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Hardship Policy
For Residential Exempt Customers

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

Introduction & Our Commitment

At Bundaberg Park Village and Midtown Caravan Park, we understand that unexpected events — such as job loss,
illness, family breakdown, or other financial pressures — can make it difficult to keep up with electricity bills. We are
committed to supporting our residential customers through these times in a fair, practical, and respectful way.

This Hardship Policy sets out how we will identify and assist customers experiencing financial hardship with their
energy bills. It applies to all residential exempt customers at both parks and has been developed in accordance with
Condition 26 of the AER Retail Exempt Selling Guideline.

Our approach is firm but fair: We will work with you in good faith if you are genuinely trying to manage your bills. We
expect open communication and reasonable effort on your part in return. This helps us help you sustainably.

This policy works alongside our Family Violence Policy. If family violence is contributing to your financial difficulties,
please let us know — we have additional confidential supports available (see the Family Violence Policy or speak to
staff).

Who Qualifies for Hardship Support?

You may be eligible if you are a residential customer at either park and are experiencing financial hardship — meaning
you want to pay your electricity bill but are temporarily unable to meet the due dates due to circumstances beyond
your immediate control.

Common causes include (but are not limited to):

• Loss or reduction of income (job loss, reduced hours, Centrelink issues)

• Illness, injury, disability, or medical expenses

• Family breakdown, separation, or bereavement

• Unexpected major expenses or emergencies

• Family violence or other personal crisis (see our separate Family Violence Policy)

We assess each situation individually and holistically — we look at your overall circumstances, not just income.
Eligibility is not automatic and depends on your willingness to work with us on a realistic plan.

How to Access Support

Contact the office at your park as soon as you are having difficulty. Early contact gives us more options to help.

Bundaberg Park Village Phone: 07 4155 1969
Email: stay@bundyparkvillage.com.au

Midtown Caravan Park Phone: 07 4152 2768
Email: stay@midtowncaravanpark.com.au

When you contact us, we will:

• Listen to your situation without judgment

• Ask for basic information to understand your circumstances (you can bring a support person)

• Assess your eligibility and discuss options within 10 business days

• Work with you to develop a realistic payment plan if you qualify

What Support We Provide

If you are accepted onto a hardship plan, we will offer the following (while you remain compliant with the agreed plan):
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We will work with you to establish a flexible payment plan that considers your income, essential expenses, and energy
usage. Plans can include weekly, fortnightly or monthly payments via direct debit, Centrepay, or other agreed
methods. Plans are tailored — there is no one-size-fits-all approach.

While you are on an agreed and compliant hardship plan we will:

• Waive any late payment fees that would otherwise apply

• Protect your electricity supply from standard disconnection action for arrears (provided you keep to the plan)

• Not require a security deposit or bond

• Not change the plan without your agreement

• Review the plan with you if your circumstances change

We will also refer you to external support where helpful, including financial counselling (National Debt Helpline 1800
007 007), Services Australia, and Queensland concession programs (e.g. Electricity Rebate, Hardship Utility Grant
Scheme).

Your Responsibilities & Good Faith

Hardship support works best when it is a genuine partnership. To stay on the program you are expected to:

• Be honest about your situation and provide reasonable information when asked

• Make the agreed payments on time (or contact us immediately if you cannot)

• Let us know promptly if your circumstances change (income, contact details, etc.)

• Engage with reviews and reasonable requests for information

• Act in good faith — the protections under this policy are for customers who are genuinely trying to resolve their
difficulties

Important: Deliberately misleading us, repeatedly failing to engage, or using the policy to avoid legitimate obligations
without genuine effort may result in removal from the hardship program. In those cases, normal arrears processes
(including possible disconnection after proper notice) may resume.

If You Struggle to Keep to the Plan

We understand that circumstances can change. If you miss a payment or are having trouble keeping to the plan:

Contact us as soon as possible. We will usually try to work with you to adjust the plan rather than remove you
immediately. However, repeated or unexplained non-compliance (for example, two or more missed payments without
contact) may lead to removal from the program after we have attempted to contact you.

If you are removed from the program, you will be given clear reasons and information about what happens next
(including any rights to re-apply once issues are resolved).

Family Violence & Hardship

If family violence is affecting your ability to pay your energy bills, please tell us. We have a separate Family Violence
Policy that provides additional confidential protections, including the ability to flag your account, use a preferred
contact method, waive late fees, and avoid disconnection in certain circumstances — even outside a formal hardship
plan.

You can access support under either or both policies. Staff are trained to handle these situations sensitively and
confidentially. Ask for a copy of the Family Violence Policy or speak to the office.

Completing the Program

Most customers stay on a hardship plan for 3–12 months, depending on their situation. We aim to help you get back
on track and build sustainable payment habits.

When your account is in a stable position and you have demonstrated consistent payments for a reasonable period
(typically at least 3–6 months), we will discuss graduating you from the formal program while continuing light-touch
support if needed.

Quick Summary – What You Can Expect

If you contact us about hardship, we will: What we ask of you:
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• Listen and assess your situation fairly
• Offer a tailored payment plan if eligible
• Waive late fees while you comply
• Protect supply while you keep to the plan
• Refer you to extra help (counselling, concessions)
• Review the plan if circumstances change

• Be honest and provide reasonable information
• Make agreed payments on time (or contact us early if you can't)
• Update us on changes to your situation
• Engage with the process in good faith
• Let us know if the plan isn't working

Policy Version: 1.0 | Effective: 1 July 2026
This policy applies to both Bundaberg Park Village and Midtown Caravan Park. It will be reviewed at least annually or when the AER updates
Condition 26 or the template.

This document is for general guidance and does not constitute legal advice. For questions about this policy or to apply for support, please
contact the office at your park.

© Radius Real Estate Pty Ltd 2026. This policy has been developed to meet the requirements of Condition 26 of the AER Retail Exempt
Selling Guideline.


