Privacy Policy
Pooled Energy Pty Ltd (Pooled Energy) is an electricity retailer in the National Electricity Market,
authorised to sell retail electricity in NSW, Queensland, ACT, South Australia and Tasmania. We
are a specialist Energy and Pool Management Company, selling only to swimming pool owners
where we install energy and water chemistry sensors and control systems on the pool and
optimize for these.
Pooled Energy is an integrated electricity retailer and pool automation system and services
provider. We supply and sell electricity and related services together with pool services, to
households and businesses, and therefore collect, hold, use and disclose information for this
purpose.
Pooled Energy is committed to protecting the privacy of our customers, our business contacts
and our employees. During the collation and handling of personal information, we are bounded
by the Australian Privacy Principles (APPs) contained within Schedule 1 of the Privacy Act
(1998). This is an Australian law which regulates the handling of personal information about
individuals. This includes the collection, use, storage and disclosure of personal information,
and access to and correction of that information. All references to ‘we’, ‘us’, and ‘our’ in this
Privacy Policy refer to Pooled Energy Pty Ltd.

Collection of Personal Information
We collect and hold a range of personal information that is reasonably necessary for the
purpose of supply customers with our services and products. The kind of personal information
we collect for this purpose may include your:
•

Name

•

Contact information - Including your address and telephone numbers) and your
particular requirements for our services and products.

•

Whether you are a residential or business customer - in the case of business customers,
Pooled Energy Pty Ltd may also collect the name, title and contact details of a contact
person in your business.

•

National Meter Identifier (NMI) – A NMI is an identification number that helps us to
identify your particular meter.

•

NMI address - the meter location which may be the same as your personal address.

Pooled Energy is committed to doing all things reasonably necessary so that your information
we hold is accurate, up-to-date, complete and relevant. It is necessary for us to collect your
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personal details so that we can provide you with our services or products. However, if it is
practicable and lawful for us to do so, we will give you the option of dealing with us
anonymously or through the use of a pseudonym.
Generally, we will not collect sensitive information about you, such as details of your race,
political beliefs, religion or health. We may however, collect some health information in certain
circumstances. For instance, we may need to collect your health information if you use
particular health-related appliances in your household such as life support equipment. We will
only collect and use health information for these purposes where you have provided your
consent.
Occasionally, we also collect, use and disclose personal credit information about our customers.
For more information about how we handle this information, refer to our Credit Reporting Policy
which forms part of our Privacy Policy.
How does Pooled Energy collect personal information?
Direct
We generally collect your personal information directly from you. For example, we may collect
personal information about you when you deal with us over the telephone, send us
correspondence (whether by letter or email) or when you complete a form on our website. If we
do not obtain the information requested, we may not be able to provide you with the products or
services requested.
Indirect
There may be occasions when we need to obtain personal information about you from a third
party. This may include obtaining information relating to you from a credit reporting agency or
from a publically maintained report, builders and real estate agents for notification of new
occupants and tenants who are using energy, through promotional means (i.e our website or
events you may have attended) or directly from your energy distributor.
If we collect information from you by any of the above means, including where a third party
provided us with the information we have not asked for, we will destroy or de-identify the
information unless we would have collated the information under the APPs. If you provide
personal information to us about someone else (such as one of your employees, service
providers, or members of your household) you must be entitled to disclose that information to us
and make sure that we are entitled to collect it. You should let the person know that they can
access this Privacy Policy on our website or by calling us using the contact details set out
below. If the information you are providing to us is sensitive, you will need to obtain the consent
of the person to whom it relates to before you provide it to us.
Online Collection
Please be aware that information transmitted over the internet is not secure, particularly where
no encryption is used (e.g. email, standard HTTP web pages). We are only required to protect
the security of personal information once it is in our possession. If you are concerned about
transmitting your personal information over the internet, you can contact us by telephone or
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post. However, during our business activities, we may send information within our company, to
and within our related companies, or to third parties, including over the internet.
Our website or online services may provide links to third party websites or services. We are not
responsible for the privacy policies or practices of those sites or services, and suggest you
obtain a copy of their published policies for your reference.

Use and Disclosure of Personal Information
How does Pooled Energy use your personal information?
We use your personal information to effectively conduct our business, including to:
•

Verify your identity and personal information

•

Supply our customers with our products and services

•

Safely access and work at a customer site

•

Provide regular, detailed bills

•

Process payments, collect debts, and provide any refunds due

•

Understand our customers’ energy and pool usage and their future needs of these

•

Analyse energy use, system performance and reliability

•

Manage and provide maintenance of our system

•

Test and develop upgrades and improvements to our system

•

Improve and optimise our products and services

•

Maintain and update our records, and complete administrative tasks

•

Communicate with our customers

•

Inform you of other products and services available

•

Manage our relationships with our suppliers and other stakeholders

•

Assess your application for potential employment, conduct background checks, and
consider and contact you regarding current, future or other positions

•

Comply with our legal obligations

How does Pooled Energy store your personal information?
We take reasonable steps so that personal information held by us is secure from such risks as
loss and interference, unauthorised access, destruction, use, modification or disclosure. Our IT
systems are password protected and we use firewalls and encryptions (security measures for
the internet). We also maintain physical security over our paper files, data stores and premises.

20180711EPRI – Privacy Policy July 2018

3

Access to personal information is restricted to our authorised personnel, who need to access
those records as part of their job.
We take reasonable steps to destroy or de-identify personal information that we no longer need.
Who does Pooled Energy disclose your personal information to?
We collect, hold, use and disclose personal information for the purpose of providing you with
services and products you have requested. To carry out those purposes, we may need to use
and disclose personal information to establish and maintain any necessary records, credit
checks, invoicing and billing systems, debt recovery or to assist our organisation in the
development of new and better services. We will use your personal information only for the
purpose for which it was collected, unless we have your consent or the different use is permitted
under the APPs
To enable us to conduct our business activities, we may disclose your personal information to
others, specifically our:
•

Employees and contractors, and those within our related businesses

•

Suppliers

•

Billing services provider

•

Bank

•

Your energy distributor, and/or previous energy distributor and/or previous retailer

•

Suppliers of potential employment related services (e.g. background check providers,
law enforcement agencies, professional and trade associations)

•

Government Agencies

•

Credit Agency

•

Collections Agency

We take reasonable steps to ensure that these third parties are bound by privacy obligations in
relation to your personal information.
We may also use and disclose your personal information where required or permitted by law
(e.g. to a law enforcement agency, government and regulatory authorities, or an industry
ombudsman).
We may share your aggregated and anonymous information in a variety of ways, including to
publish trends about energy use and conservation, to help utilities provide demand-response
services, to provide data to Government and industry bodies, and to improve our integrated pool
system. We have taken steps to ensure that the information is not personally identifiable, and
we require any individual or business we share this information with to keep all information in its
anonymous form. Pooled Energy will not disclose your personal information to any overseas
recipients.
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Integrity, Access to and Correction of Personal Information
We endeavour to ensure that the personal information we hold about you is correct. IF you
believe that personal information about you is inaccurate, incomplete, out of date, irrelevant or
misleading, please provide us with your request for correction.
Under the Privacy Act, you have a right to seek access to information which we hold about you.
If you wish to access the personal information that we hold about you, please contact us so we
can explain how we will handle your access request. Once we have verified your identity, we
would generally provide you with a summary of the information held about you. For legal and
administrative reasons, we may also store records containing personal information in our
archives.
Please note that in some circumstances we may need to limit your access, particularly if that
access would disclose personal information about another person, would disclose commercially
sensitive information, or be unlawful.
You can tell us if you do not consent to receive Pooled Energy products and services marketing
offers by contacting us at the. Our contact details are in this Policy in the ‘How to Contact Us’
section.

Complaints with regard to Privacy
Should you have any concerns or complaints about the way we have handled your personal
information, please write to us at the postal address below providing details of the situation or
incident. We will investigate your concern or complaint, endeavour to resolve it, and respond to
you in writing within 30 days.
If you are dissatisfied with the outcome of our investigation, you may take your privacy-related
complaint to the Energy and Water Ombudsman (EWON) and/or the Office of the Australian
Information Commissioner (OAIC). EWON offers a free dispute resolution service for NSW
electricity customers. You can contact EWON by phone on 1800 2746 545 or by emailing
omb@ewon.com.au
For information on making a complaint to OAIC, please visit the OAIC’s website http:///
www.oaic.gov.au/privacy/making-a-privacy-complaint or phone 1300 363 92

Credit Reporting Policy
From time to time, we may request credit reports from credit reporting bodies. These reports
contain information which help us assess your application for credit with us, including
information about your credit history with other credit providers.
Credit reports are designed to assist credit providers to accurately assess an individual's ability
to repay credit.
Pooled Energy may request a report from a credit reporting body, by providing information to the
credit agency that identifies you.
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We disclose information to the following body:
Veda Advantage Information Services & Solutions Limited (VISS)
Website:

www.veda.com.au

This agency are required to have a policy detailing how they will manage your personal
information. You can contact them directly on the details above to find out more about how they
manage your information.

Changes to this Privacy Policy
From time to time this Privacy Policy may be updated, and you should refer to our website for
the most up to date version. A downloadable PDF copy of our Privacy Policy is located on our
website and can be viewed at www.pooledenergy.com/ourpolicies

How to Contact Us
If you have any ques.ons about how we handle your personal informa.on, would like a copy of this
Privacy Policy sent to you, would like to change your contact preferences, or need any further
informa.on, please contact us by:
Telephone:

1300 364 703

Post:

PO Box 652 NORTHBRIDGE NSW 2063

Email:

info@pooledenergy.com.au

Website:

pooledenergy.com.au
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