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About Self Service 

We’re making our services easier for you access online 24/7. 

What’s services are available? 

There are a number of services available without logging in, however some specialised services for 
privacy, require more information from you before you can access. 

Without logging in, you can: 
• Let us know if you’ve lost power 
• Report a faulty street light, trees growing in powerlines or graffiti/vandalism 
• Check the status of your request with us (e.g. Electrical Work Request or 

Connection Application) 
 
After logging in, you can: 

• Let us know if you’ve lost power 
• Report a faulty street light, trees growing in powerlines or graffiti/vandalism 
• Check the status of your request with us (e.g. Electrical Work Request or Connection 

Application) 
• Submit a Positive Payback initiative 
• Submit a Connection Application  

 
After logging in and adding your address/NMI in the My Profile area, you can: 

• Let us know if you’ve lost power 
• Report a faulty street light, trees growing in powerlines or graffiti/vandalism 
• Check the status of your request with us (e.g. Electrical Work Request or Connection 

Application) 
• Submit a Positive Payback initiative 
• Submit a Connection Application  
• Complete a self-meter read 
• Subscribe for notifications such as unplanned outages, planned outages, meter 

read (if dogs onsite) and know when our crews are on the way for certain 
request types. 

• Update dog details 
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Registering for Self Service 

1. There are two ways to access Self Service on the Energex website:  

 

a) Click on the Self Service menu heading 

 

 

b) Click on LOGIN in the black toolbar and select Customer Self Service from 
the drop-down list. 

 

 

 

2. Click the Login name/icon in the top right of the screen. 

 

3. A new window will open, select Register now. 

 

HOMF (ONTRACTORS K.. SFRVICF PROVIOFRS AROlJT IJS (ONT ACT IJS Q, LOGIN • 

Power Outages Safety Control Your Energy Our Services :: Self Service 

HOMF CONTRACTORS i.. SFRVICF PROVIOFRS 1\ROlJT !JS (ON TACT lJS Q, LOGIN • 

Power Outages Safety 

Q 

Customer· Self Service 

Electrical Partners Portal 

Retailers Portal 

Login 8 

Username • 

EQ..rgotu sernam~? 

Password • 

Login 

LOGIN 

Don't have an account? 

~~ 

LOGIN~ 

------

Control Your Energy Our Services :: Self Service 

https://www.energex.com.au/


 

 Customer Self Service User Guide 3 

 

4. Complete the security code as it appears, click Next. 

5. Complete all details in the registration form, then click Register at the bottom of the 
form. 

6. You will receive the below message when you have completed registration.  

An email will also be sent to the email you used to register when you have 
completed registration. 

 

7. Open the email sent (be sure to check you junk/spam folder) and click on the link to 
activate your registration. 
 

 

Registration 

Thank you for registering 

Check your email 

• We have sent an email to your registered email address 

• If you did not receive our email, please check your j unk or spam folder 

• Click the link in the email to confirm your registration details 

Didn't receive our email? 

• Check your email account's junk or spam folder 

• Still didn't receive the email? Please try again to ensure your email address is correct. If you are 

still experiencing issues, p lease call us for assistance on 13 12 53. 
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Logging into Self Service 

1. Click Login and enter your Username and Password. 
 

 
 
 
 

 
 
 

HOME CONTRACTORS & SERVICE PROVIDERS ABOUT US CONTACT US 

Login 8 

Welcome to Self Service 

We' re making it easier for you with our 24/ 7 online services. 

We 111re committed to protectini: your privacy. When you request a service from us, su,,:h as supply of e lec1rkit'/, we m111y collec t inform111tio n about you. Your info rmation wi ll be used and disclosed as set out in our~~ 

Self-Meter Read 

lf we visited you r property and left a ca rd as access to your meter was 

restricted or unavailable, submit a se lf-meter read. 

SUBM IT YOUR SELF-METER READING 

Login 

Username • 

Password • 

LOGIN 

Don 't have an account? 

Report a Problem 

No power 
Faulty street 

light 
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Resetting your Password 

If you have forgotten your password, you can reset this online, any time. 

 

1. From the Login screen click on Forgot password? 

 
 

2. Enter the email address you registered with and click Submit. 
 

 
 

3. Check your email (including your junk/spam folder): 

We will send you an email to your registered email address. Look for a message with 
the subject: Reset your details. 

The email will contain your username and a link to reset your password. Click the link 
and follow the steps to reset your password. 

 

 
 
 
 
 

Login 

Username • 

£Qrgot usernam e? 

Password • 

LOGIN 

Forgot username or password 

To retrieve your usemameor password information, please enter the email address you used to 

register and cl ick Submit. A,, email will be sent to your reg.i:.1ered email a<!<!ress with instrm;tions on 

how lo retrieve your usemame or password. 

Email address • 

SUBMIT 
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Resetting your Username 

 
If you have forgotten your username, you can reset this online, any time. 

 

1. From the Login screen select Forgot username? 

 
 

2. Enter the email address you registered with and click Submit. 
 

 
 

3. Check your email (including your junk/spam folder). 

We will send you an email to your registered email address. Look for a message with 
the subject: Reset your details. 

Click the link and follow the steps to reset your username. 
 
 

Login 

Username • 

Forgot username? 

Password • 

LOGIN 

Forgot username or password 

To retrieve your u.semameor pas5,word infonnation, please enter the email addre5,5 you u.sed to 

register and click Subrnit. tu, email will be sent.to your registered enn~il address with instru,tions on 
how lo retrieve yourusemame or password. 

Email address • 

SUBMIT 
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Updating My Profile 

All your portal information can be found in the My Profile section. 

Once logged in, you can view and update the following: 

• Registration details  
o Information consists of: 

 Username 

 First and last name 

 Mobile phone number 

 Email address 

 Password 

o Note: Notifications are sent using the information in this section 

• Contact details  
o Option to add an alternate contact number 

• My NMIs 
o Add your National Metering Identifier (NMI) to complete self-meter reads, manage 

notifications and update your dog details. 

• Manage Notifications 
o Subscribe/unsubscribe for notifications such as unplanned outages, planned outages, 

meter read (if dogs onsite) and find out when crews are on their way for certain 
request types. 

o This service will be available once you have added a NMI. 

• Postal address 

 

To access My Profile: 

 

1. On the Self Service webpage click on Login and enter your Username and Password. 
If you are not a registered user of Self Service, you will need to set up your profile by 
clicking Register Now from the Login screen. 

 

 

HOME CONTRACTORS & SERVICE PROVIDERS ABOUT US CONTACT US 

Login 8 

Welcome to Self Service 
We' re making i t easier fo r you w it h our 24/7 online services. 

We are committed to proted ing your privacy. When you request 3 seJVk e from us, such as supply of electricity, we may collec t information about you. Your info rmation will be used and disclosed as set out in our Privilgr Statement. 

Self-Meter Read 

lf we visited you r property and left a ca rd as access to your meter was 

rest ricted or unavailable, su bmit a self-meter read. 

SUBMIT YOUR SELF-METER READI NG 

Report a Problem 

No power 
Faulty street 

light 
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2. Once logged in, click on Welcome and select My Profile from the drop down. 

 

 

3. Update any of the applicable areas on the My Profile screen. To leave this screen, 
you will need to click on Cancel.  

 
 

Welcome Ben 8 

My Profile ---

Welcome to Self Service Application Summary 

Help 

We' re making it easie r for you with our 24/7 on line services. 

w~ • •~ committed to protcctinJ your privacy. l'l'IM:n you requ~•t • """""' from us, such •• wpply of ~lectricity, wo, may collect inlonn.-tOOO about yoo. YO<Jr inlom,ation ~ .I bo u>N"' 

Self-Meter Read 

lf we visited your property and left a card as access to your meter was 

restricted or unavailable, subm it a self-meter read. 

SUBMIT YOUR SELF-METER READING 

My Profile 

Registration Details 

Usemame 

First name 

Joe 

Em■il addren 

Mobile number 

O Note 

j oecit izen 

La.st name 

Cit izen 

joecit izen@fakema il.com.au 

0400000000 

Notifications are set up on tl\Ee mobile number and/or email 

address shown above. To update this information, selECt UPDATE 

DETAILS/ PASSWO~D. 

UPDATE DETAJLS/PASSWORD 

Having trouble updating your details? Check you are using the late.st 

browser ve~ion or try a different browsu. 

MyNMls @ @Add a NMI 

Report a Problem 

No power 

other Contact Details 

Phone Number @ 

Signoot 

Faulty street 

light 

Notific.ation.s a re not sent to this phone number. Check the mobile 

number under REgis.tution Deb ils iscorrec.t. io upditte th• mobile 

number, select UPDATE OET LS/ PASSWORD. 

Are you the l!ledrlcity account holder? (e.,. Is your name on the 

eltttrlclty bill?) 

• Yes No 

Add a National Mvtering ldentifi er (NMI) to complete Hlf-meter re.ads, managv notifiutions and u pdate your dog debils. 

NMI NMI nickname 

Postal addrl!Ss 

Country 

AUSTRALIA 

Street Address 

3 Selinda St 

Suburb 

~pley 

Next scheduled t) 
re:addate 

CANCEL 

MANAGE NOTIFICATIONS 

State 

Queensland 

Postcode 

4034 

SAVE DETAJLS 
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Add a NMI/Address to Access Services 

To submit a self-meter read, update dog details and subscribe for notifications, a 
National Metering Identifier (NMI) / address must be added in the My Profile section first. This 
is to meet our privacy requirements as the information relates to a specific address. 

The NMI can be found on your electricity bill or by contacting your retailer. 

 

How to Add a NMI in My Profile: 

 

1. On the Self Service webpage click on Login and enter your Username and Password. 
If you are not a registered user of Self Service, you will need to set up your profile by 
clicking Register Now from the Login screen. 

 

 

2. Once logged in, click on Welcome and select My Profile from the drop down. 

 

 

 

 

 

 

HOME CONTRACTORS & SERVICE PROVIDERS ABOUT US CONTACT US 

Login 8 

Welcome to Self Service 
We' re making it easier for you w ith our 24/ 7 online services. 

We aire committed to protectin1: your privaicy. When you request a service from us, such as supply of e lectric it'/, we maiy collec t informaition about you. Your info rmation will be used and disclosed as set out in our~~ 

Self-Meter Read 

If we visited you r property and left a ca rd as access to you r meter was 

rest ricted or unavailab le, su bmit a self-meter read. 

SUBMIT YOUR SELF~METER READI NG 

Welcome to Self Service 
We're making it easier for you w it h our 24/7 online services. 

Report a Problem 

No power 

Welcome Ben 8 

My Profile 

Al erts 

AppliLltion Summary 

Help 

We are committed to protedin1your~iwcy. l'>'hc,nyou rcq uc>t a >ervicc from u>, wch u ,upply ofd« uicity, = mll'f co ll« t inlonnation aOO\Jt you, Your inlonnationv ll bc u>ed a, 

Self-Meter Read 

lfwe visi ted you r p roperty and left a card as access to your meter was 

restricted or unava ilable,submit a self-meter read. 

SUBMITYOUR SELF-METER READI NG 

Report a Probler , 

No power 

Sign out 

Faulty street 

hght 

Faulty street 

light 

--
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3. Scroll down to the My NMIs section and click on Add a NMI. 

 

 

4. Complete the fields exactly as they appear on your latest electricity bill. Please use 

the blue help  icons for assistance. 

 

 

 

 

 

MyNMls f) 0 .Ml!.i!l!M1 

Add a National Metering Ident ifier {NM I) to complete self-meter reads, manage not ifications and update your dog detai ls. 

NMI NMI nickname Next scheduled f) 
read date 

AddaNMI 

National Metering Identifier (NMI) Details and Verification 

MANAGE NOTIFICATIONS 

aose X 

By adding a NMI to your profile you will be able to complete self-meter reads, manage notifications 

(including power outages) and update your dog details. 

You will need to complete t h• b<low fi• lds ,xactly as they appear on your latest electricity bill. 

Name - exactly as i t appears on bill • 0 

NMI · O NMI nickname • 0 

Postal Address O 
Address line las It appears on bill 

Suburb ft State • Postcode • 

Queensland 

By submitting this request to add a NMI to your account you confirm that you are either t he account 

holder for this NMI, or you are authorised by the account holder of this NMI, to take this action. 

SUBMIT 
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If the information entered does not match the customer details provided by your electricity 
retailer, you will have the option to complete the second validation screen. 

 

 
 
 
 
 

Call us for assistance 

If you are having trouble adding a NMI / address in Self Service, please call 13 12 53, Monday to Friday, 
7am to 5:30pm, for assistance.  

AddaNMI 

Close X 

National Metering Identifier (NMI) Details and Verification 

By adding a NMI to your profi le you will be able to complete se1f4 meter reads, manage notifications 
(including power outages) and update your dog details. 

You will need to complete the below fields exactly as they appear on your latest electricity bill. 

NMI • @ NMI nickname • O 

Meter number 

Enter ANY meter number as it appears on bill • @ 

By submitting th is request to add a NMI to your account you confirm that y ou are either the account 

holder for this NMI, or you are authorised by the account holder of this NMI, to take this actio n. 

0 Customer details do not match 

The information entered does not match the customer details provided by your electricity 

retailer on your bill. 

SUBMIT 
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5. Once your NMI / address is added successfully, if will appear under My NMIs. You can add as 
many NMIs as required. 

 
 
 
 
 
 
 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 

MyNMls @ (±}AddaNMI Have a unigue code? @ 

Add a National Met ering Identifier {N Ml) to complete self-meter reads, manage notif icat ions and update your dog details. 

NMI NMI nickname 

***1234 My place 

Next scheduled @ 
read date 

Jul 8 Change nickname Vie w meter details 

MANAGE NOTIFICATIONS 

Delete 
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Subscribing for Notifications  

Once you have registered to Self Service, you can add your National Metering Identifier (NMI) 
/ address in My Profile to access notifications.  

Once added, Manage Notifications will be able available for you to subscribe to receive the 
following notifications: 

• Unplanned outages 

o We’ll let you know when the power is out in your area. 

• Planned outages 

o You’ll receive notifications prior to the planned outage, the morning of the 
outage and if it’s cancelled. 

• Meter read (if dogs onsite) 

o If you have dogs at your address, you’ll receive a notification 24 hours before 
your scheduled meter read so you can ensure dogs are properly restrained.  

• Our crews are on their way 

o On certain job types, we’ll let you know when crews are on the way. 

You can find out more on notifications at www.energex.com.au/managenotifications   

 

How to subscribe/unsubscribe for notifications:  

1. On the Self Service webpage click on Login and enter your Username and Password. 
If you are not a registered user of Self Service, you will need to set up your profile by 
clicking Register Now from the Login screen. 

 

 

 

 

 

 

 

 

 

Login 8 

Welcome to Self Service 
We're making it easier for you w ith our 24/7 online services. 

W,e ar<e co mm itt<ed to prot<ectiniyo11r privacy. Wh,,nyou •~ 11,est a s<ervk ,e from 11, , "-l ch a. , up ply of <el<e<:t ric: ity, Wf! may co llM t information about you . Yo ur inlomia tion will I,,,, u"'d and di«:los..d as "'1: out in o ur~~ 

Self-Meter Read 

lf we visited your property and left a ca rd as access to your meter was 

restricted or unava ila ble, submit a self-meter read. 

SU SMIT YOUR SELF-METER READI NG 

Report a Problem 

No power 
Faulty street 

hght 

http://www.energex.com.au/managenotifications
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2. Once logged in, click on Welcome and select My Profile from the drop down. 

 

 

3. Scroll down to the My NMIs section and click on Add a NMI. 

 

 

4. Refer to the Add a NMI section for instructions. 

 

5. Once a NMI / address has been added, you can now click on Manage Notifications. You can 
subscribe or unsubscribe for notifications on the listed services by checking or unchecking the 
notification options to suit your preferences. 

 

~ gex 

Welcome to Self Service 
We're making it eas ier for you wit h our 24/7 on li ne services. 

W< orecomm;tt«lto prot<ctin1yoorpfivacy.Whenyoo roq ue,t • service from u,, w <h a> su pply ole!..:tricily, .,,., moy roll« t informatiOOoboot yw. YourinformatiOO• II be used 0 1 

Self-Meter Read 

lfwe visited your property and left a card as access to your meter was 

restricted or unava ilab le, submit a se lf-meter read. 

MyNMls @ <±)M<l..o..liMl 

Report a Problem 

~--

WelcomeBen 8 

My Profile 

App liu tion Summary 

flelp 

Sigr,out 

Add a National Metering Identifier (NMI) to complete self-meter reads, manage notifications and update your dog details. 

NMI NMI nickname Next scheduled @ 
read date 

MANAGE NOTIFICATIONS 

Manage Notifications 

Notification Details 

Subsc.ribt: or unsubscribe for notifications on the services below. 

The information you provided in My Profile is used to setup your notifications. Check the email 

address and contact number are correct. You c-an update these details in J!!y~ . 

Ema il address 

Mobile number 

My Notifications 

joecitizen@fakemail .com.au 

0400000000 

Check Of uncheck the options below to sui t to your preferences. 

Please note emergency respon~ may affed the accuracy and frequency of outage notifications. 

NMI 

Notification hours 

Notification type 

Notification options 

Nml nickname 

0 7am-7pm 

Email 

My place 

Planned outages 0 
Unplanned outages f) 

@ 24/7 

" 
fil 

fil 

fil 

Meter read (if dog onsite) 0 
Our crews are on their way 0 

SMS 

Can't find the NMI you are looking for? Add a NMI using the information on yourlatest eledricity bill. 

For more information about notifications, visit our Manage Notifications webpage. 

--
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• You can check and uncheck the notification options at any time to suit your preferences. 

• You can check one or all notification types.  

• The Meter read (if dog onsite) notification type is currently available if you have notified us that 
you have dogs. You can update these details within My Profile. 

• You can choose to receive notifications between 7:00am – 7:00pm or 24/7, SMS and/or email. 

• Notifications will be sent to the mobile number and/or email address you have added within 
your MyProfile Registrations Details. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Please note 

While we make best endeavours to provide you with accurate and timely information, due to technical 
and system limitations, there could be times that delayed, inaccurate or multiple notifications are sent. If 
this is not your preference, please unsubscribe anytime via Customer Self Service. 
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Searching ‘Track Service Orders’ 

Using Track Service Orders, you can search and stay up-to-date on the status of a: 

• Electrical Work Request (EWR) 

• Connection Agreement (CX) 

• General Customer Service Request (PTJ) 

• Positive Payback Initiative (IN) 

• Retailer Service Order (B2B) 

 

1. From the Self Service webpage, scroll down to Track Service Orders. 

 
 

2. Select the relevant Service Order from the Type of Service Order drop down: 

 

Track Service Orders 

Type of Service Order • f) 

Electrica l Work Request (EWR) 

Service Order Number • 

SEARCH 

Track Service Orders 

Type of Service Order * G 

Connection application (CX} 
General customer service request (PT J) 
Positive Payback (IN) 
Retailer service order (B2B) 

SEARCH 
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3. Enter your Service Order Number and select Search. 

 
 

4. Your Service Order Number status will then display. 
  

 
 
 

 

Visual indicator of the 
progress of your Service 
Order. 

Your Service Order status and 
description. 

Click to start a new search. 

Track Service Orders 

Type of Service Order • @ 

Electrical Work Request (EWR) V 

Service Order Number • 

SEARCH 

Track Service Orders 

Service Order Number EWR19NEW12345678 

@ ➔ ® ➔ ~ ➔ 0 
✓ COMMENCED ✓ UNDER 3. WORKIN 4 COMPETED 

EVALUATION PROGRESS 

PendingB2B 

The Electrical Work Request (EWR) has been sent to the nominated 

electricty retailer requesting the corresponding service order. If this status 
____ .,. 

is not updated in 48hours please contact your electricty retailer for more 

information. 

NEW SEARCH 
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Submitting a Self-Meter Read 

If we visited your property and left a card as access to your meter was restricted or unavailable, you 
can submit a self-meter read via Self Service. 

You will need to go to My Profile and add a NMI / address before you can access this service. 

 
1. Once you have added your NMI/address in My NMIs under the My Profile section of Self 

Service you can complete your self-meter read online. 

2. On the Self Service webpage, select SUBMIT YOUR SELF-METER READING. 

  
 

3. Select the applicable address for the self-meter read from the drop down. 

  
 

Self-Meter Read 

If we visited you r property and left a card as access to your meter was 

rest ricted or unava ilable, submit a se lf-meter read. 

SUBMIT YOUR SELF-METER READING 

Self-Meter Read 

Address Details 

Where is the meter located? 

MyNMls . 

Select 

Close X 

Can't find the National Meteri ng Identifier (NMI) you are looking fo r? Add a NMI using t he 

info rmation on yo ur latest electricity bil l. 
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4. Enter the reading for each meter register and select SUBMIT: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Some addresses may have more than one register - all registers must be completed before 
clicking on SUBMIT. 

 

5. If you receive the below message, your readings are outside the expected high or low reading 
ranges and you will need to attach a photo or re-enter your reading before submitting. 

 

 
 
 
 
 
 
 

Self-Meter Read 

( Previous 

Address 

Meters and Readings 

Enter yo Jr meter read detail> in the field{s) below, 

Yourreaddetads 

SUBMIT 

Your meter read details are outside the expected 

(high/low) reading range 

Close X 

To complete your self-meter read, p lease check the read details 

are correct. 

If CORRECT · add a photo to submit your reading. 

If NOT CORRECT• en ter the read details again. 

CLOSE 
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6. To add a photo, click on the camera icon and upload a photo. 
 

 
 

7. Once submitted, you will receive one of the following messages: 
 

 
 

 
 

Self-Meter Read 

Addrt $S NEWSTEAD 4000 

Meters and Readings 

Enter your meter read details In the tield(s) below. 

Meter 0-000001 @ 

Register • 

Your tl"M!tfl' ~adin8 IShlghff than ~t,Kt!d a Add a p.hoto of the reading 

to continue 

SUBMIT 

Self-Meter Read 

c,.,. X 

$ Your meter read(s) has been submitted and if successfully validated will 

be sent t o your retailer. 

Acceptance o f your self-meter read is at your retailer's discret ion. 

BACK TO SELF SERVICE 

Self-Meter Read 

$ Your meter read details are outside the expected (high/ low) reading range 

and have been submitted for further investigation. 

If successfully validated, your meter read(s) will be sent to you r retailer. Acceptance of your 

self•meter read is at your retailer's discretion. 

BACK TO SELF SERVICE 
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Report a Problem 

You can report the following problems on Self Service: 

• If you’ve lost power – No power 

• Faulty street lights 

• Trees growing in powerlines 

• Graffiti and vandalism (on Energex assets) 

• Other  

o Line faulty indicator (Flashing) 

o Live wildlife in powerlines 

o Partial power / one phase down 

o Trees in powerlines 

o Underground pillar damaged (Green box)  

Report a Problem 
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No power – I’ve lost power 
 

1. From Report a Problem select No power. 

 

 
 

 
2. Enter your address and select SEARCH.  

 
 
You can also select ‘Use current location’ to use the closest location to complete address 
details. 
 

Rcp01lar1oblcm 

5tt.:C1 no. un1t110,. t.1111110. 

5U'\M(II 
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3. If we are aware of an outage in your area, we’ll let you know. You will not be able to 
continue reporting online as we are aware of the outage.    

If we are not aware of an outage in your area, select YES to continue. 

If the address is incorrect or you do not wish to continue with this report, select NO. 

 

 
 

4. Complete the remaining screens by answering the questions applicable to the incident. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please note 
 
For safety reasons, not all incident types are available to report online via Self Service. 
Depending on your incident type you may need to phone us and will be advised if you cannot 
continue. 

Call us to report: 

Fallen powerlines, shocks or tingles  13 19 62 

All other damage reports   13 62 62 

If your report is life-threatening, please call Triple Zero (000). 

Report a Problem 

We are eurrentty not aware of an outa&e affe<tin& this address. 

Is tn 1 me corred eddre-.u for U'le incident )'OIi ere repor".i 'li, 

11 
YES 

11 

NO 
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5. Ensure all details are correct in the Report Summary and click SUBMIT. 
 

 
 

 
6. Once submitted, you will see a message confirming your incident has been submitted, with a 

reference number. 

 
 

Report Summary 

Addr.ss 

.... 

=-=-=-

Ptoperty J1«.U 0 

HtffiCI ol tMbu!ld,ng. vb!~ 

t..ndm1rics, n,..,,ber •t front.. 

Report a Problem 

T)'IM' of inddent • 

Lon of Suppty 

Adcfitio.n.11 intorm•tion 

Time • 

13:'7 (?) 

, .. 
e No 

q,·lfl Unkn-own 

Not Awlie:tble 

SUBMIT 

Report a Problem 

Ollh: • 

13/01/2019 

~ Your reµor l Im~ lieen sulimilled. 

RA.CK TO SEI r s.FRVICF 
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Faulty Street Lights 
 

1. From Report a Problem select Faulty street light. 

 
 

2. Select the applicable option from the list of problems you can report: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

.. aulty .strN't I ighr 

C 'l! •!11 S.IHtt 11 ll iH I 

rL~ CRIHCO!l.~TRC:J JCIIT~OUT 

5TllCCT LIGIIT\'t P.CSCX"OSCD 

OT l'I) 
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3. Enter your address and select SEARCH. 

 
 

You can also select Use current location to use the closest location to complete address details. 
 

4. Complete the remaining screens by answering questions applicable to the incident. 

5. Once submitted, you will see a message confirming your report has been submitted, with a 
reference number.  

 

 

Faulty Street Light 

location 

What is the dosest address to ~Is ptoblem? 

Search 

Addrc$$ 

Street no. Unit no. 

Street natne/Suburb/Pos-tc6de .. 

e.g. BANKStAAVE NOOSA 

I® Uer rnrrrnt los;:0fion 

SEARCH 

Faulty Street Lip,ht 

0 Your report has been s ubmitted. 

a... x 

lot no. 

Vic our to rcpo1r foutty3trcct l1ghtsw1t hin ~ i bu:.mc:.s doy·l, If m-ipr rqx:11:;. ere required these 

f,mlt, will :it" ,,~~t"""Y-d nn,, C-Mt"·:-,Y·..-,, ..., .. h A.~i.~. 

~t ,-cct l ight rcpAirs ore suOjcd to wc,th: r peonitting. 

'lour f.:efercncc Numb:r is ~ 

KA( K I Cl SI--I I Sl-llVI C I-
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Trees Growing in Powerlines 
 

1. From Report a Problem select Trees growing in powerlines. 

 
 

2. Select the applicable option from the list of problems you can report: 
 

 
 

 

Please note 
 
For safety reasons, not all incident types are available to report online via Self Service. 
Depending on your incident type you may need to phone us and will be advised if you cannot 
continue. 

Call us to report: 

Fallen powerlines, shocks or tingles  13 19 62 

All other damage reports   13 62 62 

If your report is life-threatening, please call Triple Zero (000). 

lr('(";s in PQWNlin~ 

u, .... x 
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3. Enter your address and select SEARCH. 

 
 
You can also select Use current location to use the closest location to complete address 
details. 
 

4. Complete the remaining screens by answering the questions applicable to the incident. 

You MUST attach one or more photos to your ‘Trees in Powerlines’ report: 
 

  
 

5. Once submitted, you will see a message confirming your report has been submitted, with a 
reference number.  

 

Trees in Powerlines 

Location 

What is the closest address to this problem? 

Addre$$ 

Stn:et no. Unit no. lot no. 

Street name/Suburb/ Po stcode • 

e.g. BANK.SIA.AVE NOOSA 

I 0 u,. 'Yru:ntl<><•li90 I 

SEARCH 

Add photos (3 max.) 

Do not put yourself at risk w hile taking photos. Your photos w il l be used and disclosed in accordance 

with our Privacy~~-

Trees in Powerlines 

~ Your report has been submitted. 

You have submitted a non-emergency request. We a im to assess your t ree trimming request within 20 

business days. 

Tree trimming assessments are subject lo weather permitting. 

Your Reference Number isEl:::ss:a:~~~~~~~~~ J 

BACK TO SELF SERVICE 
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Graffiti/Vandalism 
 

1. From Report a Problem select Graffiti/vandalism. 

 

2. Select the applicable option from the list of problems you can report. 

 
 

3. Enter your address and select SEARCH.  

 
You can also select Use current location to use the closest location to complete address 
details. 
 

Ctc1ll1l1Nam.l.1lism 

1 t◄1m:1xm.o , ,11, , 

l..i t i'llhll}Vandi'lllSm 

, ... ~,;,.,. 

.................. - ....... ,.,;,,ot,:-.t 

.... , .... , .. ,, ... 
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4. Complete the remaining screens by answering the questions applicable to the incident. 

 

5. Once submitted, you will see a message confirming your report has been submitted, with a 
reference number. 

 

 

Graffiti/Vandalism 

~ Your report has been submitted. 

We aim to remove any graffit i and vandalism within 15 business days. If a major removal is required 

these damages w ill be assessed on a case-by-case basis. 

Graffit i removal is subject to weather permitting. 

Your Reference Number is j=::::-s= .... 5-:-=---. ! 

BACK TO SELF SERVICE 
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Network Damage 
1. From Report a Problem select Network damage. 

 
 
 

2. For safety reasons, we ask you to report these incidents immediately by phone.  
 

 

 

Network Damage 



 

 Customer Self Service User Guide 32 

Other 
 

1. From Report a Problem select Other. 

 

 
 

2. Select the relevant category from the list of problems you can report: 
 

 
 

 

Please note 
 
For safety reasons, not all incident types are available to report online via Self Service. 
Depending on your incident type you may need to phone us and will be advised if you cannot 
continue. 

Call us to report: 

Fallen powerlines, shocks or tingles  13 19 62 

All other damage reports   13 62 62 

If your report is life-threatening, please call Triple Zero (000). 

Report a Problem 

'/Jh,1< typE of ind dEnt -1re you reporting? 

C "" 
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3. Enter your address and select SEARCH.  

 
You can also select Use current location to use the closest location to complete address 
details. 

 
4. Complete the remaining screens by answering the questions applicable to the incident. 

5.  Ensure all details are correct in the Report Summary and click SUBMIT. 

 

 
 
 
 
 
 

Report a Problem 

Address Details 

What i£ lhe :::lc£Ed:oddre£Eto lh iz in:::ident? 

Ad:freu 

llnifrm. Int no. 

~h-P.P.1- namr./5uhurliJPns+r.odP. • 

tq;. BAt.lKSIAJl.VE NOOSA 

(e} u ~ecur·ent .ocalion 

S[AR□I 

Report a Problem 

( Prn'lous 

Report Summary 

Address 

l'.:11 !ill•!rnl Ir., I IIAM 
rt.r./.1U\1V 1t-lM.ll

1
4,1, 

First name ,. Last name 

Susan Test 

Contad number " 

0417474953 

Property access O 

Name of the building, visible landmarks, 

number at front. .. 

Type of incident O 
Wildlife Report 

Additional information 

Time " Date " 

15:46 0 26/03/2020 

Are the re dogs a t this address? " 

No 

OlSS • Unknown 

Not Applicable 

SUBMIT 

Clus<X 

Close X 

0 190 
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6. Once submitted, you will see a message confirming your incident has been submitted, with a 
reference number. 

 
 

Report a Problem 

~ Your report has been submitted. 

A1 E 1ergex reo·ese1tat"ve wi .. i~vest igate your ·epo1: a1d 11ay co1tact you ·1 furthe· i~fo·mat ion ·s ·e~u· ·ed. 

Yo u· ·efe·ence numbe· is CALL-(xloooc 

Stay up-to-date ,•/th ~ewer outages, check our Outage F. nde·. 

I: you would r , e to rece·ve power outage notT car o1s, opt i~ via Ma1age l\oti' ications. 

BACK TO SELF SERVICE 
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Positive Payback 

 
The Positive Payback program is about rewarding homes and businesses for using energy efficiently. 
For your convenience, application links are available online via Self Service for Positive Payback. 
 
For more information on our Positive Payback program visit www.energex.com.au/positivepayback  
 

 

Positive Payback 
Cash back rewards for ene rgy saving techno logy 

• • M 

Business 

Earn rewa rds for using energy efficiently by using 

energy saving technologies and managing peak 

demand ... Learn more 

Households 

Earn rewards by using energy saving technologies 

and switch ing to economy tariffs for .air:. 

cond itioners, pool pumps and hot water. 

POSrT/11£ 
PAYBACK 

Industry 

Earn rewards t hrough our PeakSmart Industry 

lncentrve Program by installi ng compatible air

cond ilioners .. , Learn more 

~------A_P_P_Lv_N_o_w ______ ~I ~I _____ Ai_R_-e_o_N_-_AP_P_L_v_N_o_w ____ ~I ~I ______ A_P_PL_v_N_o_w ______ ~ 
I POOLS - AP PLY NOW I 

I HOT WATER - AP PLY NOW I 

http://www.energex.com.au/positivepayback
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Connection Enquiry or Application 

For your convenience, links are available online via Self Service for you to enquire about or apply for a 
connection. 

 

 

Please refer to the ‘Customer Self Service – Connection Application & Enquiry Guide’ for information 
and steps how to submit a connection enquiry or application. 

Connection Application 

Su bmit a Connection App licat ion to con nect a new premi3e·S o Energex's 

dist ribu t io n netvm rk orto make an alteratiion to an existin g connect ion 

(indll.ld ing solar, micro-embedded or embedded generators) .. 

~---E-N_Q_u_m_E_N_o_~_.,, ___ ~I ~I ____ A_P_n_v_N_o_w_. ___ ~ 

https://www.energex.com.au/__data/assets/pdf_file/0014/812003/Customer-Self-Service-Connect-Application-and-Enquiry.pdf
https://www.energex.com.au/__data/assets/pdf_file/0014/812003/Customer-Self-Service-Connect-Application-and-Enquiry.pdf
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	About Self Service 
	About Self Service 
	We’re making our services easier for you access online 24/7. 
	What’s services are available? 
	There are a number of services available without logging in, however some specialised services for privacy, require more information from you before you can access. 
	Without logging in, you can: 
	• Let us know if you’ve lost power 
	• Let us know if you’ve lost power 
	• Let us know if you’ve lost power 

	• Report a faulty street light, trees growing in powerlines or graffiti/vandalism 
	• Report a faulty street light, trees growing in powerlines or graffiti/vandalism 

	• Check the status of your request with us (e.g. Electrical Work Request or Connection Application) 
	• Check the status of your request with us (e.g. Electrical Work Request or Connection Application) 


	 
	After logging in, you can: 
	• Let us know if you’ve lost power 
	• Let us know if you’ve lost power 
	• Let us know if you’ve lost power 

	• Report a faulty street light, trees growing in powerlines or graffiti/vandalism 
	• Report a faulty street light, trees growing in powerlines or graffiti/vandalism 

	• Check the status of your request with us (e.g. Electrical Work Request or Connection Application) 
	• Check the status of your request with us (e.g. Electrical Work Request or Connection Application) 

	• Submit a Positive Payback initiative 
	• Submit a Positive Payback initiative 

	• Submit a Connection Application  
	• Submit a Connection Application  


	 
	After logging in and adding your address/NMI in the My Profile area, you can: 
	• Let us know if you’ve lost power 
	• Let us know if you’ve lost power 
	• Let us know if you’ve lost power 

	• Report a faulty street light, trees growing in powerlines or graffiti/vandalism 
	• Report a faulty street light, trees growing in powerlines or graffiti/vandalism 

	• Check the status of your request with us (e.g. Electrical Work Request or Connection Application) 
	• Check the status of your request with us (e.g. Electrical Work Request or Connection Application) 

	• Submit a Positive Payback initiative 
	• Submit a Positive Payback initiative 

	• Submit a Connection Application  
	• Submit a Connection Application  

	• Complete a self-meter read 
	• Complete a self-meter read 

	• Subscribe for notifications such as unplanned outages, planned outages, meter read (if dogs onsite) and know when our crews are on the way for certain request types. 
	• Subscribe for notifications such as unplanned outages, planned outages, meter read (if dogs onsite) and know when our crews are on the way for certain request types. 

	• Update dog details 
	• Update dog details 


	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Registering for Self Service 
	Registering for Self Service 
	1. There are two ways to access Self Service on the :  
	1. There are two ways to access Self Service on the :  
	1. There are two ways to access Self Service on the :  
	Energex website



	 
	a) Click on the Self Service menu heading 
	a) Click on the Self Service menu heading 
	a) Click on the Self Service menu heading 


	 
	InlineShape

	 
	b) Click on LOGIN in the black toolbar and select Customer Self Service from the drop-down list. 
	b) Click on LOGIN in the black toolbar and select Customer Self Service from the drop-down list. 
	b) Click on LOGIN in the black toolbar and select Customer Self Service from the drop-down list. 


	 
	InlineShape

	 
	Figure
	 
	2. Click the Login name/icon in the top right of the screen. 
	2. Click the Login name/icon in the top right of the screen. 
	2. Click the Login name/icon in the top right of the screen. 


	 
	InlineShape

	3. A new window will open, select Register now. 
	3. A new window will open, select Register now. 
	3. A new window will open, select Register now. 


	 
	InlineShape


	 
	 
	4. Complete the security code as it appears, click Next. 
	4. Complete the security code as it appears, click Next. 
	4. Complete the security code as it appears, click Next. 

	5. Complete all details in the registration form, then click Register at the bottom of the form. 
	5. Complete all details in the registration form, then click Register at the bottom of the form. 

	6. You will receive the below message when you have completed registration.  
	6. You will receive the below message when you have completed registration.  


	An email will also be sent to the email you used to register when you have completed registration. 
	 
	InlineShape

	7. Open the email sent (be sure to check you junk/spam folder) and click on the link to activate your registration.  
	7. Open the email sent (be sure to check you junk/spam folder) and click on the link to activate your registration.  
	7. Open the email sent (be sure to check you junk/spam folder) and click on the link to activate your registration.  


	 

	Logging into Self Service 
	Logging into Self Service 
	1. Click Login and enter your Username and Password. 
	1. Click Login and enter your Username and Password. 
	1. Click Login and enter your Username and Password. 


	 
	 
	InlineShape

	Figure
	Figure
	 
	 
	 
	 
	InlineShape

	Figure
	 
	 

	 
	 
	Resetting your Password 
	If you have forgotten your password, you can reset this online, any time. 
	 
	1. From the Login screen click on Forgot password? 
	1. From the Login screen click on Forgot password? 
	1. From the Login screen click on Forgot password? 


	 
	InlineShape

	 
	2. Enter the email address you registered with and click Submit. 
	2. Enter the email address you registered with and click Submit. 
	2. Enter the email address you registered with and click Submit. 


	 
	 
	InlineShape

	 
	3. Check your email (including your junk/spam folder): 
	3. Check your email (including your junk/spam folder): 
	3. Check your email (including your junk/spam folder): 


	We will send you an email to your registered email address. Look for a message with the subject: Reset your details. 
	The email will contain your username and a link to reset your password. Click the link and follow the steps to reset your password. 
	 
	 
	 
	 
	  

	 
	 
	 
	Resetting your Username 
	 
	If you have forgotten your username, you can reset this online, any time. 
	 
	1. From the Login screen select Forgot username? 
	1. From the Login screen select Forgot username? 
	1. From the Login screen select Forgot username? 


	 
	InlineShape

	 
	2. Enter the email address you registered with and click Submit. 
	2. Enter the email address you registered with and click Submit. 
	2. Enter the email address you registered with and click Submit. 


	 
	 
	InlineShape

	 
	3. Check your email (including your junk/spam folder). 
	3. Check your email (including your junk/spam folder). 
	3. Check your email (including your junk/spam folder). 


	We will send you an email to your registered email address. Look for a message with the subject: Reset your details. 
	Click the link and follow the steps to reset your username. 
	 
	 

	Updating My Profile 
	Updating My Profile 
	All your portal information can be found in the My Profile section. 
	Once logged in, you can view and update the following: 
	• Registration details  
	• Registration details  
	• Registration details  
	o Information consists of: 
	o Information consists of: 
	o Information consists of: 
	 Username 
	 Username 
	 Username 

	 First and last name 
	 First and last name 

	 Mobile phone number 
	 Mobile phone number 

	 Email address 
	 Email address 

	 Password 
	 Password 




	o Note: Notifications are sent using the information in this section 
	o Note: Notifications are sent using the information in this section 




	• Contact details  
	• Contact details  
	o Option to add an alternate contact number 
	o Option to add an alternate contact number 
	o Option to add an alternate contact number 




	• My NMIs 
	• My NMIs 
	o Add your National Metering Identifier (NMI) to complete self-meter reads, manage notifications and update your dog details. 
	o Add your National Metering Identifier (NMI) to complete self-meter reads, manage notifications and update your dog details. 
	o Add your National Metering Identifier (NMI) to complete self-meter reads, manage notifications and update your dog details. 




	• Manage Notifications 
	• Manage Notifications 
	o Subscribe/unsubscribe for notifications such as unplanned outages, planned outages, meter read (if dogs onsite) and find out when crews are on their way for certain request types. 
	o Subscribe/unsubscribe for notifications such as unplanned outages, planned outages, meter read (if dogs onsite) and find out when crews are on their way for certain request types. 
	o Subscribe/unsubscribe for notifications such as unplanned outages, planned outages, meter read (if dogs onsite) and find out when crews are on their way for certain request types. 

	o This service will be available once you have added a NMI. 
	o This service will be available once you have added a NMI. 




	• Postal address 
	• Postal address 


	 
	To access My Profile: 
	 
	1. On the Self Service webpage click on Login and enter your Username and Password. If you are not a registered user of Self Service, you will need to set up your profile by clicking Register Now from the Login screen. 
	1. On the Self Service webpage click on Login and enter your Username and Password. If you are not a registered user of Self Service, you will need to set up your profile by clicking Register Now from the Login screen. 
	1. On the Self Service webpage click on Login and enter your Username and Password. If you are not a registered user of Self Service, you will need to set up your profile by clicking Register Now from the Login screen. 


	 
	InlineShape

	 

	 
	 
	2. Once logged in, click on Welcome and select My Profile from the drop down. 
	2. Once logged in, click on Welcome and select My Profile from the drop down. 
	2. Once logged in, click on Welcome and select My Profile from the drop down. 


	 
	InlineShape

	 
	3. Update any of the applicable areas on the My Profile screen. To leave this screen, you will need to click on Cancel.  
	3. Update any of the applicable areas on the My Profile screen. To leave this screen, you will need to click on Cancel.  
	3. Update any of the applicable areas on the My Profile screen. To leave this screen, you will need to click on Cancel.  


	 
	InlineShape
	InlineShape

	 

	Add a NMI/Address to Access Services 
	Add a NMI/Address to Access Services 
	To submit a self-meter read, update dog details and subscribe for notifications, a National Metering Identifier (NMI) / address must be added in the My Profile section first. This is to meet our privacy requirements as the information relates to a specific address. 
	The NMI can be found on your electricity bill or by contacting your retailer. 
	 
	How to Add a NMI in My Profile: 
	 
	1. On the Self Service webpage click on Login and enter your Username and Password. If you are not a registered user of Self Service, you will need to set up your profile by clicking Register Now from the Login screen. 
	1. On the Self Service webpage click on Login and enter your Username and Password. If you are not a registered user of Self Service, you will need to set up your profile by clicking Register Now from the Login screen. 
	1. On the Self Service webpage click on Login and enter your Username and Password. If you are not a registered user of Self Service, you will need to set up your profile by clicking Register Now from the Login screen. 


	 
	InlineShape

	 
	2. Once logged in, click on Welcome and select My Profile from the drop down. 
	2. Once logged in, click on Welcome and select My Profile from the drop down. 
	2. Once logged in, click on Welcome and select My Profile from the drop down. 


	 
	InlineShape

	 
	 
	 
	 
	 

	3. Scroll down to the My NMIs section and click on Add a NMI. 
	3. Scroll down to the My NMIs section and click on Add a NMI. 
	3. Scroll down to the My NMIs section and click on Add a NMI. 
	3. Scroll down to the My NMIs section and click on Add a NMI. 
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	4. Complete the fields exactly as they appear on your latest electricity bill. Please use the blue help  icons for assistance. 
	4. Complete the fields exactly as they appear on your latest electricity bill. Please use the blue help  icons for assistance. 
	4. Complete the fields exactly as they appear on your latest electricity bill. Please use the blue help  icons for assistance. 
	Span
	InlineShape




	 
	 
	InlineShape

	 
	 
	 
	 

	If the information entered does not match the customer details provided by your electricity retailer, you will have the option to complete the second validation screen. 
	If the information entered does not match the customer details provided by your electricity retailer, you will have the option to complete the second validation screen. 
	 
	 
	InlineShape

	TextBox
	Call us for assistance 
	If you are having trouble adding a NMI / address in Self Service, please call 13 12 53, Monday to Friday, 7am to 5:30pm, for assistance.  

	 
	 
	 
	 
	 

	5. Once your NMI / address is added successfully, if will appear under My NMIs. You can add as many NMIs as required. 
	5. Once your NMI / address is added successfully, if will appear under My NMIs. You can add as many NMIs as required. 
	5. Once your NMI / address is added successfully, if will appear under My NMIs. You can add as many NMIs as required. 
	5. Once your NMI / address is added successfully, if will appear under My NMIs. You can add as many NMIs as required. 
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	Subscribing for Notifications  
	Subscribing for Notifications  
	Once you have registered to Self Service, you can add your National Metering Identifier (NMI) / address in My Profile to access notifications.  
	Once added, Manage Notifications will be able available for you to subscribe to receive the following notifications: 
	• Unplanned outages 
	• Unplanned outages 
	• Unplanned outages 
	o We’ll let you know when the power is out in your area. 
	o We’ll let you know when the power is out in your area. 
	o We’ll let you know when the power is out in your area. 




	• Planned outages 
	• Planned outages 
	o You’ll receive notifications prior to the planned outage, the morning of the outage and if it’s cancelled. 
	o You’ll receive notifications prior to the planned outage, the morning of the outage and if it’s cancelled. 
	o You’ll receive notifications prior to the planned outage, the morning of the outage and if it’s cancelled. 




	• Meter read (if dogs onsite) 
	• Meter read (if dogs onsite) 
	o If you have dogs at your address, you’ll receive a notification 24 hours before your scheduled meter read so you can ensure dogs are properly restrained.  
	o If you have dogs at your address, you’ll receive a notification 24 hours before your scheduled meter read so you can ensure dogs are properly restrained.  
	o If you have dogs at your address, you’ll receive a notification 24 hours before your scheduled meter read so you can ensure dogs are properly restrained.  




	• Our crews are on their way 
	• Our crews are on their way 
	o On certain job types, we’ll let you know when crews are on the way. 
	o On certain job types, we’ll let you know when crews are on the way. 
	o On certain job types, we’ll let you know when crews are on the way. 





	You can find out more on notifications at    
	www.energex.com.au/managenotifications

	 
	How to subscribe/unsubscribe for notifications:  
	1. On the Self Service webpage click on Login and enter your Username and Password. If you are not a registered user of Self Service, you will need to set up your profile by clicking Register Now from the Login screen. 
	1. On the Self Service webpage click on Login and enter your Username and Password. If you are not a registered user of Self Service, you will need to set up your profile by clicking Register Now from the Login screen. 
	1. On the Self Service webpage click on Login and enter your Username and Password. If you are not a registered user of Self Service, you will need to set up your profile by clicking Register Now from the Login screen. 
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	2. Once logged in, click on Welcome and select My Profile from the drop down. 
	2. Once logged in, click on Welcome and select My Profile from the drop down. 
	2. Once logged in, click on Welcome and select My Profile from the drop down. 
	2. Once logged in, click on Welcome and select My Profile from the drop down. 
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	3. Scroll down to the My NMIs section and click on Add a NMI. 
	3. Scroll down to the My NMIs section and click on Add a NMI. 
	3. Scroll down to the My NMIs section and click on Add a NMI. 
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	4. Refer to the  section for instructions. 
	4. Refer to the  section for instructions. 
	4. Refer to the  section for instructions. 
	Add a NMI



	 
	5. Once a NMI / address has been added, you can now click on Manage Notifications. You can subscribe or unsubscribe for notifications on the listed services by checking or unchecking the notification options to suit your preferences. 
	5. Once a NMI / address has been added, you can now click on Manage Notifications. You can subscribe or unsubscribe for notifications on the listed services by checking or unchecking the notification options to suit your preferences. 
	5. Once a NMI / address has been added, you can now click on Manage Notifications. You can subscribe or unsubscribe for notifications on the listed services by checking or unchecking the notification options to suit your preferences. 
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	• You can check and uncheck the notification options at any time to suit your preferences. 
	• You can check and uncheck the notification options at any time to suit your preferences. 
	• You can check and uncheck the notification options at any time to suit your preferences. 
	• You can check and uncheck the notification options at any time to suit your preferences. 

	• You can check one or all notification types.  
	• You can check one or all notification types.  

	• The Meter read (if dog onsite) notification type is currently available if you have notified us that you have dogs. You can update these details within My Profile. 
	• The Meter read (if dog onsite) notification type is currently available if you have notified us that you have dogs. You can update these details within My Profile. 

	• You can choose to receive notifications between 7:00am – 7:00pm or 24/7, SMS and/or email. 
	• You can choose to receive notifications between 7:00am – 7:00pm or 24/7, SMS and/or email. 

	• Notifications will be sent to the mobile number and/or email address you have added within your MyProfile Registrations Details. 
	• Notifications will be sent to the mobile number and/or email address you have added within your MyProfile Registrations Details. 


	 
	TextBox
	Please note 
	While we make best endeavours to provide you with accurate and timely information, due to technical and system limitations, there could be times that delayed, inaccurate or multiple notifications are sent. If this is not your preference, please unsubscribe anytime via Customer Self Service. 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Searching ‘Track Service Orders’ 
	Searching ‘Track Service Orders’ 
	Using Track Service Orders, you can search and stay up-to-date on the status of a: 
	• Electrical Work Request (EWR) 
	• Electrical Work Request (EWR) 
	• Electrical Work Request (EWR) 

	• Connection Agreement (CX) 
	• Connection Agreement (CX) 

	• General Customer Service Request (PTJ) 
	• General Customer Service Request (PTJ) 

	• Positive Payback Initiative (IN) 
	• Positive Payback Initiative (IN) 

	• Retailer Service Order (B2B) 
	• Retailer Service Order (B2B) 


	 
	1. From the Self Service webpage, scroll down to Track Service Orders. 
	1. From the Self Service webpage, scroll down to Track Service Orders. 
	1. From the Self Service webpage, scroll down to Track Service Orders. 
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	2. Select the relevant Service Order from the Type of Service Order drop down: 
	2. Select the relevant Service Order from the Type of Service Order drop down: 
	2. Select the relevant Service Order from the Type of Service Order drop down: 
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	3. Enter your Service Order Number and select Search. 
	3. Enter your Service Order Number and select Search. 
	3. Enter your Service Order Number and select Search. 
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	4. Your Service Order Number status will then display. 
	4. Your Service Order Number status will then display. 
	4. Your Service Order Number status will then display. 
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	TextBox
	Visual indicator of the progress of your Service Order. 

	TextBox
	Your Service Order status and description. 

	TextBox
	Click to start a new search. 

	 
	 
	 

	Submitting a Self-Meter Read 
	Submitting a Self-Meter Read 
	If we visited your property and left a card as access to your meter was restricted or unavailable, you can submit a self-meter read via Self Service. 
	You will need to go to My Profile and add a NMI / address before you can access this service. 
	 
	1. Once you have added your NMI/address in My NMIs under the My Profile section of Self Service you can complete your self-meter read online. 
	1. Once you have added your NMI/address in My NMIs under the My Profile section of Self Service you can complete your self-meter read online. 
	1. Once you have added your NMI/address in My NMIs under the My Profile section of Self Service you can complete your self-meter read online. 

	2. On the Self Service webpage, select SUBMIT YOUR SELF-METER READING. 
	2. On the Self Service webpage, select SUBMIT YOUR SELF-METER READING. 
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	3. Select the applicable address for the self-meter read from the drop down. 
	3. Select the applicable address for the self-meter read from the drop down. 
	3. Select the applicable address for the self-meter read from the drop down. 
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	4. Enter the reading for each meter register and select SUBMIT: 
	4. Enter the reading for each meter register and select SUBMIT: 
	4. Enter the reading for each meter register and select SUBMIT: 


	 
	Figure
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	Some addresses may have more than one register - all registers must be completed before clicking on SUBMIT. 
	 
	5. If you receive the below message, your readings are outside the expected high or low reading ranges and you will need to attach a photo or re-enter your reading before submitting. 
	5. If you receive the below message, your readings are outside the expected high or low reading ranges and you will need to attach a photo or re-enter your reading before submitting. 
	5. If you receive the below message, your readings are outside the expected high or low reading ranges and you will need to attach a photo or re-enter your reading before submitting. 
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	6. To add a photo, click on the camera icon and upload a photo. 
	6. To add a photo, click on the camera icon and upload a photo. 
	6. To add a photo, click on the camera icon and upload a photo. 
	6. To add a photo, click on the camera icon and upload a photo. 
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	7. Once submitted, you will receive one of the following messages: 
	7. Once submitted, you will receive one of the following messages: 
	7. Once submitted, you will receive one of the following messages: 
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	Report a Problem 
	Report a Problem 
	You can report the following problems on Self Service: 
	• If you’ve lost power – No power 
	• If you’ve lost power – No power 
	• If you’ve lost power – No power 

	• Faulty street lights 
	• Faulty street lights 

	• Trees growing in powerlines 
	• Trees growing in powerlines 

	• Graffiti and vandalism (on Energex assets) 
	• Graffiti and vandalism (on Energex assets) 

	• Other  
	• Other  
	o Line faulty indicator (Flashing) 
	o Line faulty indicator (Flashing) 
	o Line faulty indicator (Flashing) 

	o Live wildlife in powerlines 
	o Live wildlife in powerlines 

	o Partial power / one phase down 
	o Partial power / one phase down 

	o Trees in powerlines 
	o Trees in powerlines 

	o Underground pillar damaged (Green box)  
	o Underground pillar damaged (Green box)  
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	No power – I’ve lost power 
	No power – I’ve lost power 
	 
	1. From Report a Problem select No power. 
	1. From Report a Problem select No power. 
	1. From Report a Problem select No power. 
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	2. Enter your address and select SEARCH.  
	2. Enter your address and select SEARCH.  
	2. Enter your address and select SEARCH.  


	 
	Figure
	 
	You can also select ‘Use current location’ to use the closest location to complete address details. 
	 

	3. If we are aware of an outage in your area, we’ll let you know. You will not be able to continue reporting online as we are aware of the outage.    
	3. If we are aware of an outage in your area, we’ll let you know. You will not be able to continue reporting online as we are aware of the outage.    
	3. If we are aware of an outage in your area, we’ll let you know. You will not be able to continue reporting online as we are aware of the outage.    
	3. If we are aware of an outage in your area, we’ll let you know. You will not be able to continue reporting online as we are aware of the outage.    


	If we are not aware of an outage in your area, select YES to continue. 
	If the address is incorrect or you do not wish to continue with this report, select NO. 
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	4. Complete the remaining screens by answering the questions applicable to the incident. 
	4. Complete the remaining screens by answering the questions applicable to the incident. 
	4. Complete the remaining screens by answering the questions applicable to the incident. 


	 
	TextBox
	Please note 
	 
	For safety reasons, not all incident types are available to report online via Self Service. 
	Depending on your incident type you may need to phone us and will be advised if you cannot continue. 
	Call us to report: 
	Fallen powerlines, shocks or tingles  13 19 62 
	All other damage reports   13 62 62 
	If your report is life-threatening, please call Triple Zero (000).
	 


	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	5. Ensure all details are correct in the Report Summary and click SUBMIT. 
	5. Ensure all details are correct in the Report Summary and click SUBMIT. 
	5. Ensure all details are correct in the Report Summary and click SUBMIT. 
	5. Ensure all details are correct in the Report Summary and click SUBMIT. 
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	6. Once submitted, you will see a message confirming your incident has been submitted, with a reference number. 
	6. Once submitted, you will see a message confirming your incident has been submitted, with a reference number. 
	6. Once submitted, you will see a message confirming your incident has been submitted, with a reference number. 
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	Faulty Street Lights 
	Faulty Street Lights 
	 
	1. From Report a Problem select Faulty street light. 
	1. From Report a Problem select Faulty street light. 
	1. From Report a Problem select Faulty street light. 
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	2. Select the applicable option from the list of problems you can report: 
	2. Select the applicable option from the list of problems you can report: 
	2. Select the applicable option from the list of problems you can report: 
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	3. Enter your address and select SEARCH. 
	3. Enter your address and select SEARCH. 
	3. Enter your address and select SEARCH. 
	3. Enter your address and select SEARCH. 
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	You can also select Use current location to use the closest location to complete address details. 
	 
	4. Complete the remaining screens by answering questions applicable to the incident. 
	4. Complete the remaining screens by answering questions applicable to the incident. 
	4. Complete the remaining screens by answering questions applicable to the incident. 

	5. Once submitted, you will see a message confirming your report has been submitted, with a reference number.  
	5. Once submitted, you will see a message confirming your report has been submitted, with a reference number.  
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	Trees Growing in Powerlines 
	Trees Growing in Powerlines 
	 
	1. From Report a Problem select Trees growing in powerlines. 
	1. From Report a Problem select Trees growing in powerlines. 
	1. From Report a Problem select Trees growing in powerlines. 
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	2. Select the applicable option from the list of problems you can report: 
	2. Select the applicable option from the list of problems you can report: 
	2. Select the applicable option from the list of problems you can report: 
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	TextBox
	Please note 
	 
	For safety reasons, not all incident types are available to report online via Self Service. 
	Depending on your incident type you may need to phone us and will be advised if you cannot continue. 
	Call us to report: 
	Fallen powerlines, shocks or tingles  13 19 62 
	All other damage reports   13 62 62 
	If your report is life-threatening, please call Triple Zero (000).
	 



	 
	 
	3. Enter your address and select SEARCH. 
	3. Enter your address and select SEARCH. 
	3. Enter your address and select SEARCH. 
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	You can also select Use current location to use the closest location to complete address details. 
	 
	4. Complete the remaining screens by answering the questions applicable to the incident. 
	4. Complete the remaining screens by answering the questions applicable to the incident. 
	4. Complete the remaining screens by answering the questions applicable to the incident. 


	You MUST attach one or more photos to your ‘Trees in Powerlines’ report: 
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	5. Once submitted, you will see a message confirming your report has been submitted, with a reference number.  
	5. Once submitted, you will see a message confirming your report has been submitted, with a reference number.  
	5. Once submitted, you will see a message confirming your report has been submitted, with a reference number.  
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	Graffiti/Vandalism 
	Graffiti/Vandalism 
	 
	1. From Report a Problem select Graffiti/vandalism. 
	1. From Report a Problem select Graffiti/vandalism. 
	1. From Report a Problem select Graffiti/vandalism. 
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	2. Select the applicable option from the list of problems you can report. 
	2. Select the applicable option from the list of problems you can report. 
	2. Select the applicable option from the list of problems you can report. 
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	3. Enter your address and select SEARCH.  
	3. Enter your address and select SEARCH.  
	3. Enter your address and select SEARCH.  
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	You can also select Use current location to use the closest location to complete address details. 
	 

	 
	 
	4. Complete the remaining screens by answering the questions applicable to the incident. 
	4. Complete the remaining screens by answering the questions applicable to the incident. 
	4. Complete the remaining screens by answering the questions applicable to the incident. 


	 
	5. Once submitted, you will see a message confirming your report has been submitted, with a reference number. 
	5. Once submitted, you will see a message confirming your report has been submitted, with a reference number. 
	5. Once submitted, you will see a message confirming your report has been submitted, with a reference number. 
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	Network Damage 
	Network Damage 
	1. From Report a Problem select Network damage. 
	1. From Report a Problem select Network damage. 
	1. From Report a Problem select Network damage. 
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	2. For safety reasons, we ask you to report these incidents immediately by phone.  
	2. For safety reasons, we ask you to report these incidents immediately by phone.  
	2. For safety reasons, we ask you to report these incidents immediately by phone.  
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	Other 
	Other 
	 
	1. From Report a Problem select Other. 
	1. From Report a Problem select Other. 
	1. From Report a Problem select Other. 


	 
	 
	InlineShape

	 
	2. Select the relevant category from the list of problems you can report: 
	2. Select the relevant category from the list of problems you can report: 
	2. Select the relevant category from the list of problems you can report: 
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	TextBox
	Please note 
	 
	For safety reasons, not all incident types are available to report online via Self Service. 
	Depending on your incident type you may need to phone us and will be advised if you cannot continue. 
	Call us to report: 
	Fallen powerlines, shocks or tingles  13 19 62 
	All other damage reports   13 62 62 
	If your report is life-threatening, please call Triple Zero (000).
	 



	3. Enter your address and select SEARCH.  
	3. Enter your address and select SEARCH.  
	3. Enter your address and select SEARCH.  
	3. Enter your address and select SEARCH.  


	 
	Figure
	You can also select Use current location to use the closest location to complete address details. 
	 
	4. Complete the remaining screens by answering the questions applicable to the incident. 
	4. Complete the remaining screens by answering the questions applicable to the incident. 
	4. Complete the remaining screens by answering the questions applicable to the incident. 

	5.  Ensure all details are correct in the Report Summary and click SUBMIT. 
	5.  Ensure all details are correct in the Report Summary and click SUBMIT. 
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	6. Once submitted, you will see a message confirming your incident has been submitted, with a reference number. 
	6. Once submitted, you will see a message confirming your incident has been submitted, with a reference number. 
	6. Once submitted, you will see a message confirming your incident has been submitted, with a reference number. 
	6. Once submitted, you will see a message confirming your incident has been submitted, with a reference number. 
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	Positive Payback 
	Positive Payback 
	 
	The Positive Payback program is about rewarding homes and businesses for using energy efficiently. For your convenience, application links are available online via Self Service for Positive Payback. 
	 
	For more information on our Positive Payback program visit   
	www.energex.com.au/positivepayback
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	Connection Enquiry or Application 
	Connection Enquiry or Application 
	For your convenience, links are available online via Self Service for you to enquire about or apply for a connection. 
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	Please refer to the ‘ for information and steps how to submit a connection enquiry or application. 
	Customer Self Service – Connection Application & Enquiry Guide’







