request, or when you disclose payment difficulties or family violence

✓ Ask for and use only your preferred method of communication

✓ With your agreement, discreetly flag your account so staff take extra precautions

✓ Keep your energy-related information secure and confidential (password-protected systems, locked
storage, restricted access)

✓ Waive late payment fees associated with your energy debt if affected by family violence

✓ Consider the impact of family violence/financial abuse before any debt recovery or disconnection action

We will NOT:

✗ Ask you for evidence or proof of family violence (e.g. police report) as a condition of support

✗ Share your energy-related information with anyone (including joint account holders) unless you give
permission or we are required by law

✗ Disconnect your energy supply if it would impact your safety, if others are responsible for payment, or if
non-payment results from financial abuse

✗ Impose unreasonable conditions (e.g. one-off payments, third-party representation, or on-time payment
requirements) before providing support

Contact Us

If you wish to disclose family violence, update your communication preferences, request a copy of this policy, or
discuss support with your energy account, please speak to any staff member at the park office, call us, or write
to us. We will respond promptly and sensitively.

Bundaberg Park Village
20 Childers Road, Kensington QLD 4670
Phone: 07 4155 1969 | Email: stay@bundyparkvillage.com.au

Midtown Caravan Park
Bundaberg, Queensland
Phone: 07 4152 2768 | Email: stay@midtowncaravanpark.com.au

Office hours apply. For after-hours emergencies, please call the relevant park number above or 000 if in
immediate danger.

Policy Version: 1.0 | Effective: 1 July 2026
This policy will be reviewed at least annually or following any update to the AER Retail Exempt Selling Guideline, Condition 27, or the
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AER template.

This document is for general guidance and does not constitute legal advice. Definitive interpretation of the Guideline and legislation is
a matter for the Courts. For inquiries about this policy, please contact park management.

© Radius Real Estate Pty Ltd 2026. This policy incorporates standardised statements from the AER Exempt Seller Family Violence
Policy Template (version 1) and is consistent with the AER Family Violence Guidance for Exempt Sellers (December 2025).


